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Whett Are Emergancy Roacside Services?

Emaigency Roodide Sevices proviis Ford Molor Compony cusfomad
comenient occest 1o amengency roochide banalls. Roodsicis seices
ars avalloble fo buyers/lesess of Fond and Lineoin Mescury cons ond
Ight frucie.

Theee Inclucde:

r Red Copel Lacss
+ Ford Auto Club PFrocuciy

Alihotgh thess srmespancy roocizie services have many of the Jame
fecrtures cnd Banefts, aach b desgned fo et the needs of a particulor
Ferdl Molor Company curiomac. 3 i imporiant 10 inow B cifesnces
among sach of e Jervioss 50 You ond your dedisship teamn can.
wopioin them X your custornen. Pleae refier fo ths following poges for
decripfions of sach senice.

WHO HAS ROADMDE ARSNTANCE

Al mizil cusiomen of Ford and Lincoin Mercury con, Bght and medium
frucia receive compimentary Roockide Asitiancs cuing the Bumperdo-
Bumper Limitad Wamanty petiod. Roockida Assistonce I separate flom the
ww veshicls wasmonly ond i NOT on aule ciub,




Mory cusiomen wha

hoevw Unpd) Ronchice °

Jcoalalcros sy vl
became ol el
sclsjnzian wih the
Roadaide Asslioncs
ampahincsn, Iy Ok
- e ik Taly
ey oF eeme onoliver
Fand Molor Company

+ Non-wawanty towing (ncluding acclownl)

o Derthiny Juno-shexi

» Fusl delvery (o to e gratkomd

+ Fal fim chongs

= Lockoul culsonce

Roodsde Amishonce b ovolioble:

» 24 houl d day, Mven dayl @ week
vhﬂu!ﬂu'-lodﬁﬂnw.mm

SLIDIBILITY .

Toocds Asirionce banalits one inchuded on all 1994 ond news madal
yoor netall and laase Ford, Lincoin or Mancury con., ight fracia ond mecium
mucks [excducling mojor dedly rerdels), 3# & Jor the fam of the Bumper-to-

Bumper Umiied Worcnly, Dealor-owned vehicies within the Imited
woercnly receive Roackice Asirionco benefn

DANY RENTAL VEHICLES
= Major cdaly renioll are NOT eligitle for Rooddaide Asktonca.

» Maojor daity rerdal vehicies are eigivie for WARRANTY-RELATED TOWING
ONLY ihvaugh a Foad or Lincoin Marcury Decler,

 Warscrity dowing chakn i oy Fentols rrust be submitiect for poyrant
by the declenhip Ihough ACES K,




Roadside Assislance
{Confinuech

VEHICIES IN PEALER 3TOCK
» Thase vehiciss cara NOIT eigiole for Roadsde Arstonce bul may be
eiigbia for womanty jowing. Refar 1o The Wamandy & Polley Manual

ELECTRIC VENICIES
» Tow $o necrst electic veiicis cerfilsd Dacler,

» Dy pental units wilhin e Bumper-io-Durmpsr Umnihed Waaorty put info
senvice theugh the Ford Renial Cor System (FRCS) or the Lncol Mercury
Cor Rentcd Sysiem (LMCRS) are aligible for of Roaceiie Amisfonce
benoiy,

RENTALY $OLD TO ALL RETAR CUSTOMERS

= Whan o colly ranicl i removed from eevice ond il bo o il
customes e vehicie mceives ol Roadide ARSTance benoi for the
rermainder of the Burper-bo-Burmper LimBad Wernanty period.

SERVICES COVERFD THROUGH ROADSDE ASSISTANCE
» renaporiaiion ssrvice wuch o8 labor parlomed g the die of the
thablement {e.g.. changing o fre).

» Servica col for jump-shariing. lockout service. of delvary of posoling.

v Towing of the vehicle — regordes: of the meaion & needs to ba towed.
= One fow par decblomant.
~ Naarest quoad Dacler or Caaler of custornes chalcs — up i
35 milos.

ITEMS NDT COVERED THROUGH ROADSIDE ASSHTANCE
» Pexty. renial of fowing squipmant. storogs fees, tine repolr or any lobot
parforned of 0 gorape of sevice Toclity,

» Par involvad i Inchout servics, -




Rocdisice Assistonce

= Any fomm of impound towing of iowing by other thon a lcansed tenvice
Tolan oF Qo

» Agsistance from iomacne other than a lcenaed dvice Haion or gorage
omployes.

« Recovery — Qeatting a veinicle 10 0 madsice beollon.

» Cot for PATS heys o prograrnming.

HOW CIMSTOMERS RECEIVE ROADSIDE AFSISTANCE
Thews cirg Thres wira that o cusltomer con mceive Roochids Asirionce:

« Caling Roodsids Astdancs 800 number (-500-241-3470)
» Caling a Ford or Lincaln Marmury dech: i
« Caiing Tha Ford Customer Amistance Canter (1-800-392-3673)

WHEN A CISTOMER CALLS ROADSIDE ASSITEANCE
#hen a custormer calls Roodeids Assistance {1-800-241-5675), the coll b
orewived by o Coromas Ssrics Rapmsartetive (CSR).
The CER & remporaliie for:
» Varifiving cuiomer ialaty ond confocing the locol poice of public
saiety authortiies, i necesxry,
» Toldng tha necomary Information from the Cushormern
- Cusiomar name
-~ Ueanss piate number
~ Viahicle idwiiicalion Mumbar (YIN)
- Yehlcls color
= Racortock phor rumibe
- Exact kecation
» Confocting e lowing company ta dikpoled deliionss.

» Achviing the custorper of the sstimcted fime of amival and
tha narme of The Senice Provider.




Roadside Assisionce
{Continued)

Ay you axpicin The
Roinislae Assislonce
PEOGECTE b2 YR

e fhat whan they
ool Rooside
Axslsicanca, e CER
wil ook el
quasions. Tha mason
el
Inspoxicant i pinpoind
e axock localon s
halp con cwlve o1
auicidy o posalble.

WHEN A CUSTOMIR CALLS THE DEALERSH WP

Qecasionclly, a cusdornir moy coll the dealeship for Roadide Aslstancs.
When ihis happens. you have thres choloms In handiing the coll:
1, Forward the cusiomer's call # Roodside Asiitcrice (1-800-241-3573) by

Ling ¢l forwording.

I Obtoin curtormer inlormalion and ool Boacdiicn Amisnnce.

- Gat information from the coller Inckading narme, leame plate
nurmbed, VIN, vehlcls color, seconhoct number and exoct iocation,

= Cal Roodhide Awistonce ot 1-B00-241-3573 and oy the
MNMWWMMH

depoiched.

3. Use the Dirsct Contact Oatian (SO, The ECO alows you to deectly
conloct an approved Roodsids Asttancs towing compony o onangs

exphanGes for your cusionmer,

- Goi required inforrnation including cuslomer noms, icanse plale
nuambey, VN, vehlcls color, eoniost phone number and axact

locekon,

- Contac) on appioved Roadside AsKInce fowing company i

orrange for ouislancs.




- Within 3 dayz, kx to Roodiide Amisiance Headquerters (ox
mumben ¥72-453-5302), the folowing:

» Cuslomer nome, acicdren ond phone number
= W
» Yehicle make, model, colcr, milsoge
» Type of senvice
¢ Dgte of rervice
» Nams of approved senice provider
» Dedienbip name
= Roodice Assionze Haciquoren will coll The fowsifaervice
proviciar o amange awect payment ko ham.

WHIEN A CUSTOMER DIRECTLY CALLS A SEIVICE PROVIDED )

In cooes whare Ihe curtorner hos amanged and poid for o Roadside
Assislonce asivice wihout going thiough the Roodicle Assiionce 800
numbe, reimbusenant wilk sl by mocks through Roodside Antsonca,
The custormer con recuest cialm infermalon by coling 1-800-241-3673.




Towing Company Nominction Process
Dealanhips con nominaks towing companisy. Uiually, deahetios
noNninaks CAMPanie: they have wed and want ko confinue to uss basasd

on prior pook sarvice.
.+ To qualify o an opproved towing terics, cerain thenclonds ot by

= Applicable kanses fof businas ond oporciion
— Qually fowing ecuipmant (preferclly Forch
- A commiimant fo customer sclfaction

+ 1o bagin the process, he dedlecshi recumets o nominalion package by
caling the Roodsids Asddunce Dedler ReloBons Deporiment of

T-972-655-9108.

» Tha deolership, In cocperaion with the naminoted towing company,
comgiatas tha necanon informalion and el # i the Roadtide
Amisionce Center along with:

- Prwiograph of ihe bulding
— Phatogeaph of he fowing squipment
— Copy of Fuurance policy

- Copy of diveny’ lcenses of ol opersion

= Dascriptions of geographic oo coversd within 30 minutes
= Daacrptiora of geogrophic area covered within 45 mirs
= Dascriphons of toial peogmaphic orea covemad



Towing Company Nomination Process

(Condinued)

Pecleships ot
O O Wraeloer of

lowmvioaond T
oo nol provide

2d-hour service
mey Decorme
pord of e
molionnal nahionk.

+ The package & svalugled and, if compleie, ihe nomination procen
begine,

» When aopproved, ihe dealeshiy't nominaled fowing company b
evinded it the Roocside Asistonce fowing nedwionk ond B “Enked” o
the spacific declenthip o1 the prefesed fowing campany.

= Tha appicval priaceds wucly fokes from 46 1o 40 doya ofter the
nomination packogs b ecabsd complate. .

» Dwclershipy con themaeives apply to bacarme part of thw Roockide
towing networi.




Uncoin Commiment

THRM
» The pedod of the Lncoln Commilment =— 4 yeors

COVERAGE
» Any Uncoin model (Uncoin Jown Cor. Confinental, Mark. Navigator
LS, aic)

s 1-800-521-4140)

ADOREES
Ford Audo Ciuli: MAX Ford Ao Cub: PACKAGES
PO Bax 224508 &80 Los Coldhar S\, st Roor
Dalos, Rz 7E222-4488 g, Tewow 75009-2900

EMERGENCY EOADSIDE S8ICES
+ 2 houss a day, 7 doys o wesk via on 800 iol-Hiee phone number,

« The mamber pavs only fof sefvice costs of mote than 3108 O, the
memibew con aronge for hisher own service and receive mimpurement
e o 100




Uncoin Commiimend
(Continuech

BVERGENCY TRAVEL BIFENIE (REDVRURSEMENT)

« Emafgancy spantal ofs covaiad K the mamber's vahicls bacamet
diabled due ko o collsion or covensd mechonicol breckdown whan
mare than 100 milsk from home.

+ Whila the vahicle i baing rapoiad, the mambee con be reimbused
Ly 0 $1,000 far up 10 thase SayT for SEOEansss such cit Meal, loaoing.
Cor il O commcial naneportalion.

TRIF ROUTING

» This Lip-#o-ciate computertzed j8nice ki ¢-aiom desgned o the
mambers iravel needs. i includas sasy-to-lollow mops, o highightad
routing., vl fips, cving infarmnalien, o I of ploces of ntereat, ond
oher useful makeils 1o moke frigs sover and imore enjoyable. To
mcalue this beneftt, the member should send I the secusst Somn,

_ Included In the membertip ki, 5o the Ford Auka Cluls ocies o ool ihe

rmarmibaczhip 800 nuUmbeL
DESTINATION ASSISTANCE
» Provides reimbursrmant fof smegency orepodotion up fo $200.

Ememgency monspostation could inchude g rental vehicle, tordcaly, bus.
efe. for e memben to soch therr immadiate destination.




Lincoin Commitment

+ This peirnbrserment i intenced 1o provide franporiaation in the event of
a collsion or o rrechanical brecisiown RQUINNG STAENCY Ipain.
Mernbad can clolm seimbunemeant by sanding orgina pold necaiph(s)
3 the Ford Aulo Club.

Note: Replocerment vahicle sxparims o iciidiuled repoks ane not
covetad under This Banell,

AUTS THEFT FROTRCHON
- » Not ovolioble,

CAR RENTAL DECOUNT

» Providis Car renkal cecounty 10 mecben ot paficipating cor rantol
apenciod nationaly. Deloh ane iIncicted In eoch mambeahip ki ond on
sach membership cord,

DTHER PENIFITS AND CONTALTS
» Whan trovelng. the folowing beneith o ovolabie:
-.Dochrlu:dnr |
. = Police connect
-Mr-rmm
.l Gontoct the membenhip 800 number for occess 1o these benedis.
MEMBERSHIF FULALLMENT

« Eoch LUncaln Commiitnant membad ecaivet a mamioeship packoga
within 30 o 80 days fom: the dahe of vehicks elverny.




Red Carpet Lease
New Ford, Mercury, Lincon
» Stondand Roadide Amisioncs Benefita

« Mambenhip Number: 1-800-241-3473

Used Red Campet Lecse Vehicles

TERM
» Tha teem of i Red Corpet Leose,

COVIRAGE
» *he Red Compet Laass vehicis,

MEMBMRIHIP 300 NMUAWVBER ol
« 1-S00-348-5220

ADDRERS :
Fond Aute O MAL Ford Auve Chit PACKAGES

AO Box 224058 Al Los Collce B, It Foor
Do Tavay 750220588 ing. Raxos TR0

EMERGENCY ROADSIDE SERCES
» 24 hours o day. 7 days 0 week via 800 folkfree phone numba,

- Towing

- RotHis changs
= Foel dedvery

- Junp-giot

= Lockoul assianca

-« The menbar pxys only for sevice cosl of more than $75.00. O, the
meamber con aronge for ks or b oun erdes ond ecalve
melmbutarment Up to $2500

Nolo: Reter to no on Matri poges 18




Roadside Assistiance Program
F-6580/750 Vehicles
FEATURES/ WENEFTTS
« Towig
v Lockout Askt (dostn’t incluce home sle/Decier 19 10rvice)
v Jump Short
» 24hour avaldoly

ELHNBIITY

» Eligitie during nomol warmenly pedod 2 yeorjunimited miles).
+ 2000 model yacr and forwoarnd

» Linfed Siotes ONLY

INPFORTANT CONSDRRATIONS
= W TOW o Ford Decler o dedignated by Progmam Office

« Customens con be mimbused when towed by o fower ofher than
Rogduide cortiled

» Unimited miloaga (2 yecan madmim)

WHAT I3 NOF COVERED

= Tre sarvice

* Unloading cargo

v Horne ate/Decke: sie sarvics Lockout Assist

= Recovery (@.0., stuck in mud of o job ste)

« Fugl senice

HOW TO GET SERVICE
« Cogll 1-800-241-FORD (UTY)

WHEN PROGRAM WILL LADNCH
* By 51219




Ford Auto Club

TERM
s Membaenhio teim ranges from ore Jo dx peon.

COVIRAGE
= Tha specific vehicle.

MEMBERSHIF 800 MUMBER
e 1-H00-348-5220

Jont Auto G MAL Rt A Chily: PACKAGES
00 Box 2pR558 &40 Loy Colhos 8vd, st Roor
Dk, Feern PIIZASAR5 g, Reway 72302900

TWERCENCY ROADSDE SERVICE .
uthnudw,?dmummmmmm

= Lockoul oslsioncs

= The mambed payl ondy for seivice cosh of mora than $100. Or, the
rember can aranga for his/her own sanice ond eceive reibussmeant
up o 3100




Ford Aute Club

EMERGENCY TRAVEL DINENSE (REIMBURSEMENT)

» Emangency epense ore covensd I the membaer's vehicks becomes
alscbiad cue $o a collsion of covansd mechanicol braoksown whan
rnone than 100 e bom home. '

= Whils W vehicis ¥ being rapoined, tha mamiber con be emibused oy
up to 51,000 for L $a fhves cloys for oxponses such o maak, lociging.
car reniol or commarcial transpariation,

Note: Claime/recelpis shatid be auirnitied within 20 doys of #he incident.
Note: Not ovoliable o Texas residents cus fo sale Iows.

QUEST® INTERNATIONAL MEMBERSHIP
» Enfilias Ford Auto Quby memiben to o guamanised 50 parcant sovings off
i sionciard “rack” (eiol) cake ot mose han 2000 hotel, motel and

redorty. Sulect X avolicbilly.

TRIF ROUTING

+ This up-io-dale computeiaed service i curtomrdedgned fo the
Mamber's irovel needs. |f includes eary-io-olow maps, o hiphiighted

- routing, Jrovel tips, criving information, o ik of ploces of inferss. ond
other el materal to make irips easier and more enfoyable. To
aceive this banafit. 1he member shoukd send In the requet fom,
Inclucied In the manmnbenhip ki, fo the Ford Aulo Club addras or cal he
mambemhip 300 nrumbed,

DESTINATION ASSETANCE

» Provicios reimbumemaent for emnergency harmporialion u G 575,
Emargancy trarspaorntation could inchucie o nemial vehicie, itdcab, bus,

" i, for the mambaen to rsach el rnmaciote destingtion,

= This redmbumernent & indended jo provids: fnormporioliion In the event of o
colsion of a machanicol bhscakcddwn rcing emepency epoks.
Mamben can chaim mimbuisamant By sencing rscelds) lo the Ford
Autg Club,

Note: Replocamant vabice axpensss on séheduled mpoins are nol
coverad undar this benst,

Mota: Not avoliahle ta Tasos rasicent due 1o siole laws. -




Ford Aute Club

AUTO THEFT FRROTECTION

« A 55000 newecrd will ba paki for Infornation leading to the et ond
corviclion of e pascn or panon responaible for el of an
oulornoblie owned by o Fond Ak Cluld ruenbed. Thistt cehimint decol
are provided wih mamibanhip ki,

CAR RENTAL DBCDUNE

» Provides cox rentol discooni il nesinben af poarficipating cor nendol
oxpanciss nollonally. Detols ot ncludied I adech mambachip ki ond on
each meenbeahip cond,

OTHER BENERTY AND CONTALTS
» Whan froveling, the folowing bensiiis o avaloble:
— Deoler lncator
= Polce connect
= Wegther infomation
« Contact the membeship 800 number kr Hoce 10 thesa henaft
MEMBERSHIF FULFILLMEMT

» BEach Ford Auto Club memioes meshae o nambenhis paciogs wihin
30 derys fiream the date of sign up. '




Ford Aufe Club

ROADEDE ASRITANCE EXTENEION

Thit ks & Fond Aute Ciub offeding thal sncibies the cusicma iu contirme
Roadside benefils T 1o 3 yeor after ihe sxpinafion of the Vehicls UmBed
Wearcrty. (S Modix on poge 18 for delollt and priced.)

ROADSIDE ASSISTANCE WRAP
Thia s & Fond Aute Club offedng thal:

« Provides addioncd banalls to the Roochice Sevice duing the Ford,
Lincoin Meecury Bumpando-Bumper Limed Womany,

« Extench the Roadside and Aute Culs beneiily | 1o 3 yeon affar tha
sphkalion of e Ford, Unodn Mecury Burmpar-io-Burnpar Limited
Womordy, See Mafix on page 18 for detals ond prices)
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Commonly Asked Questions

Q.Hmrmlgﬂmhumnﬂpﬁdhm
o ow?

A. Col #he “Decler Reictior Holine® of (972 653-7108. They will piovide
directions for rimbursemant,

Q-lmﬂﬂummru-rhﬂ-unun

A. Collthe “Decier Relaions Holine” ot (572) 6530108, They wil
directions for relmbusement. _ -

Q- What nusmiter oo | coll fo orcer Feed Ate Club rcrfedoln?

A 1-200F0RD-CLUB (1-900:367-3256).

&Y. Can your sxpion why my “Prefemad Tow Compary” i not ALKAYS
. usad Jo provics my customan sanica?

A. 1. sretered company may not ba cvallabie In & recsoncbie
fime fram o covar tha breakriown ocalion.
2. Cuetomer i from a c¥ferent seling Deakar {dmwant prafered
fewar) bt raquestad to be fowed fo your cecisip.

Q-lhﬂuummlmﬁhhmwm
Howr da | hanale?

A. Follow the "Nomination Proces” o oullimed In his meraa o ool
*Dacisr Relatiors Hotline" o (572 4559104,

ERE2-82E 278




Commonly Asked Questions
(Continuad)

&Y. Dnce o FOWER NOMINATION It comypiied ard uned I, how long
will # toke? '

A. Ehuxcilly & reporss i given within 40 dovs of receipt,

Q. How dio | nd out the siakus of iy TOWER NOMINANCN?

A Collihe *Decler Reitions Hollhw® ot (972) 6589108,

QWMM&MWWW
weather, stc.)?

A Towing network s sxpondad! 10 o avolobie towas (nof Just
_ carifled). Cuttornan {or Caclen) o given the opXion o arange
el cwn Roockide Servica and be mimbuned via the “Roadaids”
progecm. This i sxpiained o tha curtomear in the Roackide phone
miagp when caling fom a seess weciher bcolion,

&Y. How do major Dy Renval Fissta* or *Diactier - Bock Vehickes™ et
Roackide Senvice?

A- They CANNCT pet Roadside Service from 1-800-241-FORD. They must
condact thetr rental agency of tha necsast Decker wha in furm showld
anange for casehancs (Tow, Sof, ¢ic.). IF e vehiche k #l coversd
uncler e stanciard wormonty. e Dealer wil e Cloim vo
(AVE/ACES 1. Sen Sechion & of the "Womonly & Polcy Manual.

Q- Wha oo | cal i Lar my customer has g comploind obout Roaddde
Senvica?

A. Cotthe *Decler Relafions Holne® of (972) 539108,




Roadside Contact Numbers

ROADSIDE ASSINTANCE
o, ight & medkm fruck)

CLANAS for Rocxhicde Service
Dacier or cushomaed

CHIEATONS or Camlomer Concaima

Lincoin ConamBman:
EOADSIDE ASSHTANCE

Red Corpal Leass:

Ford Aul Cluly

PHONE/ROC/ADDRESS
1-800:241-FORD (A7)

{9721 6539108 - Daclar Ralotians

(©72) H53-9302 - FAX for ciakme

Maling Adcinee

Roacsicde Decler Relotiors

Mot PO Box 225
Deles, Taxcw 752224588

Fize 5800 bas Colineas Bivel
ving. Tanice 78035-2900

(972) 6539108 - Dacler Rwictions
{972 6539302 - FAX

(772} 655¥100 - Decier Relofions

(972 M539302 - FAX

Maling Aciciness:

Roadide Deoler Relations

Adal PO Box 2253
Dallcs, Teeoe TEZZ2-4588

Alge 8400108 Colnas Bivel
irving. Texos 75056-2900

1-B00-521-4140
1-800-348-500)

1-600-348-8220

Maling Addree:

foadikde Declker Relctions

Mok RO Box 225525
Dallos, Texen 75222-4868

Aigs 5400 Las Colnas Bivd,
kving, Testas 75009-2900




What Are Owner Notificedion Progromes/Reccils?
Traia ane seven ciifarent typed of flald progroams. that con eody be
differenticled by looking cf tha lslled 1 The progrom number:

1. "8 Progeaens cre Sofely Recalls (P850, 90906, wic.). Thasa remain opan
and the cioim wil be paid on an afecied vehicle unlll recoll repoin are
carpialed. Vehicia: affecied by Sofely Recrlls ome Ideniffed in OASE
unit o cicion b submithed ior poyment againet the reocll number. DO
NOT code the clolm os o waronty repol. ¥ you do not submit ihe ciam
ngainst the recall number, the vahicls will not be remaved fiom CANS
andd ihe customer wil continus fo recalve moall remincer lethers. Iy
o whete tha cuttorner praviously poid 1o hove the mpar
pﬂh’ﬁﬂhﬂ.ﬂﬂhﬁilmhbdhu refurvd ond a Al

2. "E" Progecans cne Emision Recolls (F7E31, 982D, eic.). Thess remaln
open and the claim wil be pold on cn offected vahicle untl meal
repal ore compisted. Vehicies olected by Emislon Recalls ore

_ identibed In DASS unll a claim b submithed! for peyment agalnat ihe
soall namber. DO NOT c0de he ciokn ou 0 waranly repak. ¥ you do
nat yubmit tha cloim againat $ha recoll numizer, ths vehicls wil not be
mmoved Amm CASS and the cusiomer wil receive o recall mmincer
intiac In coes whers the cusiomer presviously pokf ho have the repaks
parfanad, the customar b sigble for both o miund and a repai.

3. "I Pmgrans om Owner Notiication Prograrme (FEBZY. 79906, sic.).

" Thase progroms requee CUEMen 10 rium thelr vehicles without ceiay
o recelve o repoir or update. “B° Programs iypleolly sgone after o
cacaln fime or mleops. Wehicle: alffeciad by “B* Progron one
denified in OASS undk a clalm b subrmitied ke poyment ogainet the
program number. 0O NOT code e claim o3 o wamanty spok. ¥ you
oo net il e elaim agoinet I progrom numiber, tho vehicle wit
not ba removed om OAXS untlt ofter the pragram hos supied. In
casas whees the custorner previously pald to have Hhe repalr
performed, thé cultomer b eligible for both a refund ond a repal.




What Are Ovwner Nofification Progroms/Recalis?
(Continued)

4. "M Mrograne are Owner Notikeation Frogroms (FOMO03, 99MO1, ste.).
These programs peovide the curomer addiional covarage for o
poriculcr Somponant or sysiem. Repals o i3 Be mads OMLY ¥ the
described Condlion Gocum (1e.. "ix only ¥ brokan” ). Frior to July 30,
1994, vshicies cffacted by "M Progroms were not Kienitied In OASK.
New “M* Programs kaunched after July 0, 1995 (S6MET and sdwecuont
"M" Programs} cre ideniiect In OASR. Veliie affeched by *M"
Pragrama ane eigibie for repeat repai i #ha covered component o
wytom il ogoih within the prigrom coveraps peiod. Ao, in cobes
whene the ol pesviously paid o have the repalr parformed, the
custorne~ s eigible for both a refund ond a repal. Affacted vehicies
cwg Nt remnoved from OASS unill Tha PIOQIOM COVIRIDE SN,

5. "1” Prognam are Lobel Reviion Progrorns (PAL2Z, 9L, eic.). The
curtomers b malled o new of revised labal Leucly, but not kmited 1o, o
Vehicie Embeion Conirol Informaotion (VECT label). Custornens o
raguested o alfi h obel ko thais vehiclas in the pecifiad location.
Hewaver. ihe cuskomar rnay chooss ta have hishar Declar off the
label. *L” Proginame cne oisa used 10 mal updaied pinted matedas
such o ovmer guides and wamonty informtion bookdels, Vehicles
uifeched by "L* Programe om iypicoly NOT identised In DASS bul
ramain #igvie for cppRodmataly sk months fiom e miecss dale of
the Decler bubetin or unil o -Cloim i submitied for poyment againal the
pecgram numnber; fypically aker s morndhe, siglblity for ol offectsd
vehicies i closed,

Eng2-025 27180




What Are Owner Nofificalion Programs/Recalis?
(Condinted)

6. ‘I Progeeant cre apockated with Reglonal Safety Recolls (FERO1, S3R0M,
#ic.). These smain open ond the clolm will be pokd on an cffeched
wehicle unil program repalrs ars completed. Vehicles oifecied by
"R" Progeams o icertilied In QASE unil o claim k mberlited for
poymnant againat The progeam number. BO NOT code tha cloim ca 0
wononiy repak. If you do not suimit the cickm ogalng the progsam

" numbes, The vehicie witnol be smaovad Gom OASIS. In cases whese The
cutiomes previowusly paid to have The epair periomed, the cusiomer i
alighis for bolh o refund and o mpak (Noke: Vehicies offecled by “R°
programs may ot e Mgl sice the vahicls if R hos the 1ome
concm or condilon o vehicles in the omociohed Regional Solety
Recel o are aperoled In ha affected regiors o specilied in the
Regiondl Safely Recol bullatin.)

7. "I Progeoem ovw spacial sarvics inductions (97101, ofc.). Thase
programs recuesl Daclars jo parfom: the spacifed service only R the
_ vehicle kk within the opplicoble woronty for the ivoived par, Vishicies
affected by *T* Progroms: are identiied Tn CASS. Unfn T s privious
fypes of Seid program, Declers must e the ACES I wamanly screen 1o
Chaim for "T* Progean sevice saihver than 1he ecal scresn. Alo, tham ks
. 10 ownex nottficofion er invaived vehicls Mfings.

Nofification Guidelines
« Decler receives a st of affeciad uni tor Sarfwly/Emitsion Reca and
"B"/"M"-4ype Owner Notiication Programs), 0 Decler bullatin cetining
the RecalyONP, and inspection ond repal procechures. OAS!S ik ondnorly
acivolad the fiat businet doy after ol Declen ore ‘eoed o malied the
Deciar busetin.

» Cusioumer mcehvad o keiier wicriing unk involeemant {sscept for ™1 Programs).

+ Ford typsleally provides o msdio ralacs (surnrnary of concem and
moadelfyean affacted),

ERd2=-D25 2711




Esigibiity
RECALL .
s VINpacific progean.

» Mo mypination dates on Sofely Recals. Garerally, no expiration cahes an
Emision Recolk.

« Varifiad through DASE, K them oe any questions, coll B00-326-5601.

« Customer latter nod recuired for recall to be parfiormed,

ONP

s "B Meogueams = Consoll DASES. i OASIS showe thert the vehicle i sighle
okl the veihiChe tioss nol excesd oy program milsogs Embclions
icentified in the Declsr bullstin, the cloim will be poid.

» "W Programs heued Badoss July 30, 1996 — Consult the ali-decier
btbefin doted Augrst 1. 1998, regarding Owner Notiicalion Program
expiralion dates o delenming which "W~ Progeamy e open and
fime/miacge imfolon. Cons it ihe Dacier bulledn kv o spaciic
piogram o dedemnine whalhar a vehicle B invoived in that progrom.
Ciaims wil be poid for sigible velichs that do nat sxceed any
fma/misage mikction. Vehicles offecied by “M* Progroms ieued
beforg July 30, 1990, ore nof ickeriifed In DASE.

NOTE: Vehicies offected by “M™ Prograre omk i ba Sendced only K the
progrom concem i prasedt (8.5, "l only N broken).




e .

Eligibility

» "M" Mogranns sued on or Aler July 30, 190 — Conault OASH. ¥ OASS
hows that the vehicle i sligiole ond the vehicle doss not sazesd any
Kme/milsogs initciions kisnifed in the Decler buletin, the cioim wil
ba paid.

NOTE: Viehicies offecied by “M™ Progrome ane 1o be serviced only if iha
" PIOGRONN CONCAT I3 prasent (e.g., “fix only I broken™).

= Explied "B" of "W Programs — I (1 ownir N Icis uncier ony
} expied progrom. o for on afecled vehicle ne longer lded In DASS,
repdain mary sl be covesad undes wancniy i ons of these condiions

wirie

~ Thas vahicie haa ramaining sighcle vehicls worranty covarage.

— The vehicis previously receivex this repalr and has emaining
Sanics Parls Wananly covange.

v *1" Pragiime — For Cutiominregquactnd iatel shucHions, defammine I
It program e s mesiie of It srice publicalion. If pes, clain wil be
poid wven fough "L* Programs cre not iypically shown on OASS, ¥
OASS shows that the vehicie i eigile, The cioim wil be pakd,

* T Prograns — Comsult OASE. IF OASIS shows that fhe vehicle s sigioie
and i f B within tha opplcabla wananiy for tha involved poit, the ciaim
will be poid.




RECALL/R" Prograom

= Afwr compiation, the vehicis b ramoved irom OASES (one rapoir anly).

-.M- napaic, T Custamna TeCaivis the ahice part waronty of the
ramcinder of tha opplcolls iactory wehicls wixronty.

= Raloind domnogs coused by i concan oon be ool under fhe
Sanrma of ¥va progporn, Saa the Woranty and Poley Monuol, Section 4.

=3"-Type ONP
» After complelion, the vehics i removad from OASTS (one repals oni).

+» Repair con ba performad s long o programn axlsle. providing vehicia i
wilhin: cny program misage Inmitations.

= Afinr the mpolr s perumed); the cushomed mcbives o Baivics port
wamonly and remcincer of fockay vishicle wasanty.

“W-Type ONP

» Repalr only i conciion sxls (i cniy ¥ broken ™). Regalfreoiocemnest
con kake ploce offer o Dealer ngpection has confimed editence of
concem applcabie o The ONP.

.mmmmmmmmmmwm'
aphes

« Rapak con be parformed o long ai progiom sedah. pioviding vehicle B
wihin progrom Sime ond milsage Imiiolion.

-mmmhmhﬂmmﬂmm
wostently, renolnder of fochory vebicle woranty or maindaer of ONP
COMIODS. i

ERE2-025 Z714




ﬁoiundu

+ ¥ siotec In Decler bulstin anzt ¥ a vehicle & sigiia for on appiicable
progrom cand I the cuslomer poid for prioe raicied rapiolrs. The customer
mmmmmm.hmmmmm
Worranly and Polloy Monuol, Sections 4 and &

» Cusiomar cioac not need to curanity own the vehicis to be aligicie
amiund,

« Custornan ane slgibie for both o relund of a peice sepoir ond ha
RYOCICIT Ml

Ene2-225 2718




Low-Volume Reccll or Owner Nolification Progrom
» T ancure fhert pasy are ovaleble when a low-volume meal or progam
kb concucted., cusiommes are Indructed fo coll a fol-free numiver to have
ports serd o ihe Dedler of cholce,

«+ Ducier s nofiled fhvough @ MORS confact that a port b being shipper
and pervics should be s:hecuied, {Crnar ond YIN ore idenfiled In the
Dadlar notication.) '

= Recals and progrome having opprcidmaiely 5,000 vehicles of lea are
genarly included in this procedurs.

Lincoln Commiiment 1o Special Customer Handling
7o caroin recals and ONPS that affect Lincoln-twond vehices, oddiional

ompaensation ks provided to aliow Dealen to provicde pesonalized
cusiamer service (rch ox plcie-up/ceiivery, wosh/vocuum, efc.x

‘s RecONONP Decler bullefins wll ndicats I Spacicl Custormer Honcling b
. ouhorked,

= Spiticl Cuioms Hohding b not onnounced in the cusiomar kettar.

« Whan authorized, Speciad Customes Honeling oppiies only 10 vehiciey
that have been delvemd 1o custorme.

» if Special Customar Honding s cutherzad, cloming Insnuctions wil be
ctiached o the RecolifONF Daoler bullatin,




What Are Wananly Conceimas?
The folawing wamanty concarms may mcuie the involvarmant of your
decienhi's Ports and Sendcs Depariment:

= Branciad fitie concems
= ThHe comclion:
= Warranly sont dale concems

= Dolayed woponty stort dates

Raniiats your Sarvice Dapariment with thess inuss fo sneuss o amooth

WARRBANTY CANCHLATION

» Tha Company wil cancet The new vehicle waranty In el orin fiobal
(out ot thie emissions: confrol systeny wasonties, Emission/Sciety Recolly
of "R" Programa) on domaged new vehicles thak cormot be repaied
randd s0id o new units.

» The Comparny will also concal the new vehicls waronty in poet o In 1okl
on vahicies damaged bacause of an occident or @ nohural discater.

» OASE will indiicate thot part o all of the wamanty coveraga which hoe
besn concelied (e.g.. “Al Warranties Canceled EXCERT Emisiors, Regian

Recues™).

= Contact your Dealer Cpengtiona Managar or FCSD Customnar Ssrice
Mariager for mces information.

BRANDED TILE CONCERNS

= The Company will cancsl ih wamanty on wmmmum
mporied 01 fololed. wercpped o salvaged {TES) or i odomeler ret
showing actudl mieaga.

ERb2-829 2717




What Are Wantanly Concems?

(T ontinued)

» Vshicies that hava baen seversly damaged, com and Ight fucky that
hewve oclametan with moss than 100,000 miks or odomehes nat hove
Deen oitarsd are Nalgiie for FOMd Waronly Covange (aoent
Ernission/Scriely Recclls. R" Progroms and cerhain Ownar Notfication
Progroms).

= Tha Compony WILL NOT PAY WARSANTY CLARES on thaca vehicles for
basic, powariroin, major componanis of thaet metol (carosion) repain.

= Thase vehicies oo ase inefighble for ESP conboct sakes and some Owner
Naiification Programs. Vehicies that are branded T3 {exceacs
mechanica imiis) or 74 (no aclud milkage) may be sigibie for on
Dwner Netificaiion if e program doss nat have o misage Imiialion.
Review oppicable Owner Notificalian Program Decler buletin for
spaciic nies.

» Barcumg of vioie ond federol amisions kaws ond In tha inkerast of
promading safsty, Ford Maotor Company wil poy cioims for opgeoprdate
emizsions worronty rapairs o wel @ EmissionSafaly Recols ond "R
Progroms.

TILE CORRECTIONS
= Tiies ore branded by the Staka Depariment of Motor Vishickes ona
reporied to Ford by B L. Polc

» Tha comections must ba mode fiwough ihe yicia. Tha comeched titie
shouid than be forworded fo Ford using tha Vehicle Wamanty Stalus
Chonge Recusst Form of the and of this secion. (See tha Warmarty and
Pailcy Monuot, Saction ¢ — Forms,)

+ A copry of i comected e oned an spianation of e erar douid B
Inclucied In the comxlion mauedt.




wWhot Are Wesronty Concems?

Continued)

Mcking it Hoppen

WARRANTY START DATE CCOMCERME
» Vishicls sies raporting i the reporsbBly of e seling Dedled trough
ths Vighicle Salet Divsion.

« {1 QASR shows ho wamonly tiort dote, contoct the Regional Sales Office
fo ot originol scle dote of tha vehicle,

-mmmmmuhmmaﬁmm
ariginol ke of on picer vehiicle (bevond #ves model yeors) connot be
mmmmmﬁunwmm

» Submil a copy of the Reloll Delvery Form o

Action Dala e

2577 Groonfiaid Rood
Sulte 525

Souritdieicl, M 20075

-cﬂmwmﬂmmmdmm
{Sae Waranly ond follcy Manual, Section ¥ — Fomma)

DELAYED WARRANTY START DATES

Nhon thame B 0 Mdmhmwm.hm
yiort ciote con be conidarad the dole on which the vahicle i ociuoly
piocad irda senvice.

o repart this date. compiele the FCH00 Famm.

Sae e Wexranty ansd Poldy Monual, Secions A ondl &

ERD2-2325 2118




Commonly Asked Quastions
| Q- Whot cre the Sigbillly raquinaimands for negolr Lindist o e}
A. Tha gy reciinimint o on Ralirey:
» VINspaciic pragram
» No supholfon doies
» Variia through CUASE, ¥ cry quastions, coll 800-325-5621
» Cuslomer letier nt raquid for recoll fo be performedt
L. Whot cre e sl racuirments for soak undar an ONP?

A- Tha sipbilly mcurenants ans o follouws

» Cutornar leiter cordoins ipeciic prageam imitatiors (con be
timw, rmileage of bolt),

v Avalakle on OASS ¥ siohec on the Decier letter and ako by
cordociing B00-325-8621.

Q. Doss o custormar hava 1o own: the vehicle uncler RecallfONP o
raceive o rafund for raloded mpesn ?

A.. No. Howeves, rafer ¥o e Recol/ONP Decler Dulletin for speciic
refund details,




What Are Extended Sarvice Plans (ESP)?
Foxdd, Madcury and Lincaln Suslomet can halp piolect ihall invasiment and
add peace of mind Deyond e wortardy perod by parchosing o Ford
Ediarciadt Sardice Pan (B peoduct.

Ford 2P ks o oy xtendad sanvics plan backed by Ford Mafor
Componny fhough mon thon 5200 dealen in the LS. and Canoda,

D¢ FORD IXTENDED SERVICE PLANS FOR NEW VEHICLES
ESP PowartieinCARE

Ford ESP PowerrainCARE b he iat lovel of projection, covering 29 power-
fmih componants I 1% anging, Tronemilicn/iranecade. and frond ond nacr
axde. This covenape inchudes a sondord 450-parrepoir-vish custornes
deducibla. (Ofher deductibie options ore oo avalloble.) Ave-doy rertal
cor eimburement (except Hawail) for up fo $28/day (435 for Lincoin and
fowing (up 1o 850 applies when In connection with @ covad repa.
Complimanicay Roodside Aslthance and Emergancy Trovel Exponsg
Rmmbunement b aobo included. Covieoge i fromfinabie.

E3P BawaCARE

Ford ESP BomeCARE I the relod shep ups Iy covarogs Bom EBP
PorastisainiCARE, offsdng a brocder range: of componant protection.
Coving B4 components, By ket fof high-mieags, budOst-conscicus
customen who wor basie yel Shomugh wamnly cavncpe. This covamige
rciucies o storoiand $50-per-napali-viit cudomas deductbia, (Ofmes
dacuctibia oplicrs ore oo owallable. ) Rve-day rental cor ekmbunament
(mecap! Howall]) for up o $28/doy for Ford and Mescuny (535 for Lincoir)
e tewing fupn 40 350 applies wihan in connaction with covend mgoim,
Complmeniary Roachids Axisiancs ond Erneigency Thaval Bxperee
mmnmm.m:ym




ESP EOraCARE

Fort E3P BdraCARE cifen mojor camponent coveroge for up to 118 com-
ponents. This coveape inclucies o shandond S50-peesapalevish customes
doductibie. (Oher daduciible oplions o also avallahla.) Ave-day nantal
cxr reimburzernent (axcept Howal) for up o $287day ($35 ior Lincoin) and
towing (up o 530 am sc Included when in connection with a coversd
repok. Comgmenicry Roodide Astlsanca and Emengency Trevel Expanse
Relmburemant b alss Included. Coverage b ironsleroble.

ESP PramiumCARE
MWWMWHHM%W!M%
&0 Components with Just o few exceptions (ses the E5P Opercling Guide),
Ot bty — mich o fowing (up jo $500 and reral cor rebricuement
Cesecept Howoll) for $287day (335 for Lincoin for g to five tayy — are includ-
ac when in Conneciion with 0 cowensd repak. Compiirnentcry Roackice
AsfionGe arvd Emengency ravel Epanss Relmibursament i cis ncluded.
£>overape i franeferabie.

_E5P Quelity Cor's Mairenonos Proleclion Fian

Ford E3P Qually Com Maintenance Prodection Pan coves scheduled

maltenance as cutined In tha vahicla Cwner Glulde and six selactect

woor Banne. These b no aaduciiyie ond o wo-cay 525 Ssk-cloy (335 for

Lincain) rentck option i avaliable. Covenage ks rorsfercize. Sevane-cluty
sarvice b covesad by the Optioncl Scheduled Mokrenonce plan,

. SAP RendoiCARE

Fore! ESP RentaiCARE (not cvoliabie In Hawal i @ stand-clons pion for Foxd
ond Mencury cusiomen. The plon peovide: fhese dovs of nectall relmbsgs-
mant for up ko $28/day. Rarlal covergs b cvaliable for covansd wamanty
ropoks whaen e coversd wehicle i ciopned off 2k e e hald
ovamight. Thane k no deduciibis ond nemaining covenaos i imrulenbia.

LAED VEHICLE PLANG

Several Ford FSP covesagen oo avaloble for used winicies: for eoemmpie, Ford
ESP PowerisinCARE, Ford ESP BoseCARE, Ford ESP ExtraCARE ond Royal
Sninid Pra-Orwriesd Vehicle Profeciion Fion are cvaliclzie, These plora rmust
e obkiined of ifwe HiMe the wed vehicls b purchamd,




INELIGIBLE VEHICIES
The following vehicies are not elgible for New orUsed Ford Bdendad
Sarvice Plornds:

s Tooly

» Lhptyfitiejeomimter

« EMNanQncy vahicies

= Tow tucia

w Mustong Cobm™ or Solsen Modified

« Savaged, tohaled or biondad vehicha

» Bactric vehicias

# Usad RCL vahiciow

= Yehicies aquippad with mowpiows fused plors and ssleched new plons)
URITED ELIGIBAITY

The icicwing vehiciss ars sligbile for PoweringiniARE ond/or BaeCARE
with o 350 deduciible only:

» meomplele vehiclks with the fint three VN postions of: 1FC, 1/, 2FC,
2FD, SFC, D ondd SFE

« E-fF-450, F-580, F-H80 and F-150 vehlches

Comgigle pighilty requirementy are noted in the B3P Oparaling Sulde,
“rognom Monuck ond Price Lisk Manual,

Gusstions: ESP Hotline 800-521-4144

ER2-828 2TZ3
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What Is Used Vehicle Cerilfication?

Todoy's cullomedt ons demanding & "New oo puschoss ond Ownenhip
wpedence sven whan thay puchass o wac vehicls, Custormedns con
puchase wied Ford. Lincoin ond Mercury vehicies that ore corilied o

praviche the idnd of qually customen are loldng for. -

FROGRAM NAMES

The nomes of e programs for T Thiee Divisions are:
« Ford Qually Cavtilec! Pre-O'wned Vishicls Program
» Lincoin Assured Used Yehicls Progrom

» Maowy Qualty Carified Usedd Vehice Progrom

EUGIBLE VEHICLES
» Ford, Ungaln or Mancury cans ond ight frucks
« Most recent four mode] yeos
s Lo fhon S0.000 et
* i500d condifion:
- Noframe damage
= No uninown milsape
= No brandod fiisa
— No body mocieation
» Musd pan Buclly Ceriffed 100-point vebicle inspecion

INELGHBLE VEHICLES

Inoligitie vehicles include thoee used by police, fods. Iveryfihuttie]
commuter, ombulances, fow inxcks, Muthong Cotra R, bronded vehicled,
vehicies Inchuding body codes £27, £29. E30, E3Y, ES7. E39, 640, E47, F7,
P38, F7, F3Y. A2, vehicles over 1100040, GVW and Reacoured Vehicies
(RAVY). Altemaiive fust vehicias dedicated o compesssad naiural gos
o exchuded from The Red Coper Leass {(RCL) Progeam,




What Is Used Vehicle Cerificalion?
Continuedy -

CERTIRCATION PROCEAS
There cre eighl skt Ko catificalion:

1. Vahicha k Evolucied

2. 100-Poirt Cerfiicalion inspecion
3, Decition fo Cedfty

4 Jehicls k Reconcificnad

5. i Vehicle nepechion/Pvep

6. Vericle Scie

7. Vahicle Dabvty

[N mfhl‘s\ﬁl

Custome s get peoce of mind and secully provided by The following
fochres:

« A minkmumn. [ 2-monih12.000-mis kmited womenty coverage from Ford
« Rooaddds Asilonss

« Three-doy/300-mie monay-ack guarantes kom Dedler
« Ford-roined dedienhip tanvice suppor

DEALER BRENEFITE

The Usad Vehicis Cartification programe offer Daclens an cppardunily to
Bl cusiomer relahonships for e, not just Increcss sakes figures,
Cusdornens will be mors comforiabie with the idea of buying o wused cor
o ight truck if IVs certifed. By being 0 Certiied Declemhip. you can offer
ougtormes a higher level of quclty and bty oo wall a3 conlidencs In
their buying deciion.




Why Training?
Troining & modt affactive whan It meeit a racagnized niesd, 2uch ot hslping
3 YIROQET IMpiove scoiahiss S5k o pheporing o Eemplkoved for
Taragement poalion. A raning plon, locused on ipactic indhvicual
resicl, eyt ihet B invesimedt of Heoe ond money will pay off.- On he
othar hand, enmiing patpls In courses without a plon may producs s
of no change ¥ tha ioining & noppropicks, Doemalurs of the individonl s
unmecaptive.

Beneilis of ¢ Do;:lonl'l_lp-wldﬂtm Pan
+ Resacrch showa fhat cecieahios with an stfective froining pkin In pioce
for ik scrployess have o gher evel of ampkoyes retention,

+ Rewarch cho Indicates o cleor Ink belween smployese reiasniion and
smpioyee witfaciion ond high lvels of customer solisfoction.

» An effacive neads-bose Faining program b o pood vesinment. A

" sepioyess conlinue I improve job parformoncs Hrough need-biosd
aining, thay bacome bather able to solisly 1w cushomes, creating
grwater xiws/service kyoity.

= By developing Q centroized, yedity pian Ihat encompcss fraining for
cll employess, declamhips can;
- Plan ernplcyes fime away from the jeb
= Bucige? for fraining
- Access the spacilc rolning hey nied of the fime they need I

=~ Send & “conlinucs nprovement™ Mesage 1o empicyes-—
carnorsireiing that fraining b o port of the woy they do busines

- Bimingte maundant or unnecasary eaining Svens
- Bacoma prooctive redher ihan mactive b el inoining affor




Make Tranivg a Commitment In Your Declership
Mcaldrg o fralning cormmiieent means snaing thol fralning & on inksgral
part of your declership’s business siralegy. An effecive, wel-houghl-out
aining pian wil help you Improve cusforner honding In ol arec of your
decdership,

To identily fraining neec, think in lerma of the inowlecige and sdis ractires
o perform sach kb nccaishily. Knowledge b “what” you ingw, whie
sidis cee “how-ice.” 3 o offher “hord” (based on ipeciic jubject
mother) or soft” (often refemed fo as “pacpis i), Mot jobt rackirs o
combinttion of o Tes,

Following are some iypicdl declaship sxamples n sach calegonn




Maoka Training a Commitment In Your Declership
Cordined) ﬂ




The 3-Slep Process

This 3-5teg: Process provides o systemalic approach fo dealenhip fraining.

3-Step MroCom

Blap 1: Undemland

Sap X AN

Swp ¥ Act

Training Man Developmant
idenilying the Trcining Nesds

» Datennine the dedeship and deparimenial
fraining needs and pricdies.

» Dademning Inchvidudl smpicyed Faining
Fracls, )

Buliding lhe Training Man

« Devwatop action pions.

» Ressarch fraining options.

» Confi declenhip raining colendars.
Mnplementing and Monlicdeg ihe Tining Mon
« implemant cecianhip inaining calencios.

+ Monitor froining Calencan.




How o Davelop o Training Plon Using the 3-Step Process
Crecting on sffective haning plan moy includs ihe folowing:

» Apdgrment of depariment monoger eporaible lor daveloping a plon
for all employee: based on:

= Eoch amployes’s praviows toining.

- An cuesment of soch emploves's prasent abiities, sidis and
improvanent opporunities

= Divoumicn with sach employes of Improvement
opporhnliss and buy-in on oitending oppropsicte
fraining counes.
umummm

v Savendl took gre praviced 10 omist depariment manages In develaping
#alring plans:

- hmwmmmm
Panner provides 0 recommanded cumiculum path for sach job

posttion,
= STARS provicles an smployes raining history,
i ~ STARS Puhingr Soheckiy syities the plonning and scheduling of
-ttt | fnakning for of declenhip employess.
e troining
o il Tl Ml
of no=shows.




How 1o Develcp ¢ Tralning Plon Using the 3-Step Procesa

{Continued)

= Decier/Ganeml Manoger mview of sach depariment menaga’s
kraining pian 1o anare That kolning plant have been discussd
wifth each employes. '

IMPLEMENTING AND MONTORNG THE TRANING: PLAN
a Chechdt kor Toining nplemandolion:

- Ressarch fraining oplion,

- Evaluae irahning cpliors.

— Salact appropdale Wining options o mest Kaining nesds and
priories.

= Work thiough dechaship Shoces ho g rining coLmgs
opprovad. .

- $chachia froning coumes.

= [l purchale onded of paymant fos eaining oourseL.

= Cordim Wairing destes with manogament team ahd smploviees,
- Envol/teghier employees n raning coune.

- Notty smployses with Troining Notfication Mermo,

= Moks iravel ond lodging arrangerments i necesary,

- Erwure that any malsdols for preporalion of prewok one
clytriouted,

= hake wre omeans hot bean named ta cover the job diuties of
the emrcled smpicyes.

-mmmmmmmw
maks crvaioble )0 opovooriote smployees,




How fo Pian Using the 3 Process
Develop o Training g ~Step Proc

» Enyure that irining ki being canted out an plonned. ond posi-iraining
cixcussion and svaluation toke place.

» Schedule posiining dscumion with empioyses.
» Schecuis postimaining svoluolion of smpioyes peoMaNGe.

Making it Happsen
Placss refas to your Daciaang: Aon-Facivied’ aluhg Plannarfor tha

folowing:

+ Racommendad fralning by postion

« Annua Trcining Plannas Wodahest for sach smployes

= How 1o enmllin Dounel

1 Descriptions of ol FORDEAR, Saminar ond Sait-Slucly fraining counses
» Courss fees (F opplicable)




Commonly Asked Questions

Q.wwummmmmw
A- Ford Tolning Somces
Ford Education and Tralning J000-458-1993)



What s Cartification?
Sedilicotion ks o taining and tesling progrom desdigned o improve inowk
wcige of Ford Molor Campany produch, promote cushamer sailsfaction
ond Impeove the overall productivity of declenhip personnel o wel on the
proftcbilly of ol Ford and Lincoln Mescury decleahipt.

mmmwmmwmhm
cmiorniw salfaciion:

1. Praduct incwiedge
2. Customer honding s
3 Opwralions knowledge
4. Technical imowisdge

. :ﬁhﬁnlnpﬂhhmmﬁmmm
Sompany Incentive ond Recogniion Progeorma, incduding declership
woogniion President’s Award,




b

et

What Is Cerfificafion?
{Continuad)

ELIGHALE PERSONNEL
I 199%. tha lolowing personnel ore slighle for Cedileation:
s Barvice Adviscrs

» Seivice Monogas

o Awisiond Sorvice Monagen

« Pors Cauntepencn: — Retal

» Poriy Counderpanors — Shap

» Porls Counharpenons — Wholscie

» Parks Monoges

» Assithant Poxts Moncgshn

_.mmw
» Bocly Shop Monogens

REQUIREMENTS FOR CERTIFICATION

To become cariflad Tor 1999, of particlpan's rusk:

» Enroll no kater than Septembar 30, 1999,

+ Take hwe Cartifcction-elgible FORDETAR coursss rekating fo thelr primary
position codle. |

= Achiave gi leqyt the minimum paxing e on thoss counes’ posdiests,
(Possing scores wil vory by counse.)

+ Mt compiste and scone of koot %0 parcent on oNe BNEmL

= Sarvice Manogans must entun that 78 percent of ol Seevics Advison
smpioyed by the decleship pelor 0 Jonuary 1, 1999, ome certiied In the
1999 Carlificedion Process.

= Porls Monogen must ansuve that TS percent of off Porh Countarpamons
oifpioyed by e dedlenhip prcr fo Janucry 1, 1. are cadified i the
1969 Cartilicolion Procose.




What is Cerificaticn?
(Confinuad)

THE CERTIRCATION PROCERS
+ Poriedpexts cxe entoled automaticolly under ihelr plmory position. code
3 regiviared n SIARS

= Enoma o sent ouk o schacuied: participonts havae 80 dayy o complate
and fax Ihair onswer sheets 10 the Cermication Canter.

= B nits one ratumad o paxicipanis in e Jom of o faed eport
comd within one business day iom T Bne they o recaivad ot tha
Caffcation Ceret,

= A bivwaaldy shoius report i sent to ol dealerships via CIDMBAL

* DDIMONAL INFORMATION
hecitional Informalion may be oblained frone:

» The 1999 Cadification Process Guide (decienhips mcaiva stverl coples
of thi publcation

« Tha Carfification Canier Help Ling: BOR-548-3212




Questions and Answers

@Y. 1 thave o parporticipent eharge for snvollng ermpioyess in
Cortification?

A, o. Caritcotion anvoiment coe are now pert of your decleniip’s
FORDSTAR Volus Package. A decienhip wil hove of siplis
smpioyeos srwolled In e Carificotion Proces, culomaicaly, whon
Thwy org regishenpd In STARS

Q. Mum“mmhunﬂnm
Program?

A. You. by delibenctely faking cnolher porficipant’s exomn of ¥ found
Cuilty of on A Plon viokation, :

_ . Qmmmwmwmmwmm

.- ' In the Cartifioation System? '

A- it tokes badween 7 ond 1 busings daye Icr your indamnetion o
cppecr In thw Corfification Systwn oncs It et Bewan Input inte STARS.

Q- ¥ a pariicipent hoa o question on the 199 Cerification Procoes.
whom should hafshe consll?

A Poricipont shouk fiat conmutt thet 1999 Cericalion Procass Gulde.
K unsucceasidl In Aincing the answer thee, participanis shoukd 196
Frelr Mencger i i chacienshio and ha/she wil contocs the
Coiication Canter Huip Lins fo cbian fhe ansive,




Whert Is Cuslomer Viewpoint? |
Cusiomes Viewpoird b o cuslomer feedback syshian. Cuglome: Viewpoing
= daligred o

* Provide Decien with & manaogement lock i improve Hwir cuslomers
salisioction with key saled o service procesies.

» Mecrae cusiomer salisioction. providing @ focus on ownas layally.

« Mecaxe performance on Detler-ic-Cusiomer Sales ond Service
Stondards now called Custorner Expeciaiions.

v Prowid sowy-to-intaduet urveya and s,
CANTOMER DXPECTATIONS
) cmmmmudmmmm

spoct kom Sheen. They rapresant the elements in ihe sk ork sendce
sroges el ore mosl impordor o cuskemas solisfoction ond icyody:

« Thay ore withan Bom e customers polrd of view.

« WSITICE B0Ch o3 “Seting within: two minutes™ have bean emaoved.,
bacoute fhey o nat aaply o of curtomens.

= Thay ame fiexible ancugh to opply fo of cusiames ul of 1he lime.

CLgtonsd Bxpadciationt provics the bosl for the ke and wenvice poces af
ol deckeships. The shx Soles and Arven Service Cusiamner Exgeciation ane
rnacaured by the wrvey and raporting process colled Customer Yiewpoint,

EUSTOMER EXPECTATIONS — Soles:
Teal me o o volusd cuslermas whan | amve & your decisrship.
» Promptly welcome me to your cecbeship,

» Taks ma JacowBly.
- » Give e the level of attention | desarve.




What Is Customer Viewpoini?

Confnuac

The salsaparson should selobish o eiclionship with e That s bull on
mepact fof e 08 a cuslonssr wilh Individunl needs.
» Bo profsmionol ong courteous.

» Be knowigdigeable obout your ceclenhip and prociucls o ey miake 1o
my reeed.

+ Dffar me a feei-ciive.
« Invite me fo buy wilhoud raldrg e feel presursd.
+ Ba horwst cnd dncens with me.

iake i sosy lor me 1o finclize fee fnance of oing amangements.
» Show concem for my inchvicual needs

v Prowviche e willh checr and thevough saplonations of conhactiscoe detclls,

« rvibe roe S0 Duy ofhae prociucis and sendices withoul maldng me lesd
prassured,

+ By hornegt and gncars wits ma.
Deliver mry Dew vebicle of e peormisect ims, in periuct candition.

.« Daliver my vehicle ot the prombed time.

+ Wicke Kxra e vehicls il clean Jelds ond out.
w Mo e ervesryihing B IR wrking onder
= Dwriver i with a full fank of fual

= Thoroughly sxpiain my vshicle’s feckras and aparoting corrmls,

+ Thomughly sapicin oy vebicl's wormanty and meindenance schadue,

» ioke e | unchemiond how ta Qe my vehicles srviced of ha
dedlerihip, and ininoduce me o the Sanvice Departmaert.



What Is Customer Viewpoint?
(Corinued)

Call ma within o mosonabis omourd of ime allar ee lacen delivery to
arviare ol I'm compleinly sollsfiad.
» Col me In o masonable crmount of fimae.

+ Ba halphd fo me.

Be responsive o quastions o concams | laing ko your alieniion.
s Ansoer my quastions or resolve my concems the fint time [ conlact you
about tham.

+ Provide me with clear ond heipiul advice,
a { olow through on romises you: moke 1o help me.
mm—m

H:iulmﬂhh-umrmmdmm
v Wake I scey o schackie my mervice appolniments,

= Al ma 1o gat on appointrent on g day ond Ame thot k convanfant
154 v,

Tha Smivice Advisor should demonsirale @ genuine conzem for my
vice neade.

» Prompily acinowiedge me whan | anive at the dealeahip and bagin my
savvice withe-up within o matonoible amount of fime.

+ Demonsirate that you undextond my SEndce N
= Provicls ma an occunshe ssiimale of when serdes will ba cormplated.

« B honest ond dncans wilh M.

Fix B right S flest Bima,




whot Is Customer Viewpoint?

ComtinbedD)

Compiels ssvicing miy vebiche it o imely ond prodessionol mana,
» Sarvice my vehicle In a recsonable amount of time.

« NGy e of Oy SCnQes In The sarvice naeds or ackaiionas
malriesnonce reguiements.

;m“ﬂwmthmﬂhm.
-mwmmmm )

+ Abow me ho pick up my vehicls of o e that s convenient to me.
. mwuhbhdmmm

Provica me wih o clecy ond therough explonotion of The srvice
parformed, .

« Provica ma with on spianaiion of of amics peromnad ord ony
" cherget

a Advise me of kiiure mainfancnce neads my vehicla may maquire.

Call e within @ rectanoble amount of ime aiter iey Saivics Yl 10 snurs

ol P'm complealy collalind.
« Call ma I a necaonabie amound of time.

= B helphal to me.

Ba mepontive to quetiions or concemt | bring ko your Offsnlion.
» Andwad My cuestions or reacka ny concains tha it fims [ contoct you
aboUT i

+ Provide me with clear ond habiul covice.

= Follow threugh on any pramiss you moke 42 help me.

The Custorner Expecialions cecdy poind the way to wihene improvemant &
nestied In decleship trocames, wilhout *nit-picidng tha metrics.”

EMR2-823 2741




what I3 Custiomer Viewpoint?
(Contirmas

CUSTOMER VIEWPOINT ~ A Daclarship Moncogement ool

Zusiomer Viewpolnt provides o Fost and Linesin Manciry Daclen with on
importont and sftective dectsrhip manogement lool by improving the
Wy wee Beken 10 1he voice of e Cusiomen PQONENg Tk Kiies, senvice
and ownanhip sspelencs.

Cutiomer Viewpaint, combined with 1he Cusoimes Exxeckilons,eips
dacientifs ta o balter Job of Lndenteriding tnd iying thal cutiomen
and wil help tham mach the ulimate objeciive: Increcaed awner oyolly.,

o+ Sales surveys ane send i new vehlcls purehotes, laooss and snall
Lt CufoNvad

+ Sarvica wrveys are sant o ol cusfornan who have waranty work dors.
.One sarvice urvey wil be sant par vehicle within o 12-month period.

+ Orwnanthipy Bxpoarienc ik svveyl tra sent io off owngts at 21 monfia
A sacond rarvdom twivey will ba ek dving yeor 3, 4, 5 of § of It

cwnarthip eycla.
Objectives for Survey Design: |
1. Provie & clognostic ool Sor Dlocess IMprovenant
2. MoowFe parkemance on Clsiomer Eqecialion
3. Provide data on owner foyally ond customarn defeciion
4. Focus on Information #hot i actioncbie to the Dealees
5. Gat customes feecback Moughoul the awnenhip cycie (up 1o i yeon)




What Is Customer Viewpolnt?

{Continuad)

Objactives for Beporiing Design:
1. Provicle dingnodic informalion on doalonhips” procal parimonces

2. Romova complicoted indices

3. Kasp mpoit impls

2. Moks reports viualy cppecing

6. Ditplay res grophicady -
Cuslomer Viewpoint Includes:

» Thims rasy typas: Scles. Senvice and Owneship Byeedence

« Declerships’ feacback on thekr perfomnancs against Cusones
Epaciations (Sndarc) and infendied loyialy twilingnest ho scammont

» Repori of ndvidudl declashis pericmaoncs and provided compondtive
g Inforrnation




Baneiiis of Customisr Viewpoint

0.

11.

12

- - tornar Viewpaink provices many new banefh 1o suppon dedlenhip
smcow impovament, Here s a lummary of thete banedls.

Dealer-Actionable Gueslions

Aa of Oppsernlly
No Complicaiea Incic s (8.0, @CP. C5)

No Declenhip Ronknge

Al questions Included on it aneeys provide
Oclionoble feedback fo Decles.

Daclen can slect axddiiong umstions fo Include
on the surveys that po 1o thakr cushomes fo pat
rmoh detalied fesdixach on weciic siomaents of
Curlomner Expecholions.

Infarnalion on ¥ cusiomen are going sewhare for
ik scles. o service business and wiw.

idaniifes cutornad’ fop receons for shopping. and
uitimately buying. of the dealarshin,

ideniifies curtfoman who have on unreiohad
concem with the daclanhip.

Owneathip B erance Survyn wil be sent o
customan for L o s yeon of cwneship.

identifes curhoman wio intend o mpurchoms &
vahichs within the next 12 months.

Coplas of of commants received from cushoman on
nedurmied surveys - sored by incivickal Solssomeon
or Sarvice Acvior

Lish ol cuslomen who inclieote thay Bade on
urrsschved concem with the declerhip — aored by
ool Soiesperson or Service Aovikor

icdanitfies alernanis of scalkes and sarvice sagechalions
thaat ome tarpals for procass Impiovement.

Numben wil not be combined and averaged o
Chadrie an ol On Ceclership sports.

Daciars wil not be ranked againg oiher Dacles.




Commonly Asked Griestions
| Q- Horw cicas 1ha custom quarhion block weork?

A\, Dacler have the feubilly to cusiamize fhe suvieys that cxe sent To
their cusiomers. On bolh the soles and mevice saveys, there B spoce
0 lngert a cuslom block of three quastions.

Dedlers ore cbie fo salect om o menu of question blocio oliowing
- themn fo get very speciic dognostic leediback on o variety of

pecils arecs of ihe ol piocai and the J8VIGe proced, it widl o

oihar creos of genenol iremet such a locllly or morketing sfforks,

Deciers con selact their own custom quesion through biacks though
the BAC of anyfima ond wil ba abie o aodate In diferant biocks
very s morihs, '

Q. Do deolerships recelv auvirys bock?

A. Allrough survey iImages aren’t reumed,. Customar Viewpoint difl
provicies dechabios with indivicual c-stomers feedback:

— Alvarbalim comminds are idumad, ideriifled by o
Satepanon ol Sarvice Adviso:z

— Ao, the Unmsicived Contairt Rapor proviokes the rames of
ol cudomerns who siitindicote that they hove o concen
with the declersbip.

Declers hove oo ussd the retuinad Euvey! of & mehod for
checking the oocumcy of ek mpoits. Siols-of-ihe-ot dato caphue
technology i used o ensure the highas! Ipvels of aouracy are |
aehioved. Thersfore, deaisithipn don't need fo spend the rescurces
%o double-chack thal mpaory.

ERO2-B28 2743




Commonly Asked Quesfions
{Corfinue}

Q- How will ecall cusfoman' suvey feecback Impoct my declaoghio’s
pariomance’?

A, The mrvarying ot recoll cusiomen is of pRmary Inderast fo Ford Mator
Company 1o iind out how a mcal Impacis cutiome: ifidocion
Himvaver, Custamar Viewpaint doas nolt aumently sirvey a cusiomss

Q). How ors componaiive Decler groupings ericblhed?

A. Thay Includa Daolas who aie similer In baand, acies volume: and
geogrophic locollon.

&L, 0 the survys have quaslions concesming whicie quaty?

A. You. The curesiion includs overol vahicls cually bies. Howaver,
since he puiposs of the siveyt i fo povide g Todl K declarship
procan improvernent, they focus pdmanily on decienhip lssues. Ford
Mator Cormpay Bos otfes suveya that koous exciusively, ond In
dapth. on spechic vehiche fectunss and qually B,

Q.Huihﬂmhnhmmwmww

AL, O ovarage, maveys cre reiumed 45 i 0 doya after they v
malied. This tokee Ik aceount moll ime ond the amount of ime
thet o customer haick onto the suvey prar ko refuming it. Tha
Fporing time forme b based on e Sma I oket bn order to gat
encugh xrvey miumi 1o moke the data meaninglul.




Commonly Askec Questions
{Continued)
Q- How dices the Custorner Yiewpoint procee te In with other Fonat
Motor Company inliciives?

AL 28 inlioees thet e In with the Cusiomer Viswpont fovia of proces
ingrovemant and owner loyalty aom aligned. Thia Includes: Reid
Contulling Appnoach (FKoA) ond Excellenca In Leadeahip (XLAY.

- @Y. How dowe Cuslomar Viewpoint fie In wit Focol Painl? -

A. Appropricka cuslomar daka that coe recaived fwough the wney
piccem ary fed inkg the Focol Poink cualomer dariabooe.

Q.Hwnmmﬁmhmw

A.. A Customar Vieupoint goveming body, mads up of compary ond
Decler membe, has been sstabishecd o maintain he ntegrly of
the pshogrom. Ty moniar Compery, Diviionct dnd feglonal
Iniaiivasr o ancung Cusiomis Viswnolnd's focie B oh proces
Improvemant ond awner kycly.

Q.'anmlmhund:lhlﬂﬂmrﬂihn‘r

A- Contact the BAC of BO0-543-3212

EMa2-823 2741
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What Is Quality Code Maintanonce?

wucity Cove Maintenance (QCM) i+ a relafionship markeding tool. it s
designad o aenbish schaduiad malinisnoncs hobits In your cutkomen
and keep ihem méuming fo your declenhip for poty, service and vehicle
sclad. This b parficularly Importont as incracsing wehicle quallty ond
improved repalr procestsl lecd jo o decing in wamanly profits for Ford
and Linaoin Mancury dooleniips.

QCM how fowr components

1. Vehicle Delvecy

2. Service Offering

3 Sendce Seling

& Customer Reminder Progiom

DEM COMPOMENT 1: VEHICLE DELIVIRY
SCM storls with Naw ond Ued Yehicle Dellvery. There cre two things thot

mual happen:
1. The Impcriance of schachied maintenance musk be explaned.
2. Tha 13t schechaed maintenonce must be mads.

Resecach shova that ¥ the: 13% oppointment i not sat at delivery, them b
anly a 5 percant chonce of the custore tuming for schaduled malivhy-
nanca vamus S0 parcent ¥ Hhe oppainiment iy gt of delhmy.

Thare arw four fook thet Scles Cansultonts should 16 In the Delvery Proces
{o get the messoge o it cusiomer and Sldw ihe rocas 15 Ba maaswed:

* Haw and Ssecd Vebicly Deltvery Chackdiri: Thasa lel the vital delvery
rape thot miet be Followsc.

v GO Sohaduled Baointenanes Guide: This & on sase-io-follow
mranary of MoNnaNcse RcRremank,
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wWhot Is Qualily Core Maintenance?
Candinued)
» Yaiue Boord: This viuclly summicaizes the four bauic “sevice bundies”
ot are comptibaly oriced Ly thi Sevice Depariment.

» Iot Appoinimesat Saltar: Picod on the vehicle's windshield of tme of
cialvery, this siicker hos the dealentipy’s nome and phane nurmbes oy
wal 0 et cals and mileoge of tha 131 sanice oppoinmanl, ond o

ploce for the Scleaooman’s o,
- M COMPONENT 2 SBWICE OFFEMNGS
The smance of 1he service olfering k two-fold:

I. Bundiing mointfanancs servicas to fif Ford recommeandations af cerain
mileoge infexvah

2. Pricing These bunclies compoftively
M Pricing Contee wil casis? Declen In trecling @ Pricing ond Redersnce
Giuiche for Tl savics BUncieL

QT COMPONENT 3: SERVICE SELLING
Tris Service Acviior nwads K Incomonate v Inngs Into fha exing
v - process

1. Sel neaded chackisd mantenance to ol customen:
2, St thes nwod cppoliniment

Service Advisor: need o view o iroining videa fitied “Uising @CM Tock.”
{part of M1, Tooks Incluche:

v Yalas Bogrd -
v Sohaduled Molnienoncs Sulde (described on poge QCM-T)

+ Naxt Appoininesat SHcker (orne o3 1al Appoinimasnd Sticker except it i
O d¥ierent color)

+ Sarvion Yolviolon Fongs — 3ondce Adviec el focton-provided
Schechde Maintenancs and Recond Bogkkel each {me scheduled
rrnuhfuuwipﬂmud
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What Is Guallly Coie Maintenance?
{Contiruse)

+ Impeciion Miper Bongler — Technicians use Ehis 1o ideniify additional
rcommencied swvice

+ Myieing ond Relsrenca Sulde — For Sarvice Advisor relarence, 2oveing
service bunciies ond priced. it datols mainenoncs procadined ond
recars Wity sach & imporord

- QCM COMPONENT 4 CUSTOMER REMINDER SYITEM
» Ford ha opproved several Cuslamer Renindar Syshem vendoa Hiot
can provide cusiomar reminders that reet @CM Standary (contoct
BO0-433-7 48 for o Met).

» The Cusicsner Remindes System doss hwo hinge:
« Wiwinge cuslomens back o the declenhip for the: next oppointrhent.
2, It decracess the chanGe of @ Gusiomer going sornewhess sha for service.

Trora ora fheee cLEiDeT ermincar Somamksaions

v A thankysu It For new ond usad vehicle punchosers

+ Batviod miinder lidiers — o0k ko orive opprosimately 14 days peéor to
scch ichadulsd mainenonce oue dote

» A missadvii! phone oall — contoacts to custamen that iled to come
In for scheduled maintenance

Benefits of Quallly Care Maintenance
» iImproved owner oyatyioadomer mtention; Increcosd mitafionships
= improved abllly to compste wih nondacleship tervics providen
s morecaed servica volurme onvd proits
I Gcion, service bunding and compatithe prcing offer these saecile
avantages:
* It heips customen undemiand whit ihey are patting, ond at what pdcs.
.m_dumhummmma&m
» Iwil cornbat iha Dedler’s Thigh price” Imags.
« Sanvica Ackvisors will 0nd I aceler to sell acheciuied maintendanca.




Phone Numbets

BOD-DBA5EN .. ..iviierarenaes SCM Progrom Heodoquarions:
BOOBTI487] . .ovevinriannin, QCM Program Hecdquartem Fax
8007012111 ., ..o vrrirrens . - Service Advior Bining Poattest
B00-260-2606 .. Dacler Pricing Conder

000N ..o eeaarrnennnnn Dwcier Pricing Center Fax
AOO-EESZB07 .o evarineerren s Helm. Inc:, ~ @CM Matericle Fulliment
BOD-AX%-7545 ....... e rreennm. Budcn - Custormer Remincder Syxhern




Ihe following i G recommended it of bools, from fve Ford
71.2000 Resource Center. on the sublechs of customer

sotisfioction ond monoging change.

Tde Awthor
Addictive Organization Schoef
Boidnidge Qxucilty Syaterm-HC Gonl'?a
Becoming a Mcanapger Hit
Brutal Boseas Homstein
Buitt Tor Lost Colins
Biminsm Procas irgrovamant Haminghon
t!:wmm.mmm Glitett
Lhanging the Game Whon
~hicken Soup for The Soul Canfiaid
Company Mannens Wyse
Continrucws Process mprovesment Robaon
Comonate Coach Milar
Comorate Culiure & Performance-HC Kotter
Creaiing the High Perfomancs Teom Buchhotz
Crisls & Renewak-HC st
Customer Comes Second Rosanbiewith
{.’;tlfununfnrllfﬂ Sewed
Nalivadng Knock Your Socka Off Sendce Andenon




Empowerment Takes Mors Than o Minute

Everyona's a Coach

FAD Surfing tha Boarcroom

Ffih Discipline

st Things Arst

Tight of the Butfalo

ffom Chaos to Caonfldence-HC
Gatling Post No

Goating Resultsl

Getiing to Yes

Goal (Thed

Golf # Not o Gome of Parfect-HC
Hiw, I'm tha Cusiomarl

How To Win Friends & Influence Paople
B It Aln't Broke - Breok it
Infusnce Wihout Authortly

in Secrch of Excellence

Infegrity Seling

it's Not My Department
Jumping the Curve
Kindis of Powar-HC

HUHIHT

e

ry

I

g

ogie

FRTERE
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Tide Author
Raving Fane-HC Blonchard
Real Tine Shategic Change-HC Jocobs
Repacking Your Bags Liscler

Sacred Cows Make the Bost Burgen-HC Kneiger

Sevan Hobifs of Highly Effsctive Paopie
Stop Seling. Start Porinaring

Sralght A’s Never Made Anwbody Rich
‘ustaining Knock Your Socks Off Sendce
foking Chorgs of Changs
Todng from 9 fo 5

Ther's Not What | Meant -

The Stutf Amercans Ate Made ofHC
Think & Grow Rich

Treiving on Chaos
Transforming the Way We Woi-HC
Tresa SUCCRss

Visionary Leader

Wisdom of Tearms

o Just Don't Unclemstand

You Wil Ba Sctsfied

Zeppl

LA HEIE




Miocalion — Thiy cmount repressnts the number of imbunalble doys
svolicbie o the decienhip jor soch semicnnyal period, Depanding on
anchise, dacieshie wil recsive a Ford/iMercury clocation ondior a

uincoin diccation.

NN, — Alter-Wommdy Acusirnent,
A~ Eighly Bapals — Repcis not covered by the yehicle wamandy,

- Sevic Porks wosrahty or any Ford B3P condnact, "
Peanded s Conceind — These vehich have besn mvenly domoged
slihar thiough a coliiony or natunal dsoster, hove odomaeben with e

than 100,000 miles, or cciomeien thet rave been aitered arxd ara insligble
for Ford wananly coverage {(axcept amistons ond service mecalk),

Congem Corlact — A customer concain thol rsauires oction by tha
C:3aleeship kor metiution whather of not the dealeship b awore of the
Lil ey N

Soncem Customnas — Someone who i diaalivied or ot ek of being
Snciisied wity the cvaral owrarshp epaiance.

Comumer Apploalion — Consumes must completa and submil this form,
which bxiefly deacies their complaint, olong with coples of mpalr cvden
npporfing the complaind,

Coraumas Clilins — Coses In which cusiomen claim breach of warranly,
IFnproper service or sales rmimapressniction.

Coume Envolmant Fosm — Used 1o ervcll dealeahic empiovess b indning
courted ond recuime ervolimant, coure anvd daclerthis Information.




Cuslanmr Ganjoct — Cantoct indiohed whan o curiomaer 2olis or wifes the
Caslorner Assitianca Canter.

Cusiomat Relations Manoger -— A dedicaled poiltion within ¥ decleahip
whose responabiiiies hchide:

» Esoblisting o rebust fronliine emscwenment proces

+ Establlshing dlenlenhip AWA (ricelines
TMMMMM

» Coondingling cushomaer reconioct within 48 hours offer sevice
Bervice Follow-up)

= MW&W@WW“MWH
Cusiomed Viewpaint vy response

s Focidng root cowe of concama

» Reviswing customesr honding metrics wih Ssnice Advisa ond
declership manogement

» Estabighing/enordinaling cusionar handiing recognition programs for
wrvice penonnl

Customn Ssrvice Reprsentalive 0C5R} — Owniad Relcionm Opsiokons
amplayss mepondtia for datermining the nature of o ousicmer contoct
2w erdaring B into the Maser Ouner Relolions IE (MORSE dolobeoe,

Daglssship Concam Rssolulion Frocess — identiies cusiomen for whom the
cusiome handling proces has falisd, or has o Mgh probobilty of follng,
ond cafines speciic procemel for mohving or oddressing iolures, and
pavanting ihadh iom haspening again




e

Glﬂﬂdﬂ

Ewaler Wigalior: Awlicnas Pogeom DEAM — Provides a joint cisferse fo
1~ g ceoier In coraumer wosrarty imues. Thavsby educing lega costs and
Mainidining good Compony/dealer mictions.

Dacleship Monliofng — Thi ues of AW mecauremerd repors by the FCSD
Cuttornad Service Manoger 1o anmule daol complionce wilth: ANA
procaduree.

Dacler Qualifionlion Ouideline — The minimum clled ceakes miis meet
o redoin ANA privilagen.

Ducles Bepor] — The report completad by o decleshic for o Dipute
Satemant Boord review.

Delaysd Wanonly borl Dates — When thete b ¢ delay due io special
oquipmant invkalalion. the waronty sart date ¢an be considensd the dale
11 'which the wahicla s octually ploced inta mrvice.

= scicainy — Thee proces of noftiving a subseguent punchossr ihat o
- ohiche wes reprurchanad by the Company. Fond Meater Company poficy
Qe ciciolurs of ALL RAVE to subasquant purchcen.

Dispirhe Salilement Boord — A volunkary, e, Independent dispute
srtitamant procom ovoliabie o twhes o lsmees of quollying Ford Motor
Compony vehicies Boarm reviews product o sevice perfomance
compiainty.

Eeciive Empowsmnanl — Moropad empioyes porficipartion wham
dﬁmmnmmmmmm
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Glossary

LR — Lincoin Mercury Car Rental Syalem.

Baster Oweer Relallone lysiem B (MOBKT — The compuler safem ued
oy the Foad CAC Jo recond caglomar cantncls,

Mol — Ay rapresaniolive from nawapopet roco, oF ielevision.

 Medio Fverd — Anything thal might cause the media fo report o story

obout Ford Molor Compenty lhat.rageasents a polenticd labity fo Ford
Mofor Company. )

On-iine Aysamolive Service infownalion Syslem (DASTS) — An efficient

fwctvologica] peocedas lov obioining vehicia-ssactfic and spmpsom-
paciic dola '

Opaning Cilledda — Customer recrmsi for axsidanc (Renics or financial)
o @ vehicle within § yeam/30,000 mites for mechaniial concam, or

& yocaw/ 40,000 miles for coxmedic concems. or the vahics b covered by
51y worronty. recll, ONP or Ford B8P contioct.

{ywnet Appreciation Carilicals — A catfioots provided to a Ford o
Jncoin Mercury curfomar oe goodwil inancial aslsianca ko Improve
cuomers sotisketion and owerer loyalty, Dwner Appreciafion Cerficotes
ore ko be appled with the trade-n of the cuatarmer's present Ford or

Lincoln Motcury procuct e the purchos of o rswr Ford of
Lincoln Matzury vahicle, '

Cwner Nolficalion Progeests — These progroms are conduciad 1o adcrest
a speciic vahlols condtion that could creale curtormer cistattdostan If
nit comcted. Theds programd ans not mandated Dy iaw ond ans
echauctad of tha option of Ford Motor Cornpsany. Thers o fwe penengd
Iyroes oF ONPE |

ENE2-925 ZT58




s "§" Frogeans — I Hade progreme. the: ownar s genemlly nmhucted to
rdum 1o the declership o hove a apacilic: pol (o In some corss, on
Irspection procecun} completed an the vehicie,

» "M Programs — in thess progeams the owner b provke! sdenciad
coweope of a cadaln component or dem. The owner b imbucted to
mrtum 1o the decle ¥ the condiion ocoun: In other wosds, “fix only i

. broken.”

iy addiion, ceroln programe o comc? servica Bargiure om designated
Vi

= "L" Progrorme — Label Programe are geneially comactions ta o vaticle
labal or owner guics Informnation.

Miodlly Conlac) — Any conloct that equires a closing repoct te Company
oificials or 1o fadenal, shade of locol agencie {closing anpioved by special
Sclson).

Mricrily Conloc] Closing Beport — A wtiten repor sent o the dadgnoted
agency of execuive bosed on the closing commments Jubmiihed by tha
FCED Camtomer Sarvics Moo,

Procuct Liabilty — Cors bosed on customens cioiming that vehicle
COMage was coused by a companent delect.
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Glossary

Prograrn/Ransaciion Codes - Laad 1o cesighols typs of citemate
ripodaiion provided wihen chaiming monthly ismbombmat.
Accepialia 200 tre OF follows

inDecier Fasd Oyt Fleed

Jncoin aF ;e
Shaltie S0 T
.Fuwm e o "

"Lincoin decien mmut aisnik separnie clolme for Ford, Marcury ond Lincaln
shullle vehicles.

RAY Heodaguarem — The od minisinaiive beanch of this RAY proces.
L asion moording specilic RAY horeociors shouid be dincied to
T+ 3KR357-3050, Suesticns regarding the Inventory dahus ch o
rreponiclicn requinkmer s or dissiosure sthould be drecied o

1- B00-323-5353,

eocquised Vehicle (RAV) — A vehicls rapurchaed by the Company fom
v cusomet A vohicle may be reacquirad volunicdy. o the tronsaction
-fery b mandaled by stobe low o thixdpory arbliredion (8.g., lsmon kw,
Dispule Soifiement Boord).

Beeak — This prognam b smilar 10 the Ownae Notiicalion Frogrom but
invoives scfely o simissont concema which mult be conacied
immadictely.




Ragion Conlaet — A contoct opened requng Regonal involement such
o Al Fr anfance mcalved fom e Batier Business Buea,
Consurner Frotaction Agency.. nerws medio. govmimenicl agency. ora
damondt lelter fror o customes Abo sakis conloet and iosciflc sevics-
relted conbicts cro apened o5 Regions. Al ragion Sonfocty fequig
mmrimmnrnnmmmmm

Regioncd Decier Caniact Team — Rasponsibie for warking with deciaships

" znimplament and Inprove the cushomer handing proces. inchudas Dealar
" Cpanotions Managar (DO, Reld Servics Enginasr (FSE), Markat Arecr

Jpeciclst (MAS) ond Cuadormar Service Manager [CSML

Reglonal Dispule Resckillion Speciall! (DRS) — Worla wih dealerhips o
nemsiva Dispide Saliement Board cases pior 1o Baard hearinge and whan
Fand Matar Cormpany iInvolvemant i raquirad ko parfonm owands 1o
COMUMING

Repalr VIR — A Reoc VT it cefined ot sach time a vehicla B droppeda
off af the mpaling decienhio for repolry) and rehumed 1o
the customer,

Rasolved — Infomnation hos Bean provides 10 curtornens which moy or
may not mest ther sxpaciotions Lut mapends o thelr concam.

Sotdside Anlionos — Dasigriad 1o help cuttaman whan they naed
fewing. Just celivery and oftar Roactikde Asktonce-naiated sarvices B
prevides Ford Motor Company cusiomers convenient acces lo
BMATANCY J0MiCad.

Salely Recall — A progrom conduched io comact o product celect that
aifects motor vehicls Xiely or fo comrect o condtion thot B a vickation of
cartain xafely stonconch establehed by low.




Glossary

Satvice Bay Diagnoslic Syalem (M) — A sicie-oMHhe-ork, compaytarized
Inforrmaiion and diagnostic systern that heips lechnicians soha cifficult,
nhemittent and hoarckio-ind crivsglsRity CoNCaTs.,

Servics booner Dacumaenialion Baculsement — Lisad By tha cecleship &
‘rack use of s service waﬁmﬂdwhmum
iocrver ciaim fonm.

SLP — Servicy locner vehicles on the service loaner clokm form, -

" 8T Lincoln loaner vehicles on the 3arvice loanes cigim form.

X — Shuifle ssrvice vehicim on the snvice loaner Sialm fomm,

Sioncdaadized Toining ond Rescwrce Sysiam (STARS) — The or-Ene
applcation wed fu frack decleship empioyas training hislory whether for
s e hpehnicions, aake consulion’s of pots personnel

THnpodiclion Amisicncs Frogram (AP Vehicls Iixiion Log — Recuined
o acumeniaiion which must be mainioined Dy e dealenbie 19 ecord the
w3 of its vhicie fieat anct outicle renkal ngency wogs, This document i

i s for monthiy DIWE ciclm submission,

fachnioal Sarvios Holiine — Avalable to ol Ford, Lincoin Mercury and Fard
Commemcial Tuck dealsr as 0 sourcs of technicol assislance and
diognoiiic guicance on dificull-io-eecive vehicle concame.

Towing Compaty Nomination Procest — Dactarships Con POMinahe fowing
companies. Usualy, dealeahipt nominate componies Shey have wed o
want 1o confnwe o ues based on prior good avice.

Waieing Panner ond Scheduls — Used by the dedlenhip fo aeale o

‘crmmmphx Inciudes ecommenciad couwrses for sach

k-0 poaMan.

ERB2-p2s 2782
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Training Scheduls — Sant i of caclenhips and picdces curent couse
offarings by Ford Education and Trolning. Publihed sach cuarter.

Lsad-Cor Lemon Lowe — UniNg haw-cor imon iowe which ors tanpated
mainly af manulociuren, wed-car lemon kows bear aivecily ond
impartandly upon tha interass ond cothilies of dedlen. Some totes hove

q.d-eurhmmlnl.

Visiing Ownets — Vahicls cwnext who are fravelng, have moved d long
stonce from thelr seling declei of nead smergency repcies when they
«xnof refum to thek seling ceciec

Waanly ConosBation — The company wil concel e new vehicis
wamanty ¥ part o In fokl out not fhe amisions control yslerms waranfies
or sarvice recalls) on domaged new vehicies which canndt be repaed
oncl ok G rasw Ui

Womanly Sioxt Dole Discrepancy Relume — Wiranty cloirs will be ejechec
whn & vahichs hot an incomeds! womanly saif doke fnomiclly becouss of
o deloyed dolkzary] and 1he vohicia i bayond wanonly Souwemge,




KEY CONTACTS

FOR KEY TELEPHONE CONTACTS, PLEASE REFER TO THE

"BUSINESS ASSISTANCE CENTER TELESERVICING DIRECTORY™ .
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s WARRANTY & POLICY MANUAL =

INTRODUCTION

Tha purposs of the Warmanty and Policy Manual is to aselal dealers In providing ownars of
Ford Motor Company vehicies the wauranty servios to which they are antited, This Manual
servas as a supplement fo and an esdension of tha Sales and Ssrvics Agresment and the
warany sietements

The Manusl is ssssniial to & deslarship bacause it conlalns the Information &® employees
naad o provide warranty and policy sarvices falry and unikemly. i provides dutaled information
sbout the responebilifes of the Company, the dealers, and wahlcle cwners In ragard o alf
warmanty and policy coveragos. This [ntroduciory saction ssplaina how to ues the Manual and
presents the terminology needed W understend it

Thiz Manugl gangrally acddmssas warranty and policy requinsments/repairs: however, the
corcitons and requirsmants outined apply 10 8l types of repalr cliaims submitied to the Company
for reimbursernant, ncluding ESP/ESBC claims, and in-tnensit [osa and damage clelme. Unless
ESFP/ESC Ia spacifically noted, this Manuet applies to warranly coverages. The Company has
basn designated s the administrdor for tha Amarcan Road Insuranoe Compeny for new
Exdunded Sarvice Contracts (ESC).

Ford Motor Company or Ford Mator Vahicle Assurance Compeny (& subsidlary of Ford Motor
Company) provides the New Vahicls Limitad Warmanty. Ford Motor Company's waanty is a
writtee: stedement of th Comparny's espanslbiity for the repair or replacement of dafective
parts. This warmanty ks & legal obligation that must be fuifflled.

Policy programa are deveioped to pay for certain repairs not covansd by the warrantes, While
thees ara not legal obligations, deslers am rasponeibie for periorming thess repairs. Policy
programs inciadas: Owner Nodifioation, Aftar-Warranty Adjustmants, and Sarvice Recalls.

Applying the providana of this Menual whl help ua to satisfy new vahicle cwnars and protect
the good name of Fore Motor Company and your deslerahip by providing quetity warranty and
mmmmmmmummnmwmmhmmﬂm
tha bast saiafled vahicls cwnars In e world,

How 10 Use This Manual

Tria Manual ks divided into nine ssoiors, soma of which are further divikded into sub-secilons,
Thess asctions and sub-sactions wns Reted and dascribed In the Tabis of Cormanta. Tha datailad
Incex appearing in the back of the Manual e cross-rafsrenced and will direst you to tha
indormation In the Manual.

Ocbobgr 1958 Ax1d Motor Coopany Hrolaction

Er02-028 Z788
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e WARRANTY & POLICY MANUAL e

BECTIONT
DEALERSHIP ADMINISTRATION

RESPONSIDILITY OVERVIEW

AUTHORIZATION REQUIREMENTS - REFAIRS REQUIRING PRIOR
APPROVAL

Cartaln repeirs and claims reqguima Tha cdealsr s msponsible for obtaining and
WM“HMM&H not, how ever, axespt the

dmlac from cogilying wirh tho wararty and polisyprevision oatlinsd in this Mnnal,
inciloeing predos o time varfiiom,

All deslars must have Company approval beiore making certalr repairs or submitiing certain
olakms or inguivies. The foliowing Situstions require autharization:

» Angident or firs Claima — any condition which could hews contributed o parecned
Injury or ploperty damage

= Company approved Alter-Warranty Adjustmant Clalms

+ Agsambly Repalim —whan the cost of repairs sicestls the cont cap astablished Jor en
FQR (Ford Qualty Renswal) Exochanges Asasmbly

= Baitary raplacements for vehicles in deafership storage

v+ EBP/ESC — Eslacied Repiin — pricr spprovil e required for aff ESCESP repairs
Mnmnmmmmmmﬂhmwam
thalr level is}

+  Misbullt Vehicdes [Vahiclas Not Built s Ordersd) — authortzation recilrad from misbult
mmmhmmw_

* Rapaat Rapair Program — Cusiomer Sarvice Mansger approval raquired jor rajsct
codes PO10 and POT1. DllhfSiﬂAppfﬂ\ﬂlﬂﬂpﬂdﬂpﬂlmlppﬂutualnhrm}ad
codas for all dealsrs.

» Supsr Seal Corosion Repalrs — ESP Headquarkers approval requined bedore repairing
tha vebhicle

»  Fapais o Ford Powsr Products {sae Ford Powser Products - Saction 32)

= WMWMHEMMHMHHHHMIHGMHW

{See in-Transit Damags - Saction 2)
« |tems spacified to the dasler by the Company {Le., il dealer s on o cesler pangl)
RO Although Company priar approval (s no longer raquired for sctusd time eperationa,
Ford daims procassing may requira you to obtaln Custiomer Sarvice Manager approvat
for actual ime on & post rapalr basls,

October 1998 Fard Motor Compamy 1-1




= WARRANTY & POLICY MANUAL

Claims with Companyvalvement /Approval —-Disllow able
and Non disallow ahbile Situations
Thafnumﬁngpnlcypmﬂnguﬂalnufnrmmymﬂawautndnhhmlnwhhhmmﬂml
of prior approval has -
Sxaliciom Subject B Dissllowance:

Fhone approval, on-site inspactor approval, video imaging approval or technical hotline
involvement with & repair doss not negate dealership responsbiity o adhare to the provisions

.mm-mmmmwmmwwwmmmnmw
review/audht examination.

The mmdmmhmﬂwﬁtdmﬂﬁhh

. Hlpmﬂnﬂhmnapalm » Mieapa/Date Alteration

= Used Vehicia Recondifoned Under ESP =  VIN or Owner Name misreprasented
Continuation Clalm Bypassas Deductihla = Non-Ford Part Claimed s Genuine
Servica Part Not Supportad Part Damaged, Not Delective
Add-on Repalr Not Approved

Over-Aepalr {axcluding conditions listed below for on-site inspection, Technics! Hotling
and phone pror approval).

» " Supporting Documentation Not Available {sxamnple: SBDS log sheets, sublet Invoices,
~algnmant prinfouta). .

Cn=Site Infpector Approval/Vides Tusgine Approvel
» Coverage ofighllity - provided all relsvant Information (e, complata servics nmw
was accurately previded at the time of inspection. .
» BExtent/Ceat of Regair (for axample, replacing an engine ve. repaifing an sngina)
provided that disgnoatic and rapair direction from inspactor was folowed. This condltton
. only appliss to the aspacts of tha repalr in which the on-sita inspectorvides imaging
activity was [rotved.

' 'k.tmmlmtlim Treclvement

» - Extent/Cost of Rapair - pmvldadﬁntmrﬂtmdmnlntcmhmathnmmdld
to the hatine and hotine direction was iollowed. This condition only applies o the -
aspects af the repalr in which the hotline was itvoivad,

'NQTE: The Technical Servica Hotline only providas guidance with ciagnoais and repalr,
Tha 'l'm:;l'u'nIlm ical Sernvice Holtine dnuu not provide repalr appmvadlhf?r make financial
commitments.

1-2 : ) . Fxd Motor Company ' Cctobar 1998
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Phums Prir Approvil

» Coverage sligibiity - provided all relevent information {.e. complate sarvice history)
was hccuately provided during ths phones call.

» ExteriiCost of Repak - (lor exampie, replacing an engine va. nepairing an engina)
providad that accuraie and complete information was provided during the phone o
and dependant upon confirmation that diagnostic and repalr direction was iollowed.
This condition only appliss 1o the aspacts of the repeir In which the priar approval
activity was Irvdlved.

ummmmumwwmmrmwmr
penamied ESP/ESC prior approval. Thmapprmbaghmﬁ-m
mnﬂ%hhdﬂmm

Authorization to Submit Claim

mmmmmmmmmmnmhsuw.
(Refer to "Authorization Requira on page 1-1.) Whan authorization ls requirad,
Forn 166376125-3 must show the approval in ons of the following ways:
»  Obiain a five-dight comguter-paneraied code om FCBD Cusiomer Service Manager.
Enter tha code [n the Approval Number bax.

+ Enter the five-digit code for Concern Definftion Panal repains which are authorized by
& Company Plant or Enginesring Activity in the Approwal Number box, Tha approval
mmmumtﬂmﬂmmﬂmm

Repair Author issbion far Dealership Vericles

* For any vehicle In dealership inventory, s safely end emlesion recalis should be
performed and do not require Daaler Principal or General Manager approval,

* Any wamantabls mpair work, adjustmant, or Ownar Notification Program (M, B, L} to
be parformad on the fallowing vehlcles thet will rsault In a clalm baing submitted ta the
Compary for relmbursement, must be authorized by the Desler Principal, Ganaral
Manaper, or Service Managsr on the appropriats repalr order.

— New vehiciea ky desler inventory

— Dealar demonsirator vahicies

— Luad vehiclag in daaler imsantory

= Dawlavahip rental unis (8.g., FRACS or LW DOR unhs)

= Parta Depariment delivery trock .
- Service Dapariment courtasy shuttie

Octobar 1598 Rxd Motoxr Cogpany 1-1
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W aranty Solicitatim

" Undaer the terms of the New Vahicle Limfted
of rapairs for a defect in matariale or workmanahip

Ford Matar Comparry will cover the cost
n the cushomer presants the vehlola far

mdrd.rrlngﬂ'llmrrlntyplfbd Daaler sclickation of cusiomers for tha comaction of warranty

Dealers may not solich (adverSss, contact

condifons s prohiblted.
cusinmers for warmnty service. In those Ingtances whem i is
sclicited & customer for waranty ssrvice, rapeirs may be subject i chamgebecic,

NOTE: Dealers mey make folow-up coniacis io cusioman in those iInstancas whara the
Company has notified a customer about a safsty or emissions recall.

Parts hventory

Deslers must stock an adequate inventory of new Ford pans. Company reimbursgmaent for
parts ¢ based on daaler compliasncs on plits manafemaert As outlined In tha Sales and Service
which Includes:

m:muum.“

Use of new Ford parte.

phona or mall, aie.)
that & dsBler hes

Lis# of emenuiackied parts included In the Company Remanulaciuring Progmam, -
Usz of Ford Authorizad Remanuizotured parie spproved for warrandy or ESP repalre.

Lisa of paris includad in the Supplier Direct Ship Program.

m:mcmmﬂnmmmmunuﬁm-mdm“um
emerQency repaira whare new Ford parts are not avaliabla {See guldeines on Emamgency

Rapairs in Section 2).
W aranty Responaibility

In accordance whh provsions ofthe Sales and Senvice Agreament and ths Manu, dealers

but net required to retum fo thelr sslling dealer for warranty esrvice.

Vigiting Cwner — Brergency Repair
Waanty Repairs —- Ford ncommanda that an ownar taks tha vehichs 1o the sslllng dealar for

WRITAIRY

mhwm&uwm&mﬂ.

1-4

Axd Motor Company

policy sanvice (e.g., warranty, EBF/ESC, and service
mﬁwﬂmdtnsall ﬂmumulFmﬂmdu:mr-lnm:i

however, #n owner' inay teke the vahicls o any Ford or Lincoln-Mafcury
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N WARRANTY & POLICY MANUAL S

‘Magnuson-Mosg Act .
HHWHHIMNWWMBMMHWWM Magnuson-
Mcaa Act bacause it applias to consumer products which include cars and light tricks. as well
a8 parts and accessories for tham. it doas not cover 800 and higher savias trucke or parts
uniquea o tham.

The Act regulxiss wauvanties and service commcte for consumar products; however, [t doas
nmm‘tﬂl.iupphrﬁnlmmepuﬂuummhpmﬂdm.

Ford's new vehlcle wamanty ls a Limiiad Warrarty which compiias with the Act. Under a Limitad
Ford can and dose imit implied warranties 1o the same fima and milesge as the
writian warranty. The Limited Warranty aleo ensbies Ford 1o require costomem to share the

axpensa of certain repaire.

Under the Act, all warmaniors of consumer goods costing $15 or more are raquired 10 meke
thelr written vamaniss mvallable io custormers prior 1o sale of the goods. In order for deakar to
Tulflll their obiligation, they must:
* Diaplay the wall poster which Fets car and light truck warmenly statamerts in & prominent
- piaca In the daslatship’'s ngw vaibicie showroom.

NOTE: The posiers are mads avalable io dealars by Ford,
* Show the wananty ko the customer balors the cugiomer sigha the buysr’s onder by:
— Pointing out tha warranty on the postar, or
- Shawing the buyer the coverage in the Warnanty Guids.
+ Qiw the customer the Warranty Quide at the §ma the new vehicle iz dellvarad. Thia
bookiet ls supplied with sach vehicle.

NOTE: Customen purchasing Ford vahiclas modiflad, akerad, o fina) manutacturad by
an antity other than Ford must be informad that the modified paris, 2a »s Ford parie that
fall bacaims of the modifcation, am not coverad by etther the Ford New Vahicks Limited Werrandy
gé&PﬁGMﬂMMMﬁIWMNQWLWMWHESH

The Act alsa appiise ko parte and accesacias for cars and ight trucks, Ford provides a warranty
te cdaalers for paris and acosesories sold to them, bt does not warent them directly &o ratail
customans. Dedlers are not- requirsd undsr the Act, or by their Sales and Senica Agreerent,
0 convey the Ford waianty or any warrsnty I the puchaser. Dealers must, however, make
free repairs for cusiomars whan such repaics wrw reimbursabile to daalers under the Company
warranly 1 dealers. Any wiitten warranty which & deshr gives o purchassrs of pars and
acceasariss woulkd be covered by tha Act.

The Act authorzea tha FTC b issus treda reguintion rules {which haw ths afiact of lew) imposing
further requiemants inciuding waranty dieclosure terme and wananty Eritations,

Bacausa the At ls particularly complex, inclading its Intemction with State werranty iaws, Ford'
Mator Compeny recommends that all dealera conautt their legal counsel, espacially in regard
i Implled warranties. Vidlations of the Act and tha FTC rulas can carmy severs panaties.

October 1998 Mrd Makor Company ' 15




“wm \ARRANTY & POLICY MANUAL

DEALER AND SERVICE SUPERVISTION
RESPONSIBILITIEDS

naaler Responeibilities
* The dealar is required to adminisier waranty and pollcy epelr service I sccordance
with the provisions of the Salas and Service Agreemant, the Company's \Warranty
Stateamanta, and this Manuel,

* Tha dealer js reaponaibla for carying out the hapections and edjustments owtlined in
the Predelivery Barvice Racord (checksheat). Theea Inchude inepaction, etorage, and
high quallty precelhny of new vehioles.

» Tha dealer s resporstible for reporting vehicia sales (inclucding demongralons), Waraniy
start dedms must be repovied accurately. I deltverias ame delayed and the wamanty

start date ks affected, the Compamy must be notified. See Dalvery Guldelires, Section
2.
MPOHATANT: The wearranty on a vehicle staris on the day a vehicla le deiivered to the first

ratall purchesor o first pit into sarvics. Examples of first uss s a damonsirator ora Ford
Comparny service vehicls.

» Tha dealer ls rasponsibie for sxpinining the warranty o the ownar at the ime of sale so
mmammmmmmuﬂmmhwmmm
coviered by wananly.

— Uga the Wamanty Guide wx! the Qwnar Guida,

. — Have tha naw owner sign and date the Delivery Checkist. Retain this document in

the Customer Service Flle,

»  The dsdler mLst provide wamranty sarvica to owners a9 o provislon of the new vehicla
warranty. _

— Tha warranty ks in effect lor the specified period uniess it i invelicated,

= Any defsct In factery workmanahip or material wilf be cormected on elther a no-charge,
deductible, or jro reta basis, &s appropriate.

— High quallly repairs with courteous, prompt, and sfficlant servica Is the procasa for
developing and maintaining sxcaelient cusiomsr satisfaction. The key to amtisfylng
cusiomers is affective Estaning to thalr concarne and olearly writing the repalir
deacription on the repalr order k3 aasure that the vahlcla is fiwed right on the first
repeir viait.

. NOTE: Undsr tha naw vahicle waranty, the owner not be charged lor items such aa
diagnoais, shop material or supplies, mmn?ﬁﬂmuhmmhm be
ulmhumﬁhl!franmdmdﬂmmy. If atipuiated as relmbursabls in cther Company
prinicatiang, such as TSHs, Daakar lGars, s,

+ The dealer la responatble for providing servica training snd equipment; thie Includos:
~ Holding regular in-dealsmhip tminkng sesslons.
= Sending designeted persornsl to Company-sponsored frelning programa.

— Maimaining Bes of Company ssrvics publications.

- mmwngmmmummmumwmm
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2 WARRANTY & POLICY MANUAL B

» The cealer ls rasponaible for submitting claims Immaediately after completion of repalrs
and for maintaining documarnts which euppart thesa claims.

* The dealer must not have pay plane that pay service management (9., Senvics Advisor,
Sarvice Manager, Dispeicher, etc..) or warramy claime administratons, an Incentive
based directly on warranty galas. Pay plans thet include Incentives on g total basig,
such as echusted selling-gross or iotal shop sales, ara acceptabla if adequats safecyiany
are used o prevent Improper warranty precticas.

Servics management, including body shop managament, is responsitts for:
*  Normal diagnosie of the vehicle problem.
» Supervising all Company paid rapeits.

»  Approving addtiorsl (ADD-ON) repabs that am required but discovered efter the initial
writa-up. Thess sdditional repalm must be approved and Initated by awrvice
management belore being periormed. Sendce management's approving inltlals must
sppadr on the sarvice (hard) copy of the cialm, sven ¥ the repalin ere wiitien by service
managasmant, and must appaar on the sams Ens aa the additional repairs on the shop
copy of the olaim.

NOTE: Tha ADD-ON repair must be idemified by entering ADD in the labor operation
colnnn aa dstaled in the ACES 11 User Manual,

» Approving beage of the No Preblen: Found (NPF) nepair procsas. B normal diagnosis
qf & hard & find customer-iiantified compiaint dose not reveal & problem, NPF acwal
tima |13 avalabla to ensure that every possitie aitempt hs Dedn made 1o cdidgnase
and repalr the custornar’s wehicla,

NOTE:

= NPF |s not for driveabiitty related customer concemas.

— NPF labe! ime cannot excead 2.5 hours.

— NPF clalming preparation prooadures ars detalled in the ACES | Lless Manua).
=  [Implemanting controls o eliminate improper or LNNBceasary repairs.
» Ensuring complets and accurats claim praparation. This Includee:

— Entaring on the repair order accurats, complvie, and clear description of the vehicle
problem, the Condion Code and the Cuatomar Concem Code.

— lasting clesr rapair instructiona.
= ldentiiying the employee{e) assigned 1o the repalr by tw las for daibs of deic
Social Seoncioy Mpber (39,

= Verilying that the tachniclan enters an accurats, complete description of the repair

on tha shop copy which:
— deniiffes causnl part - |dentifias causa of fakura
-~ Clasiflea tha repair ' = Supports lsbor opaations
— Idemiiss diagnastic - ideniiSes alf dagnostic
sxpuipmant results aat codas
October 1998 Rxrd ¥otor Coopany 1-?




s WARRANTY & POLICY MANUAL e

= Verifying that SBDE printout Is aliachad to clabm shap copy # SBDS s used. if eny
other equipment Is used that provides a printoud, e recommencdsd that the primout
W8a be aitached i tha shop copy (a.g., compuier alignment rack).
- |wmmmﬂmmmm-mm.mm
ratpired time recording. .
* Maintaining 8 7.OG" when an owner complains of oll usage (consumgtion), The “LOG”
must idantify: the VIN, the amount of o, the date, and the mileage on tha velichs when

mdlhmmBWmmmmmmlWWMmmﬁm
to the fuld ueage guidsiing and tha “LOG" culiined In Saction 3.0.)

Technician Team Service Operatim
Ammwmmrhmnwmummmmu
considarad A mamber of Zenice becauss Teams
are usually kientified bymhrmmln'.'m}. supervisory raeporeibity.
mmmmm_mummmmmmm'mudn )
apply to mambers of & team. For instance, the tsam Isader (a8 a mambar of sarvice
managemant) may be assignad the responsibiiity for:
. mmmumammmmmmnmmm
team [pader} who worked on the vehicls by twe lmt fox diglts of the Sociml
Seourity Marber (D9H).
= When only otw techniclan is assigned 1o & repalr, thet tachnician's SSN must also
be sntared on the Ford Clalm Copy and must be entered in DWE/ACES I} when
prompiad for this Information.

= Whon more thwn one iechnicisn s assigned to a repais, sach tachnician’s SSN must
be enterad on the Ford Clalm Copy and must ba emered in DWE/ACES I whan
prompied for this informetion.

- En;ﬁng”hﬁnlﬁniﬂmmﬂymhmnpmﬁmnnmmhm.nrmy

okt

= Approving any edditional required repairs (Add-Ons) found eher the Initkal i

IMPORTANT: Team-only identification and team-only time recording ara not adaquaia k
suppert daim paymant,

1-a Exd Motor Comparny Octobayr 1998
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T WARRANTY & POLICY MANUAL B
RESP BILITIE
W axrranty Record Keeping |

CUSTOMER SERVICE FILE REQUIREMENTS
mmhmhmmmﬂmwm history fles for sll vehictes soki
rnd nenvicad by the dealarship These fiies are to be malntal the vahicis Menification
mrmmmmmmmmmu ratainad as long se the
Hdutmvdﬂﬂnmmmnhpthmnnwuhﬂmmmﬂuﬂmnf
payment. Nottfication s by & Company chaok or through information on the ACES Il Dally
Rapair Regiater,
The supporting documents must be avaiiabls for Compamy sxamingiion (in the Dealership or
upon raquast sent to a company location) during tha ona-yaar tima pariod. Dealers are
to malninin service reconds, including warranty records, beyond one year to support
mm“blmm + put warainty records bayond one year from notification o payrvermt are not

Customer Service File Tpes

Dwalers must malntain 8 Customer Service File. The records mey be computerized or in &
manually-maintained fing sysiem. In ekher cese, the records must be avallable for raviaw by
Company parsonnel

mm'mmm.mhmmmmmm.mm
records, In computar filss provided that
s Tha usa of the computer systsm for warranty application has haon approved by iha
Ragional Olfice
* The computarized Information and the cialm-supporting records, Imhldlnnraquhd
autharization signatures and clocking, are accessile 10 Company pavsormdl.

m.nnmmgmmmmmm-mmmmmmmp
ratain the base CASIS report kv a minimum of 12 months fram the dabe of claim

fow each repakr vislt. Inforvmtion must be stored In 8 format that eannot ba changad, and
must contaln VN, wesmenty infomnation, recsll information, ESP Information if any, ste.
hanMMH:MMmammwmnmm
that the OASIS measaps ba ratalned

Compuiter Service Systans
Whan & deater [s conaldering the purchese of a compular systam, appmval must be abtalned
from Regional Menagement prior to committing ta the purchase. The Ragionsl Oice must
determine that the computer 3 being conaldared for purchasa masts the warranty
adminiatration: requirements outlined in the Wamanty and Folicy MermIs (0.0, time reconding).

Falure to natify the Regional Cffice In acvanos of any commitment o purchase a computer
ayatam could have a detrimantal affact on the dealer’s claims paymant.

Ockobay 1994 Fxd Motor Coopany 1-8
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Racord Retention
Tha following records are nasded to support claims wnd other payments relmbursad by the

Company:
ﬁwﬁumwdﬂnﬁmw

. wmmmm&uﬁ:&mn required when
FOR wanamiesions are veed in Ford pakd repeivs,

- Bl of Lading / Delivery Documant

- Body ahop estimate (copy)

» Coplea of computer-ponarated claims (Altemative Fonms)

+ AGES H Ragwir Repister

- Dealer Core Receipt (hop yeliow copy of #he Core identification Form #FCS 80602)
required when appiicable for &l FOR engines and transmissians

. mmmmtm&mn-qmmmmmnmmnum
usad In Ford paid repalrs.

» Engine parfommanca chart {Form FPS B4B5)

= Ford Aukg Club towing clalm forms {dealer copy), and raqueats for tow mimbursement

- Fom FGS-800 and support documents (Notification of datayed deltvary date or in-
transit milsage accumiulation)

- Form 1883/8125-2 coples (standard or altemaiive) (Wasranty claim form)

- Form 3715 ocpies (Lose and damage olaim form)

= Form 8240 (ESP Application and ESP Inapecifon Chack sheat)

- Form B378 (Authortzatfon to Submit Claim) whan issusd lor & repuic under & Concsm
Dafinition Program

- Invoioas {original) of OSP, OSL, and transportation cherga recsipls, plus
recond of .

- Intemal deaiership repalr orders
- Maintenanoe service repak ordars {copy)

- Mociorcreft Battery waranty tear off tag la requirad for all batarisa shipped bafors
Octobar 1, 1095. Altach to e copy of Form 188351252

- New vehicle factory Invoices

"= OASIS printout for aach rapair vislt

= Ownar rafund ropalr imrvoics and Customer-pale repalr ordaes
= Owner Invoices for new and used vehicle salea -

- Pm:i}m {Dwialled racords used 0 prepare payrol's — #.4., dally ims and job

- Quality Daflvery Assurance (Chacklists)
- Rapafr tag 1678, na. 1 copy (radio, tape player, ciock, slactronic epagdorneter)

1-10 Rxd Moear Company Occober 1998
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. Sarvice Bay Dlagnoatic System (SBOS) Log Flla Printout {when spplicabla)

- Sarvice copy (hard copy) of ciaim

- Service-Instafted/over-ihe-counter parts and sccaasorias clalm incuding supporting
documantation, Thia includes:

— Repair onder for BCOAREOTY OF pRaviOUR wairarty claim

— Ownar-paid repair order or over-tha-coumtar parts saks invoice
- Towing “og" for dealer-cwnied tow truck or sublet towing imvolce
- Transportstion-charge receipts for parts ratumed ko the Company
- Tansporision Assistance Frogram Loga

- ANY UOTHER REEI‘JRDE WHICH SUPPORT CLAIMS REIMBURSED BY THE
COMMBMNY

Claime Pending File
Claims which have besn submiited but not the Company should be in & panding
mmmmmmh-mgﬂpmmwammp :

Whan mmhﬁﬂﬂllhﬂkpﬂrﬁmﬂarhﬂmdﬂmmuplm
flie be purged,
W aranty and Palicy Register Journal (FMO-19)
A jowrnal shoulkd be medntained In dealerahips that do not have computerizad el
HMMTMMhMMmMFMG-Wm;mT

moord of ciaims submitted in tha and 1o rapard and diatriria the salas and el of
afl lsbor and muderial. it can sleo follow-through infarmation to the dealer about:

« Company paymant of olaima

* Diflerences betvesn amounts claimed and eamounis peid

* Any dalaye in payment on resubmlited clalms

Form FMC-19 may be ordered from outside supplian.

I order to account for Warmanty and Policy Claimas sccurately, when clams arg adjusted,
mmmthMMMNﬂmmmntmm
on the daalarship's aceouniing practicea

TIME RECORDING

Time recording requirements apply to all labar for which ralmbursemant ie clalmed. All
WWWWMMMMWMMWMM
requirements.

The Company Brangly racommancs that Hme clociks be wsed to time record Instead of
handwiitban time mconding.

Time recording maans antaring the following informition on the clalm shop copy or dally ime

= The fims and date when a repair ia performed.
~ The repairing echniclan's Kdentification.

Octobar 1998 Bxd Moktor Company 1-11



2 WARRANTY & POLICY MANUAL

A lechnkcian's time that [s slectronically racorded ls an accaptable method of ime recording
provided that the compsser sysiom adminisirative conirols are in place and operational, and

mnmmmwwnmﬂmmm

Time Recording Recpirements
Thia following requirermends apply to sl claime submiited to Ford Motor Company for Payment.
* Tima recording recuirements apply to all employees molved in periorming a repalr.
s Agcurae ime recording (s the responsibillty of servios managamant.
= All deslarships must ime record sctusl time rapair opsralions (A, B, M1, M2, NFF).
— Racord the siart and finksh timee of sach ackual time repakr. Thia must include stopping
sndt atarting imas H the napalr fa interrupted.
» Some dealarships are notifed by the Aeglonal Offica via certifiad mal that they must
alao time record siandard repalr operations.
. mmmmmmrdndmmmmmmmuamw
ona repalr order may be aseigned at a ime. -

Time Recording Procedure
Whanevar ime recording is required, dealarships must follcw thess procedunes:

» Record time on the claim shop oopy or on a dally tima tickst aiftxad to the claim shop
oopy (This slso Inckides body and paint repalkes).

" Emhﬂuﬂhﬁmmnhr{smﬂﬂmmmhmnmr.mW
the tewsn leader If the dealership i using the team system.

« Sanvice managemant must ecord separataly tha tma spa by aach amploves volved
Inpuhrnﬂmmﬂamnvﬁlﬂmﬁ:m—oﬂyﬂmmrﬂngh&mﬂuﬂllﬂm-
raconding requinemanta,

= 1f o repair is imtemupied for any reason, record the ime that the repeér s stopped and
whan it Is resLmed.

v Ratain any document which shows me recomding.

When actual time repalr opsrations are mixed with standard repalr operations, dealarakips nat
required o time ecord stendard Isbor opsrations roust
« Racord stirting and finkshing tims for sach aciued #ms repalr ¥ nol done In sequance.
This must mciude sopping and starting imes i the repalr is internpled.
*  [Ftwo or more actal tme epaire Sre done in sequence, record starting ime of the ficst
actual fire repalr and complation tima of the last actuad me repalr,

1-11 Rxd Notor Compamy Octcher 1998
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Standard Labor Operaticrs Only
Whan all labor opaeations on u cleim are standard, dealerships required to ime record standand
oparglions must: .

*+ Racord the starting ime of the firet repeir and compietion time of the lagt repalr.

Btardard and Actus] Time Labor Cperatios

When aciual ime repalr operations are mixed with standard operaion repalrs, dealerships
must ims record the clalms Laing one of the following mathads.

Separate tipe recording:
» Racard the atarting tme of the first repeir.

+ Racord the starting Sme and complation tme for sach aciual tme repalr ¥ not dona in
SACLANOE.

. thmmnmnm-lmmpﬂapufmnudhm,mdmmdﬂw
first actual time rapalr and completion time of ths ixst actus) tme repalr.

* Reocord the ime when al repairs ws complisted.

Copbined time recordin:
» Fecord the stioting time of the Nrat repeir and complelion §me of the Iast repair.

* Whan ime recording s combined, only the difersnce bstween the stendaid labor
operation allowance and the ime recordad on the clalm shog copy Is allowead for an
il vy akor operation

Coplen of Form 1883/8125-2 must ba flled ae follows:
« Dealer Aspair Copy — Fistain In deatership for electraic wniry to the Company. it
dealarship does not have electronic entry capability, thon sn altsmate claim kout senvice
must ba arranged by the dealarship.
* Daaler Accounting Copy — office
* Cusiomar Copy — 1o be given ko the customer
» [Oealer Sarvice Copy — customar sarvica Me

U Rxd ¥obor Company 1-13
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Delay in Sumitting Repeir (Partsitt Availahle)

Supporting Docuasntation
Follow thess natructions whan a repalr 3 deldyed becauvs parts are not avaiable and/or ere
beck ordered.
Astain all documents showing:
. mmmmmmmhwhlﬂumnﬂmmmdw
» Tha date pars s cedarms,
= Tha paris siatus at the e originally ordemesd (a.0., back orderad).
+ Tha data the pars wete recehued,
= The date snd mivege whan repalrs were complatad.

Claim Sinopion Procedures

Repeiny are slgbie for submiasion when piated, Submit rapaka special ord
garhummpﬂummmuﬂhhmmdhmpﬂhmm lﬂ::'
not aligibls for submisalon Ll the pert has baen installed and the repalr complated.

Claiming dispnoatic labor &8 8 ssparate repair al the time a apacial order Is ordared will
MﬁMM1mMMMHW—1HMMMWH;mt

The above reprasant mgmmmUndumﬁmMaHMn -

vahicls be haid by the mh-mmmmmm

to be ratmad 1 tha cusomer and, where avaliehle, the “date/misage in" and “date/milesge

wmmmmhmmnwm
Sunuduhnﬁpemdmcnhhupnhghrd-wnpdmmmmmmmd

. later when repain are completed. Log informatian, clalm prepamtion, and documant support

et follow ull quicdslings,

Whan aubmitling the repeir:

* Lsa the same repalr date and milaage as the origing) repalr vielt where the parts wers
ordered, and

= Enfer tha following atatement in the Dascription of concem ama of the claim:

“Repalr submisaion delay due to {Uss one) part not avaliabie (or) part back ordarad.
Rapair completed on (date) at {milaage)

1-1& Bxd Mobor Comperry Qctoher 1998
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W ARRANTY PARTS RETENTION/RETURN PROCEDURES
and RESPCNSIBILITIES

Dealer Group: Contact Dealers

Dealara in this dre requinad to hokd ALL watanty/ESP including from Owner
mm:umﬁuﬁ:mmmimjmmmwmm

from the Company.

mwmummmmmmmmmw
Parts Eniry And Ratum {FEAFIB} Vhl'rlm;l Astum Canter (WPRC)
slecironically sends the the nsxt business dey after

wairanty h&uhlanluuuptadhrmmﬂthym-

s A S pare T 10 SSrPPas Arel A "“‘m’ a0 reckoon) by For
aro
Dooumeant printad at the dealsrship, or pickup by an autharized mmmmnwﬂhuhr}

Pxin Retantim
mm‘m unth disposition Instructions are received on the PEARS
‘F%m} Manutacturer {OEM) warranty parta replaced by Ford

not recalisd by the mithorized ulacturer/
Wmh hym. Wpﬂuﬂmw“ reman

LEGAL PARTS - Parts from wehicies invoived in accident or fira, personal %mﬁm
damage MUST NOT ba scrappaed untl suthorized by the deaaler's FCSD {For
addiional nformation, see ACCIDENT CLAIM In Section 3).

SPECIAL HANDLING PARTS - Rader to the writa up under Parts Ratention for AN Dealers,
ESP REPAIRS - For ESP repairs, parts must be hwid undll prior approval le oibmined, when

ENGINE AND TRANSMISSION EXCHANGE ASSEMBLIES - Ratum par tha instrucilone
providad with the new enginafranamisalon. Fallure to retum tha gid assembly will result in a
£ons non-natum asassamant to the daalership.

“AlLl PARTS" RECALLS - All party on the repalr ars 1o be rokumed In a carion with the
wired 0 the causal part. A copy of the clalm must ba Inciudsd In the cafon. Uﬂ!pn

mmwmnmﬁmmm

Occobar 1998 Rxd Motor Company 1-15
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Tha dally PEARS regluter should be roulsd to the Parts Manager, The register advises

ﬂlhﬂfy r-g MMHW&M%HM“MNFWFW,
mmm the parts wil be recaled (FCS-700 tag, Direct Ship Return

mmummwmwmmmm.

Paxts Bepacticn

» Special Handing - Reler to the wrike up undar Parts Retertion for All Deslers
mmmwmnwmm;uwm authorlzed diswiautor, must be scrapped
an a waekly basle.

LEGAL PARTS - Fnrhhmmhldulmdmdhmddmﬂnr ogarty
mummhmmmwnmmsn

arkitional Information, swe ACCIDENT CLAIM in Section 3).

Handatory Pacts - Qanarsl

Select Dealar Ragion Dadlershipe must hold ALL rmandatory parts for possible recall by the
Company. :
Rt Deecription

Al bumpers '
All mirors

All powesr antennas

All Nlexdbie fural parts

All alr baga

All alr bag sansors

All wheels

All catalytic converiars
All saat balt componeants

Parts wixy ba addad to or deletad from the mandsdory list doring the yesr. Dealers will ba
nottfiad of any changes by saparats cCOMMUNIGKan.

1-16 ‘Fxrd Motor Company Octobax 199% -

ta = f . .
o ' ER32-020 2788
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MandatoryParta - hanarmifachera ble

Selwct Dealer Aegion Dealershipy must retain_ALL waranty parts with a FCS[) core price
gharos an wall as ALL remanuiaciumble wemanty parts listed betow untl parts dispesition is
received on tha dealerehip dally PEARS register,

For wasranty cores rafated to FOR azsemblles, the waminty core will ba picked up by the
dealership's approved nemanufactiwed'cisiributor. For FCSD Selact Desller Region dealers ONLY,
the WPRC wilt not recel FOIRt ooms from Bslect Dealer Replon dealarships, thaaa parts may
ba exchanged with the dealsrship’s aporoved remanufacturer/distributor ad ime of the repair,

E and iransmizzion exchangs assambles must be returned per the IRstuctions provided
the new sogine/transmission. Falia to return the ofd essembly wil reault In & core ron-
retusn assessment io the daalership.

" october 1998 Frd Motor Company 1-17
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BASE NUMBERS PART DESCRIPTION
2812021 FRONT DISC BRAKE CALIPERS

2552/53 REAR DISC BRAKE CALIPER

asp4 AACK AND PINION STEERING GEAR .
aLs47 RACK & PINION STEERING GEARA {short assembly)
3AB74 POWER STEERING PUMP

8007 ENGINE ASSEMBLY

§008 CYLUNDER BLOCK (short)

€010 CYLINDER BLOCK {bare)

6048 CYLINDER HEAD

8250 CAMSHAFT

8303 CRANKSHAFT

as00 OHL, PUMP

7000, 7002/3 TRANSMISSION ASSEMBLY

8801 WATER PUMP

S0 FUEL PLAP

BHO07,9A407 SCADT ELECTRIC FUEL PUMPS

SESZ7 FUEL INJECTOR NOZZILE [diesst)

GA543 FUEL INJECTOR PUMP ASSEMELY (dleael)
10348 ALTERNATOR

1602 STARTER

12127 DISTRIBUTOR

12A850 POWERTRAIN CONTROL MODULE (PCM)
128565 TRANSMISSION MOBDULE (7.5L desel)
19703 AC COMPRESSOR

*23294/95 POWER WINDOW MOTORS {right & left)

Thess part numbars ars pracadad by body atyle identification numbars (e.g., 5423304)

memnmm«mmmmnmmmmmm Dealxrs will ba
notified of 2ny changes by saparate commenicakon.

Fxd Motor Compatty Octobes 159948
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Dealer Graup: ALl Dealers
Pacin Retwtion for ALL Denlexehics
wm!’t!

Batterias - Carlain dealars are to hold salactad baiteries for pickup by 2 ceutier
designated by the Company. For the remaining warmanty batteriea, the propar diepositton
{a.g. recyciing) of defective batharies that cannot be recharged is dhe responslbility of
e Dealer. Ench Daaler should ba aware of kews applionbla Io tha diaposition of battaday
and ahould conautt legal counssl for darification of thoss haws.

Exchanges Cluich Ciscs and Pressure Piates - Exchangs with the Gealership's approved
remunutfecturer/idsirbutor (excapt Dana Spfcar perts).

Torque Conwertars - Exchange with the dealership's approved remamnuiaciurer/
digtributor.

Exchange Engines, Tranemissions, and Axles - Follow retum Inetructions In the
Exchangs Program Guids or other Company communicadions 1o the dealet.

7.3L Dietsl Engine Parts - A completed Disse) Engine Performeance chart and copy of
tha repair onder must be enclosed in the contitiner with the icliowing 7.3L Ciesal Engine
Pgrie:

BABE NUMBER PAHT DESCAFTION

Sinaa TURBO CHARGER ASSEMALY/PEDESTAL

350 FUEL PLIMP

9EBZ7 FLUEL INJECTORS

8A843 PUMP ABSEMBLY

8Co88 AEGLLATOR - INJECTION CONTROL PRESSURE
128%5 INJECTOR DRIVE MODULE

12A850 POWERTRAIN CONTROL MODULE (POM)

W aranty Parts Rehrn Procedures (All Deslers

Pars Awalting Diepoeitdon Thetrackions
* Clean all retaired paris end draln al flulds.

* Tag the parts with identification tag (FPS-7186), write the RO¥ (Repalr Order Number),
date of repal, and the part number on the teg.

v Fack the dafeciive parts I e sams contsiners which held the replacement pari.
» Wit the ROE and the R dede on the end of the box that contalns the part mambar

IMPORTANT: Corea raturnad to the Company mdy not exceed the quantty

of tha same

new of remanutactsed part purchased irom tha Comprny. The WPRC will not relmburse
dealers for cores removed from salvags vehicles.

Coboler 1998
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Parts Rebrn Documents

MmmmmmmmMmmwhwuhmmmMﬂm
WRITALY parts:
1. FCS-700 Tega malled to dealerships
2,  Dirsct Ship Retum Documant printed at the dealership printer s the [ast page(s) of
the dealership dally FEARS Regleter.
Parts Retrn Ty FCS-700
Tha FCS-700 g la the primary means veed by the Company ¥ rtiieve wauranty perts from
dealerships.
s Aftach tha tag to the part that ls being retumed
+ Do not detach any pan of the tag or wrike on ihe teg

« Ship parts pricr %o 6r on the ship-by dale prinksd on the FCS-700 tag
« Shig peris 1o the Etidresa on tha back of tha PGS-700 tag labaled Dealer netnuctions. -

C%;.mmﬂ o
|
f m. tAkE, 1M, E E
Bonmra s
f '
sif g
gaf it
3 K5 g
S IIIHIIIH !
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Direct Ship Returm Document
The Direct Ship Retwn Document prints st te dealership as the last pagefs) of tha daily
PEARS raglstar.
* Fwium the Direct Ship Return Document with the waitanty part
* Do not wrfte on the Dirsct Ship Aetwn Documant
s Ship perts pxioe ko or on the "Ship by Dats” printad on the Dirsct Ship Retum Document
* Ship to the addrass in the top (eft portion of the documeant

’lﬂ'l FART MAMACEE MARRANTY FARTS REITURN DOCUMENT RETURN W/PART 05/24/13598

N
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. * Eepa.rai:m of Waranty Partsfor Shipment
« Atlach FCS-700 tag W the part or, if a direct ship retn pet, encigas the Direct Ghip
Retum Document In the retum box with the wasrenty part.
» Cap ajr conditioning comprasaons (use caps from naw assemblise)
« 'Drain all parts of ol and fiids (8.g. draln fuel pumps &nd amy pars contaning fusl)
* Uss tha replacement pert box to retum the waranty part
* Ensume all parts are compiete and assembled

» Pad any parta subject to demage in tranait
»  Da net ship large or hesvy parts In the same carton with smaler, lighter parte {Excopt
for rapiaced warranty parts racalad on an "ALL PARTS RETURN" whars aif pars on o

repalr ars requined 11 be ratumed.
*  When shipping parie recalled on an“ALL PARTS RETURN, to mvold damage to amaller
lighter parts, pack tha heavier parts on the botiom of the bax.

UNDER NO GIRCUMSTANCES SHOULD FUEL TANKS OR FLLIDS OF ANY -
- KIND BE RETURNED.

S:u.:pim Instructions
&hmunwprhrmﬁa'ﬁhbﬁfdﬂapﬂmdmﬂummmdmmm

+ For paria returned with 2 FC5-700 tag, ship parts to the addrass on the back of the
FCS-700 tag labelad "Dealer Inetrugtions.”

o ~» For Diract Ship Retrn Piwte, ship pirts ko tha “ship-is* address printed on the oinect
. ehip ratumn ciooumedt Ship 0" addresa s In the uppar laft poriion of the document)

*  Lise amall packape defivary senvics {Ls. UFS, RPS) for cariohs less than 70 Ibs,

«  Forlerpihasvy retuams (angines, tranarniesions, axdes, ote.) use only appeovgd Sommon
cardary and typs tha following werds on the Bl of Lading: “Ussd awne parts having
valus for reconcitioning or salvegs purpases only”.

= Wiite “Accident Claim™ on the shipping Carion for paris conafdarad "Legal Parts®

= Ship paris on or prior to the *Ship-By" date primed on the ratumn documantation.

* Return parts via the LEAST EXPENSIVE GROUND TRANSPORTATION

» Ship FREIGHT PREPAID (DO NOT USE AIR FREIGHT, AIR SHIPMENTS WILL BE

AETUURNED AT DEALERSHIF'S EXPENSE),

NOTE: I a prepaid shipping label |5 provided with the replacement part, use the label and
ahip the part fo tha location on the prepaki shipping fabal,

HﬂfE:hnhtdnmﬁnbernlrlm Ford for freight chargas incurmed from shipmaent of

warranty parts, submit a seprate warranty cialm for traneportation Usa the ACESII
daime paymant computer Byatam (submit weakly or monthly), See ACESI| User hManual
for details.

1-32 . Rxd Motor Comparmy Octobar 1398
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appeal of Debits {(Chargebacle

Requests jor appaals o must be made In wiiting to the WPRC within 120
mnammmmmmmmmmmmmmﬁ:
w.mﬁnamrhnlmmw require FCSD Repionsl Salea Office approvel to
1] W

inciude a copy of the dealership PEARS reglsier showing the notification of the debit,
Aftach n copy of tha shipping recaipt/invoica i tha charpaback waa for part nat retumed.

Mall sppeals to:

FCSD Waranty Parts Retumn Canter
16000 Commerce Dvive North
Dewrbom, Mich, 42120

WFRC Halp Lina _
The WPRC operates a toll fres dealer help ine that I8 open B:00 AM to 4:30 PM (EST).
The toll ires phona number [s 1-800-416-WPRC (§772) and |s operational on Company

Ocecher 1998 Fxd Motoy Company 1-23




s WARRANTY & POLICY MANUAL

SERVICE TECHNICIAN SPECIALI TRAINING
STANDARDS - ACES IT EDTIS
Dealership Servioe Tachnician Specalty Tralning (STST) Standands were developed in alght
specialty repair categoras to enhance repair cormpatency. This can help o Improve
dealarship Fix-it-Right-The-First Time (FIRTFT) performance and can lead o increased
customer sallsiaction. Eviits have bean Inoorporatedinto te Autormated Clalms Editing System
(ACESH) which plaoe aach lsbor opersfion Inte ane or more of the aight epeciafty repeir
When sach adli s activated, ACESH wlll only pay repalrs in shoss spacialty
categaries If the achnician wha parfarmed the [abor operation has s complated the
applicatie STST Training, or i the dealership ks shop competent In tha primery speckalty repair
mghlummnanm“mwhdmhnMinmmm“
notad

RE+- Tmetahla

Soeclalty Repair Category Dato Ediis W be Activated
Elecirical (34) July 1998
Engina Perlormanoe (31) 10e8
{Gasaline Engines) ‘w
Brakes {38) July 1996
Climate Controf {35) July 1998
Stearin naka 2000
e
Engine Repalr duly 2000
mmﬁ (36} .ngm

Claima Sbdest to the BlHtg

‘The adits wilt apply t all LLS. Ford and Lincoin-Marcury deslers who perfonm warmnty repalra,
ARer-Wamamy-Adjustmans, or Service Part Warranty rapairs an any Ford, Linooln, or Maemury
carm or light trucke.

The adita wil notapply at this tme to: Rapeirs 10 800 & Higher Seras Trucke, Extended Servico
Ptan (ESP) Fapais, Recalls, Owner Notification Programs, Loss & Damage Claims, Misbudt
Vahicle Glaims, or Sublet Repains.

Marketing Commrdlcarions Oenter

For questions about fraining requlremests, about anrcling a technician In a fralning couras, or
for asalatance with STARE or paasword ressts contact the Marketing Communications Cenier
nt 1-B00-548-3212.

In-Dealerdipy W aranty Canseling Process

fEI:In'uﬂ'llt:'funnful m:mmmmmgmar?ﬂmmmmmma;uwmw
reviaw (TR pessible chargeback during any/all etages n-Dealership

Warranty Counseling Process by Company personnal,

124 Rrd Mobox Company xtcher 1996

ERO2-228 2706




S WARRANTY & POLICY MANUAL

Bt Statm Levels

Dealerships will fal under ore of four sdit status levels within sach of the sight specialy repalr

categories. The four lavels are: ahop competant, Mﬁ.ﬂwﬂhﬂ wdit delerred, or no

mumm
= . Shop Competent - The dealarship has echieved thalr “minimum numbar 10.ba maned”.
Deslerships that have & sufichent numbar of iully trained technicians to attain thelr
“minimum number to be tralned” In & spaclalty repalr category are shop compeatant,
and all deslership achnicians are edigible o perform repeime In that spacieiy repalr
catagory. - :

* Techniclan Fully Tralned - The deslarship s balow their “minimum number to be
trainecl” There Is at least one tsohnicizn within the daalership who Is fulty trained In the
applicable speciaity repair category who miy parform repadra within thet specially repalr
category. Tha fully trained techniciane are idenfifiad in the monthly reports that wit be
mallad ) the deslars, f & dealership submite A ciadm with a lsbor operation(s) for
repairs within a specialy repeir category, snd the dealarship [a not in an adit defamed
period, the techiician miat be juily trained or ACESH will not pay the nepair.

+ BEdif Delefred - Tha technician training ecdit for the appiicabls specially repail astegory
Is turned Off. The dealar reports will indfioets whet date the ediifs) will be activated.
During the period that a daaler (s on adit defsrred status, olaims submitted in the
applicable repeir catagory will pot be refumed i & technician who iz not fully treined

Mnmmﬂnmmmmmmmm

- mMMIMmemgummhram
wpacialty, and whare the number of fully tralnad daaler tachniclana fakis betow
the “minimum numbaeto be trainsd” on tha shop compatency report, daalerships
wil e put on sdit delerred status kr thres mpntha for that spaciaity.

- When a daslarship goas from one or more fully tralned sechnicians 1o no fully
fradned tachmicians In a specifia apacialty, cealerships wit be put an anlt datered
simtus for a pawiod of pbx mths for thet specialty.

- H thare e & STST cuniculum change thet will peqguins additional chnican
raining, dealarships will ba put on et delfiwmed state for & padiod of at least 3ix
mondhg for the aifscted speciaity.

NOTE: For buesl| agraemnents - Thi new datler wit be put on Edit Dafarrad atatig for twaha
mondhs from fhe dets the new deslamhips PLA code is addad to the Glabal On-Line Daaler
Datsbass {GOLDD}. .

Farmduhr Damd mmlbewmuaudmmunmmm
oount ﬂnap-uhhrmpd:m{uhmmwnplkmhgw
maﬁmmﬂtpﬂbdﬁm dite In GOLDD), Cnee thass taining

. raguiramants have basn astabiched, ﬂm r wil receive a lettar advising them of thair shap

eompatancy targets. The dealer will then be placed on edit defarrad status for twalve montha
fram the date of the shop competancy targst latter.
* No Fully Trained Techniciana - The daslership doas not have a! lsast cne fully irained
mchnician in the applicabls specially rapal carspory, and the dealarship [s not on et
deferred status. If a dealership aubmite a cleim with & labor operation{s) for mapairs

within that epecialty calgory, ACESH wil not pay the rapair.

Oetolam: 1998 Bed Motar Compamy 1-25
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Dealsrship Reporn
Daalers will receive two reports on & monthly beads from the Ford Deelership Consolidatad
Communicator thet will st each of the deslenship schniclan's training statusthistory. Tha reporis
alsn contain ths following Information:
Raport ons, which 1s tiied "Dealsrship Service Tachniclan Specialy Training Recuiremants -
Shop Competency Stetus.’ ists:

* Specialty Repair Category

*  Number Trained (actual)

»  Minimurn Number to be Trainad

= Sarvice Pamonnel Name

+ Tachnkian Training Stahe code i sach Claas

* Clasass/Dativary Mathods/Coursa Code (Liats coursas ramaining to bacoms

fully trained)

Tmmmﬂn{i.n..E-Enruﬂ QuRequast, #ic..) are sted ot the bottom of this report.

mmmuwwmm Betz Wi Courses avaliable for sach of the
aight specialine, the namas of all sarvice parsannsl wha have taken at least One course, and
the satvice parsonnels stafus for sach oourss. Dasfara should radar to this report for the

most cwrent surricuium reguirements.

Dealer's shop competency status wilt be repotted via a COMBAT broadcast message each
I-lonchy bagirwing in July 1264, In instances whens the dealsmhip giatus changes to no filly
iachnicians, daaiers will alao recaive a leitar advising them of the stalus change.

Mitiple Repair by Sechpiciane o Team System

i more than one echelcian works or1 the same repalr, the techniolan training edit will not result

in the cleiim being returned ¥ Any of the schnliclans that parformad the repalr ie fully trained n

the Bpplicably repair category. n thesa Instences It le important for a daaler o enter

mors than ons echn idaniification for the same repadr (a.g., labor oparation 8007 A - Tech

ID = 6882 and cperation B007A1 - Tech ID » 75232). in Instances whare a deaiership is shop
in & Epacieily mpair catagory, any techrician within the dealarship i conaidgred

compatent
allgibla to parfoem the rapel.

1-26 Fxrd Motor Compary Octobar 1998




A RRANTY & POLICY MANUAL M

Seandardized Paining and Resource Systam (JTARS)
STARS la the singla source for informaton and snvoliment in Ford sponsorad imining and
programs; angd information ebout publications.
Thes sywhamn aliows Doalershipe io:
= Malntain smployss information inclucling tralning history.
« Pfan baining for smployass.
»  Wail-liat for full classss and maks course requests for courses rnaf currently chisred.
v Obtain Informatfon an an incividuals or deskershio’s past or present participation In
progrema.
» Access on-ine publications oatalog.
ming STARS through your FORDSTAR Terminal
» On the FORDSTAR tarminai, double-click on the Host Dealer Application Icor,
« From the Howst Desler Applicaions menu, sslect FCSD Appliaations by typing B, than

presa [ENTER).
. mwmwmmmwmamﬁmm

s At e profmpt, antar your tsar 1D and password,
» The Dealar Manu witf appear.

Brolling an Pmloyee in a Clees
1.  Agcess STARS ualng the stepa noted above.

2. Type 41 on tha command lins of tha Dealer Manu scraen, pmu;[ENTEﬂl.Thntmlrﬂnu
ndnduln:r r@nmmaﬁmmwwmamﬂmam

3 lyou hmhﬂnum%fﬂﬂ]hhnmmduﬂﬂd.tw-hmmdn.md
press [ENTER],

4. Hpuuduﬂﬁlmﬂma?ﬁﬂ]hmu first coursa titla, hﬁst'!gltirnfma
COLNSS you o enroll a4 space, and preag [ENTER]. Liss [F8] t» papa
forwerd and [F7] to page backwand.

B. mthmaAGMmGodn]munnnmlnHHmumﬂh, and press [FE). Tha
smpioyes falning enrcliment acrean sppears.

To select an employsels), praas [FB]. Tha amployes Ust screen appaars. -

7. Type Xinthe AC colkumn naxt $0 sach smpioyas name {you miy salect Up 10 5 emplovess),
prass [F8). Note: Presa [F3] before advancing to anciher screen.

,  Preas [F12) to retum to the employes ireining enroliment screen.
8. Prass {ENTER]. The UPDATE SUCCESSFUL masaage appears.

. Oetohar 1998 Rwd Motar Compamy 1-27
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Vhwing an Brploves’ s'Tedning Ristory
* 1. Typa 1 on tha command lins of the dealar menu sersan, press [ENTER]. Tha ampltyes

N5t BCreen appears.
2 the AC cokamn niext 12 the: smployea nama, Nots: i the |
EHWIMMAEEMFAB]W %ﬂﬂdlﬂd Hill:

Ading an BEnployes in STARS

1. Type 1 on the command fine of the dealsr menu scrosn, press [ENTER]. 'lhlrru:lqw
Hat serosn appears.

2. Prsas [F10] for a blank smployee Inlonmation soreern.

a3 inthe loven's 1D munber, prasa [ENTER]. Ons of the bliowing message appears
ma::ur carnar of the screan: LD number not Jound; recond found; employe e &dsts
gt another detler.
10 NUMBER NOT FOUND
a. Typs A on the commend line,
. Typa in all appicable flelds, press [ENTER]. UPDATE SUCCESSFUL message

a. T?pthmﬁlmnlndlm.
h any misaing information or make correciions, presa [ENTER]. UPDATE
FUL mossags appears. :

EMPLOYEE EXISTS AT ANOTHER DEALER
w Contact the STARS Marketing Conwnunications Center at 1-800-548-3212

Viewing an Exployes' sTaiving Flarnews
1. Twa 1 on the command ina of the dealy many scraen, pragk [ENTER] Tha ermploves

st gcrasn appaars,
2. Typa Xinthe AC colurnn next to the employes name, press [F2].

1.3 Fxd Motor Dampary Octobeer 1950
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BECTION 2

CARRIER DROP-OFF THROUGH DELIVERY TO
CUSTOMER

_CARRBIER PROP OFF iNSPECTION
Receiving and Inspecting New Vetcles

The mesipt of vahiciss and the reguiations for aubmitting and sattilng lcas amd dam claime
mmld uuimonmmurmmm {IOC}.Thluugl.llﬂump;?t:dbmh

Acooriing 1o the Ford Sales wnd Sarvice Agresment, the andeing dadler bacomas tha owner

of a new vehicle when i [s turned owar to the carrer at the Assembly plant, Under this sgreament,

m:mﬁm respanaibity 10 acoapt new vehicies unlass they are cdamaged 1o the point of
TN

NOTE: Vohicies sent out on consignment aro an @oeption 1o this responsibi
remaln the property of Ford Motor Compeny. " they

R}l of Iading

Tha bl of lading Is an Inspeciion delivery document used by all cariers. The new document
Mhrmhmmmmhdﬂmndmmﬂnmdmmmtspﬂmlapmmwm
hmrﬂ&wmhmmw o Wgyﬂ.ﬁl‘lﬂlﬂlﬁlrﬂmmﬂ
Racton, A oB damags codak, i& providad o you dedivaring cariar,
mmm%mmmmunmmmnmmum
documant. An exampls of the new form and inepection code cand sra shown on paga 2-2 pnd
23.

Dctober 1598 - Puad Moter Company 2=1
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Ooding Systan fir Bill of Ladirng and Loes & Davege Clains
Usa the foRowing fiva-digit cods system to document Gamage or kass on the Bil of Lading and
on the 3715 claim form:

» Tha first two cigita ceacribe tha ansa of damage and / or shorags.
= The nexi wo digits indicata the type of damage.
+ The laat digit indicates the severity (size of dameage area).

The codea and corresponding explanations are inchuced i the New Vehicle Recehving mnd
Inspaction Procedurae Marual.

NOTE: ﬂnhﬂaw 'thlda':l;ﬂui ng and Irespaction Procadimas Marncel algo Includes
procadures for receivi wvahicles and damaged araas with
m& m mrwmw

mmivimﬂaﬂvmcls

2-d Fxd Motor Company COctobar 1958
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DEALFR/DRIVER INSTRUCTTIONS
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I la the dealer's eaponzbity o inspect new vehicles recelved by the dealership and document
io the whiclas or any conditions which caussd them to differ from the naw vehicle

. Thie Inciudes:

The daaler muet

« Estabish & vehicle inspectian pracedure wihin the daalsrship and frain adequaie
parsonnal to be responsible for receiving new vehiclas according io esiahishan
pmcadures.

= Inspact sach vehicle In tha carer representaiive’s presence.

« [Diesoribe all iransporiation o and demage on ol Copias of the bill of lading sccurataly
and In detall.

IMPORTANT: Damages or shortages added to the bill of lading after the carrier

represantaiive has ncalvad their signed copy end feft are not rimbuwsabie rom the

Company o GRTir.

= Sign for dalvery by dearly writing the name of the dealar's reprasantative, the date, _
and the ima of dakivery.

» Noitfy the carrler In writing (certifled maid with return recalpt recommanded) within 48
hours {iwo working deys) of all concealad loas or damage ciscovered after dulhery.

»  Hoid {lor the camler) any parte removed from tha vehicls dus to trampariation camags.
{Thase am called "salvege paris}

IMPORTANT: Fallure o go any of thess thinge will, In most cases, eleve the carrier of
- - nbilty, maling k nacassary for Ford 1o chargahark auch clams to the daslor.

. mim Procegs at Time of Carrier Drop-Qff
= Bagin inepaciion befora wehiclee are unfoaded.
- Chack that vehicles am secunsly positionad on the cardar.
- inspect tha undarcarriage of upper lavel vehicles,

« After unloading, wabk anumd the whicle beginning with the frst item on the b of
lading {loft quarsr pansl or ket }ender} and nepect ha extarior, includng visibie
UNCECAITIAge ArGas.

» Vindfy that aquipmenl and accassorigs Nsted on the Ligse Contente Checkilst are
Inckoded on the vahicls. The carrer ia esponsibie for only those ilsms lsted, An axampls
of the Loase Contants Cheakdict o shown on the ngxt pags.

= Inspwct trunk of cargro arses for & paris andr optione stored o tensported In this
ares,

+ ingpact the iIntaricr Including trim pansls, headiner, carpats, and upholstery

* Do not note minor chipa, scratches, and othar paint blsmishas which cen be ¢aimected
Emhnrmmmmmummmwmmmmw

icwance.

* Do not includs iactory defacts which are coverad by warranty.
Inspection Process at Time of Carrier Drop-0ff (oxk’'d)

24 Rxd Motor Company Cetobar 1995
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