CONSUMER AFPAIRS

1

diohn03
0671872002 MMFAXPRG

BEGINNING OF CONTACT

0&/18/2002 MASTER OWNER RELATIONS SYSTEM II1
13.27.38
P - e S - R
REGICH ISSUR CASE NBR: 1
715411142
REGION: 44 FITTSBURGH ZONE: A2 QPENED: 0
5/06/2002 :
VIN: 1FMYUOO41X1RC3AB9GAH ENGINE: 1 VEH TYFPE: T CLOSED: ©
5/06/2002
CEEEEEE SRS LS T T T A L AT S RS S S e s S s s e s R s Ao S T o w
EoSEETEREE
LAST HAME: [ STATUS: C
ANCEL
TITLE: rirsT Navk: [ 0« .
ADDRESS:
CITY: GIBSOHNIA STATE: BA ZIF: n
I
HOME PHONE.:
MODEL YEAR: 2001 MCDEL:: ESCAPE KLT 4X4
" MILBAGE: 4220
DEALER NAME: MC CRACRIN PORD SALES CODE: F44007 PE A U
7459
REASON CODE 250L {I - DEMAND LETTER
SYMPTOMS ; 607693 STALL/QUITS AT CRUISE ALL ENG3INE TEMP
ODRIGIN: CAINTY - COMSUMER AFFAIRS - CONSUMER INTERVENTION COMMOM
IC&TIUH; PIICHE
ACTION: X101 - OPEN REQIGN CONTACT
DOCUMENT MNALYST: TBUSH2 TRACY BUSH
ACTION DATA/COMMENTS:
2002/05/086
09.26.26 ***DEMAND LETTER DATED 4/29/02%%% ***CT RECEIVED =¥
6702 .
kxrx  *xxCISTOMER STATES: VEHICLE STALLS WHILE DRIVE APP
ROX.
A0 MPH ***CUSTOMER SEEKS: REPURCHASE OR REFLACEMENT OF
VEH
ICLE, ¥+*+0] SCANNED COPY OF THE LETTER TO THE REGIONAL
OFFI
CES FOR REVIEW. SENT THE CUSTOMER AN ACFNOWLEDGEMENT***
ORIGIN: CATNTV - COHMSUMER AFFATRE - CONSUMER INTERVENTION COMMUN

ICATION: PHONE
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djochn03
ACTTION: Cl210 - LETTER FAXED TO REGION
DOCUMENT - AMALYST: TBUSHI TRACY BUSH
ACTION DATA/COMMENTS:

09.40.03

ORIGIN: PIELD - FIELD ORGANIZATICN COMMUNICATION: PHONE

ACTION: DACO8E - CANCEL ISSUE
DOCUMENT : ANALYST: PBELOTE BELOTE, PAUL (EF.B.}
ACTION DATA/COMMENTS :

2002/05/28
10.25.27 I CALLED THE CUSTCMER D5/324/3002. CONFIRMEDP WITH HER TH
AT N
¢ OTHER STALLING CONCERN EXISTE. REQUESTED THAT IF ANOT

HER
CONCERN OCCURS, TO CONTACT DEARLERSHIP AMND REQUEST THAT T
HE =
ERVICE MANAGER CALLS ME TO INSPECT.
CONSUMER. AFFAIRS 06/18/2002 MWMFAREPRG
1
BEGTNNING. OF CONTALDT
D6/1lEB/2002 MASTER OWNER RELATIONS SYSTEM 111
13.27.38
e e e R e e R b e e e e e e S B e S S s
LEGAL I8SUE CASE HBR: 1
6353510462
REGICNM: 13 NEW YORK ZONE: Kl OPENED: §
4/17/2002
VIN: 1FMYUD4151KEZ251543 ENGINE: 1 VYEH TYFE: T CLOSED: {0
471772002
casr wamz: (DN STATUS: C
LOSED
TITLE: _ FIRST HAME: MI: |
ADDRESS :
CITY: SUFFERN STATE: NY ElD: [
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djohn03

I

HOME, PHUNE:

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4

MILEAGE : 14308

DEALER NAME: SCHOLTZ FORD INC SALES CODE: F134&5 PE A 2
0636 '

REASON CODE: (772 LEGAL - ACCIDENT

SYMPTOMS : 607653 BTALL/QUITE AT CRUIBE ALL ENGINE TEMP

i ey M N i B il N o N R BN L N BN BN e 8 Sy N L Al SN ot NN N (N LN R N R R N R R R R R R S S W NN R S S R R R R N -

ORETEIN: CALGL - CONSUMER AFFATRS - LITIGATION PREVENTION COMMUN
ICATION: FAX

ACTION: LP200 - OPEN LEGAL CONTACT - FRODUCT LIABILITY

DOCUMENT : ANALYST: MKELSEYZ MOLLY KELSEY

ACTTON DATA/COMMENTS:

2002/04/17
12.51.37 **vsvskwakrkadrd DEALKR REQUEST LETTER **aswrsawarsaex
Wik
REC'D 04/17/02

CEALERSHIP CCONTACT: RICK MEYER 845 624 3600
ALLEGES
CUSTOMER ALLEGES HIS VEHICLE IS DEFECTIVE.
**CUSTOMER RREQUESTS FORD REFLACE THE SIDE MOLDING ON HIS

VYEHICLE., **
ORIGIN: CALGL - CONSUMBER AFFAIRS - LITIGATION PREVENTION COMMUN
ICATTON: FAX
ACTION: LP300 - MARE QUTBOUND CALL TQ DEALER
DOCTMENT : ANALYST: 9835MH MICHELLE HULL

ACTION DATA/COMMENTS :

2002/04/19
07.58.21 LEFT MESSAGE FOR SM

— ———— T —— S S . R w Er T Er —— wr r— b e M e Sy A g S ke - ——

—m — - ——

ORTGIN: CAIGL - CONSUMER AFFAIRS - LITIGATICN PREVENTION COMMUN
ICATICN: FAX

ACTION: LP800 - PAY FCR REPAIRS - FRODUCT DEFECT (P96}

DOCUMENT : ANALYST: 9835MH MICHELLE HULL

ACTION DATA/COMMENTS :

2002/05/10

17.39.03 DEALERSHIP VERIFIED CONCERN AND HAS COMPLETE THE SSM FOR
THE ' .
PCM, FORD HAS AGREED TC FIX THE MOLDING. EST. COST IS §
250 Gl
TO $300) DEALERSHIP WILL SCHEDULE AN APPOINTMENT TO FIX
BDDY . :".'..'.-:'
DRMAGE .
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djohn03
!
. CONSUMER AFFAIRS 06/1B/2002 MMFAXPRG

1

BECINNING OF CONTACT

0a/18/2002 MARSTER OWNER RRLATIONS SYSTEM III

13.27.38 |

RAV ISSUE - CASE NBR: O

447202981

REGION: 27 WASHINOTON ZONE;: EL OPENED: 0
1/02/2002

VIN: 1FMYUQ4101FKF768370 ENGINE: 1 VEH TYPE: T CLOSED: 0
1/D2/2002

S S S S S S S S S S S ——r —— — - e e s e ey e R L S T i e e e D o e T e o T o e T e e T e - e

Fmégﬁinm I STATUS: C
LOSED

TITLE: _ FIRST NaMF: I MI: [

ADDRESS:
ﬂ= ARDMRAT STATE: NC #IP: N

yovE pHONE:
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1
BEGINNING OF CUNTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT
13.27.38
RAV ISSUE CASE NBR: 0
467560562
REGICN: 10 SDR ZONE: Cl OPENED: 0
2/25/2002 :
VIN: 1FMYUD4191KB90537 ENGINE: 1 VEH TYPE: T CLOSED: ©
2/25/2002
LasT NAME: [ STATUS: C
LOSED
ADDRE .. - " -
ADDRESS :
CITY: HALIFAX STATE: PA ZIP: [
I
HOME PHOME:
. MDDEL YEARR: 2001 MDDEL : ESCAPE XLT 434
MILEAGE: 6705
DEALER NAME: FALMER H REED MOTOR SALES CODE: Fl&586 PEA: DO
1436
REASON CODE: (528 RAV - REPAIR NOT ACCEPTABLE TG CUSTOMER
SYMPTOMS : £07693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CARAV -~ CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTICH: RAV105 - CGPEN CASE FOR GOCDWILL REPLACEMENT - OWNED
DOCUMENT ; ANALYST: A-WEAKLA ANTHONY WEAXLAND
ACTION DATA/COMMENTS :
2002/02/25
12.57.08 KO COMMENTS ADDED
ORIGIN: CARAY - CONSUMER AFFATRS - RERCQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RAV112 - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT
DOCUMENT : ANALYST: EHMANSBER EYVETTE HANSBERRY
ACTTON DATA/COMMENTS:
2002/02/28
09.28.09
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CONSUMER APFAIRS 06/18/2002 MMFAXPRG
1
BEGINKTING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTREM III
. 13.27.38
RAV ISSUE CASE NER: ¢
491023201
REGION: 52 SOUTHWEST ZONE: EZ OPENED: D
2/20/2002
VIN: 1FMCI03181KDS7464 2 ENGINE: 1 VFH TYPE: T CLOSED: 0
2/20/2002
LAST NAME: I STATUS: C
ANCEL
ATDRE e
ADDRESS :
CITY: AUSTIN STATE: X ZIE: r
[ ]
HOME PHONE: RN
MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X23
MILEAGE: 18127
DEALER NAME: COVERT FORD, INC. SALES CODE: F52302 P& A: O
4437
REASCN CODE: 0526 RAV - NUMDER OF REPAIR ATTEMPTS
SYMPTOMS : 507693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
Page 223
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djchn03
RAYV IBSUE CASE NBR: {
572530222 )
REGION: 71 CALIFCRNIA ZONE: Cl OPENED: 0
172272002
VIN: 1FMCUO3101REY96862 ENGINE: 1 VEH TYPE: T CLOSED: 0
1/22/2002

T T T Y T ————— — T —— T i =ty S g S e LS i S e S e Sy Sy N Sy Sy My Mg Sl S vk

LasT NavE: STATUS: C
LOSED :

woress: A =~ U M

ADDRESS :

CITY: MISSION VIEJOD ETATE: ChA ZIP: [

HOME PHONE:

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X2

MILEAGE: 18360

DEALER NAME: TUTTLE-CLICK FORD SALES CCDE: F7106% P& a: O
5556 .

REASON CODE: 0526 RAV - NUMBER OF REFAIR ATTEMPTS

SYMPTOMS: 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

QRIGIN: CARAV - CONMSUMER AFFATIRS - REARCDUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV105 - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED

DOCIMENT : ANALYST: J-PADIER JUSTING PADIERMNOS

ACTION DATA/COMMENTS:

2002701722

15.46.03 HNO COMMENTS ADDED

ORIGIN: CARAV -~ CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC

ATION: MAIL
ACTION: RAV112 - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT

DOCUMENT: ANALYST; NTHOMAl&6 NADINE THOMAS
ACTION DATA/COMMENTS:

2002/01/25
10.17.09

Page 225

ERR2-027-R 0983



djehn03
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1 -
BEGINNING OF CONTACT
06/1B/20D02 MASTER OWNER RELATIONS SYSTEM III
13.27.38
HA I It T3 3 33 I i 1ttt 1 1t 111ttt et ==
RAV ISSUE CASE NBR: 0
633243390
REGION: 13 NEW YORK FONE: El OPENED: 0
. 3/29,/2002
VIN: 1FMYUO415iKD92629 ENGINE: 1 VEH TYPE: T CLOSED: 0
3/29/2002
vasT NavE: T 2 STATUS: C
LOSED
TITLE : FIRST NAME: NN MI:
ADDRESS
CITY: MARTINSVILLE STATE: NJT ZID: 0
[ ]
HOME PHONE: I
MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X4
MILEAGE: 195000
DEALER MAME: FULLERTON FORD SALES CODE: Fl3476 PEA 2
0651
REASON CODE: 0526 RAV - NUMBER OF REPAIR ATTEMDPTS
SYMPTOMS « 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CARAV - CONSUMER AFFATRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RV1601 - OPEN CASE FOR LEGAL SETTLEMENT (0OGC) REFUND - OW
NED
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4/08/2002

VIN: 1FMYUQ31X1ERB02024 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/08/2002

O T R e PR e e S S

rast maveE: [N STATUE: C
LOBED

TITLE _ PIRST NAME: I M1 L

ADDRESE:;

oITY DANIA BEACH STATE: FL Z21IP -
.

HOME PHONE:

MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X2

MILEAGE: 128EB0

DEALER NAME: HOLLYWOOD LINCOLMN-M SALES CODE: LZ2E0OSB P& A 1
1636 :

REASON CODE: 0526 RAV - NUMBER (OF REFATR ATTEMPTS

SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATL

MCTTION : RAV105 - OPEN CASE FOR GOOIDWILL REPLACEMENT - OWNED

DOCUOMENT : ANALYST: A-BARTH! BARTHOLOMFW, AUDRY

ACTION DATA/COMMENTS :

2002704708

11_.42.56 NG COMMENTS ADDED

ORIGIN: CARAY - CONSUMER AFFAIRS ~ REACQUIRED VEHICLES COMMUNIC
ATION: MATIL

ACTICN: RAV11Z2 - RECORD CHECK ISSURNCE FOR GOODWILL REPLACEMENT

DOCUMEHNT : ANALYST: EHANSBER EYVETTE HANSBERRY

ACTION DATA/COMMENTS:

2002/04/11

05.17.15
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COMNSUMER. AFFAIRS

1

BEGINNING OF CONTACT

06/18/2002
13.27.38

=

370130352

djohn03

06/18/2002 MMFAXPRG

MASTER OWNER RELATIONS SYSTEM III

REGION: 44 PITTSBURGH

2/Q4/2002

VIN: 1FMCUQ41l71EC44038

2/04/2002

ENOINE: 1

RAY ISSUE
ZOKE: Al

VEH TYPE: T

CASE NBR: 1

CPENED: 0

CLOSED: 0

A L E T T TN T T T T S AT I AE SN e e A = =T B T T S O e

LAST NAME:
LOSED

TITLE:

ATDREESS ;

CITY:
[ ]

HOME PHONE:

MODEL YEAR:

MILEAGE:

DEALER NAME:

7350

REAEON CODE:

SYMPTOMS :

R A I I S —— i I R

ORIGIN:
ATION: MATL
ACTION:

DOCUMENT :

2002/02/04

1¢.07.56 KO COMMENTS ADDED

|

]

EXPORT
]

2001
3555

KENNY ROSS FORD

STATIIS: Q
FIRST NAME: - MI : e
STATE : DA ZIP: [
MODEL : ESCAPE XLT 4X4
F44d417 P EA: D

EALES CODE:

0528 RAV - REPAIR NOT ACCEPTABLE TO CUSTOMER
607693 STALL/QUITE AT CRUISE ALL ENGINE TEMP

RAV10D5 - QOPEN CASE FOR GOODWILL REPLACEMENT - OWNED
: AMALYST: V-LAWTCN VICKI LAWTON
ACTION DATA/COMMENTS:

CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC

—— i ——— . R S R S S S R R R e Er Er T % EE ET] =% o e Bk Sy —— U By 8 Ry - M L ——
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i — ——————

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV112 - RECORD CHRCK ISSUANCE FOR GOODWILL REPLACEMENT

DOCUMENT : ANALYST: GGUTHERY GWENDOLY GUTHERY

ACTTION DATA/COMMENTS:

2002/02/08
10.24.11

CONSUMER AFFAIRS 06/18/2002 MMFAXFRG
1

BEAINNING OF CONTACT
067182002 MASTER OWNER RELATIONS SYSTEM ITI

131.27.38

T T o L T T o A o e e L B M . T e e M i iy AN M M . M P e . e i e e e

RAV ISSUE CASE NBR: 1
433513191
REGION: 52 SOUTHWEST ZONE: HZ OPFENED: Q
2/13/2002
VIN: 1FPMYUQ1181RKE71944 ENGINE: 1 VEH TYPE: T CLOSED: 0
2/13/2002

rastT avE: TR STATUS: C
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TITLE: _ FIrsT NaME: [ MI:

ADDRESSH :

CITY: BUNA STATE: ™ ZIP: [
|

nomE PHONE: I

MODEL YEAR: 2001 MODREL:: - ESCAPE XLS 4x2

MILEAGE: 22284

DEALER NAME: ORAMGE FORD LINCOLN SALES {CDE: F52754 P& A: O
0382

REASON CODE: 0526 RAV - NUMBER OF REPAIR ATTEMPTS

SYMEPTOMS : 607693 STALL/QUITE AT CRUISE ALL ENGIHE TEMP

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC

ATION: MAIL
ACTIDN: RAV10S - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED
DOCTUMENT : AMALYST: G-GUTHER GWEN GUTHERY
ACTION DATA/COMMENTS :

2002/02/13
16.08.07 NO COMMENTS ADDED

ORIGIN: CARAV - CONSUMER AFFATRS - REACQUIRED VEHICLES COMMONIC

ATION: MATIL
ACTION: RAV11Z2 - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT

DOCTIMENT - ANALYST: EHANSBER EYVETTE HANSBERRY
ACTION DATASCOMMENTS :

2002/02/1B
10.01.45%

Page 231



djohnd]

CONSUMER AFFALRS 06/18/2002 MMFAXPRG
1 .
BEGINNING DF CONTACT
D6/18/2002 MAETER OWNER RELATIONE SYSTEM ITI
13.27.38
RN N T T T RN R R L T R R R T E=r,
HAY ISSUE : CASE NBR: 1
497853171 '
REGQION: 44 PITTSBURGH ZONE: C2 OPENED: 0O
4/26/2002
VIN: 1FMYU04151KA3447% ENGINE: 1 VEH TYPE: T CLOSED: 0O
4/26/2002
LAST NAME . STATUS: C
LOSED
TITLE: FIRST HAME: NN MI: [
ADDRESS!
CITY: STRONGEVILLE STATE: OH Z1ip: [ ]
L
HOME FHONE: I
MODEL YEAR: 2001 : MODEL : ESCAPE XLT 4X4
MILEAGE: 14535
DEALER NAME: WILLTAMS MOTOR CO., SALES CODE: F44130 PEA O
2173
REASON CODE: ©O5Z26 RAV - NUMBER OF REPAIR ATTEMPTS
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RAV313 - OPEN CASE FOR DSB PRIOR RESOLVED REFLACEMENT - O
WED
DOCUMENT : ANALYST: GGUTHERY OGWENDOLY GUTHERY
ACTIDN DATA/COMMENTS:
2002/04/26
14.26.04
CRIGIN: CARAV - CONSUMER AFFATRE - REACQUIBRED VEHICLES COMMUNIC
ATICH: HMAIL
ACTION: CaD001 - ADD ADDITIONAL SYMPTOM CODE
DOCUMENT : ANALYST: (EUTHERY GCGWENDOLY GUTHERY
ACTION DATA/COMMENTS:
Page 232
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o —r— — - ——— S = et S e Sl NN M R ML LN . ML AN N L M ALl L S . R A M S AN S . S R R S g . S e R R S

—— e

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC

ATICN: MAIL '
AOTION: RAVIL2 - RECORD CHECK ISSUANCE FOR DSB PRIOCR RESOLVE REPL

ACEMENT
DOCUMENT : ANALYST: EHANSBER EYVETTE HRAHSDERRY

ACTION DATA/COMMENTS :

2002/04/30
08.29.01

CONSUMER AFFALIRS 06/18/2002 MMFAXPRG
1l

BEGTHNING OF CONTARCT
06/18/2002 MASTER OWNER BRELATICNSE SYSTEM IIT

13.37.38

R R R T N S T S S L R T o S N A o o Ao o mr Mmoo o T s o o R I M Ay iy, e B M [0 Ml M 7 N Mt o o 0 s o o s B L. s i o i

RAV ISSUE CASE NBR: 1

R44412980

REGICON: 16 PHILADELPHIA SONE: Al QPENED: 0
4/18/2002

VTIN: 1FMCIIO41S51EERG4Z22 ENGINE: 1 YEE TYPE: 'T CLOSED: 0
4/18/2002

et e e e} b § et oof dmfmd E ¥ af 2 Fe o § o) o bmf F ) e et g e = b+ o} e T 4 b § =t 4 = e ot o ot _ofe]
gt e e et 3

LAsT NAME: [ STATUS: ¢
LOSED '

TITLE: _ FIRST NAMS: DR T :

ADDRESS ;

CITY: WEST CHESTER STATE: PA 21P: [ ]
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]

nove puoNE: R

MODFEL YEAR: 2001 MODEL: ESCAPE XLT 4x4

MILEAGE: Zs081

DEALER NAME: GEC M YOCUM INC SALES CODE: F16415 P&a; 0
1300

REASON CODE: 0526 RAV - NUMBER OF REPAIR ATTEMPTS

SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV10S - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED

DOCUMENT : ANALYST: NTHOMAlS MNADINE  THOMAS

ACTTION DATA/COMMENTS ;

2002/04/18

15§.456.1¢6

DRIGIN: CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIO
ATION: MAIL

ACTION: RAV108 - CANCEL CASE FOR GODDWILL REFLACEMENT

DOCUMENT AMALYST: T-DAVIIY DAVIS, TIFFANY

ACTION DATA/COMMENTS :

2002/04/22

10.42.43

CRIGIN: CARAYV - CONSUMER AFFATRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV105 - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED

DOCTUMENT : ANALYST: T-DAVI13 DAVIS, TIFFANY

ACTION DATA/COMMENTS:

11.02.22 KO COMMENTS ADDED

e e g e e g e e S W W M R W B ETH N N M M S S RS S N R W SN S W S N S AW SN R W SN S R R R S R R R W AR M e v wer

CRIGIN: CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATTON: MATIL

AOTTON : RAV11Z - RECORD CHECE ISSUANCE FOR GOODWILL REPLACEMENT

DOCTIMENT » ANAYLYST: EHANSBER EYVETTE HANSBERRY

ACTION DATA/CCMMENTS :

4002704723
09.00.59
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COMSUMER AFFAIRS 06/1B/2002 MMFAXPRG
1

BEGIKNING OF COMTACT

De/18/2002 MASTER OWNER. RELATIONS SYSTEM III

13.27.38

RAV ISSUE CASE MBR: 1

667913091

REGION: 47 CINCINNATI ZONE: El OPENED: 1
1/05/2001

VIN: I1FMYU04141RPS56582  ENGINE: 1 VEH TYPE: T CLOSED: 1
1/05/2001

e EER e O T T L e S e T ki o ol o o o o o o e e e e e e o e e e s e e s e s el B I D B

LAST NAME: I STATUS: C
LOSED

TITLE : _ rirsT NAME: [+ I

ADDRESS ¢

CITY: DANVILLE STATE: XY zip: N
.

HOME PHONE: [

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4

MILEAGE: 11114

DEALER NAME: $SAUL MILLER FORD IN SALES CODE: F47301 P&h: O
5688

REASON CODE: (0528 RAV - REPAIR NOT ACCEPTABLE TO CITSTOMER

SYMETOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CARAV ~ CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAVIQ6 - OPEN CASE FOR GOODWILL REPLACEMENT - LEASED

DOCUMENT : ANALYST: P-POLOCC PERSIDE POLOCOSER

ACTION DATA/COMMENTS:

2001711705

15.24.45 HNO COMMENTS AODED

ORTO3IN: CARAYV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV11Z - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT

DOCUMENT : ANALYST: CREDD1 CLARA REDD

ACTION DATA/COMMENTS:
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2001/11/12
059.39.27
CONSUMER AFFAIRS 06/18/2002 MMPAXPRG

1

BEGINNING OF CONTACT

0&6/18/72002 MASTER OWNER RELATIONS SYSTEM IX1

12.27.38

ST T T T T S S S S ST ECoEmASaEEEEEE=EEE

T REGIOW ISSUE CASE KBR: 1

714570712

REGION: 72 S5AN FRANCISC ZONE: AZ OPENED: 0
3/12/2002

VIN: 1FMYUQ4121¥B41681 ENQINE: 1 VEHE TYPE: T CLOSED: 0
371272002

LAST NAME: [ STATIS: C
LOSED

TITLE: _ PIRST NaME: | MI: [ ]

ADDRRESS:
i‘l“f: HILD ETATE: HI ZIF: [ |

HOME PHONE: IEMMESSSSSSS

MOTEL YEAR: 2001 MODEL: ESCAPE XLT 4X4

Daga 230
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¥

LAST NAME: STATUOS: C

LOSED
TITLR: _ rIrsT NameE: [N MT: e

CITY: ALIQUIPPA STATE: PA ZIE: B
I

HOME PHONE: I

MODEL YRAR: 2001 MODEL : ESCAPE XLT 4X4

MILEAGE: 14845

DEALER NAME: MODN TOWNSHIE FORD SALES CODE: F44022 PEA: D
7495

REASON CODE: 0526 RAV - NUMBER OF REPAIR ATTEMPTS

SYMBTOMS : 607791 STALL/QUITS DECELERATION COLD EMGINE

ORIQIN: CARAY - CONSUMER AFFATRS - REACQUTRED VEEICLES COMMUNIC
ATION: MAIL

ACTION: RAV105 - DOPEN CASE FOR GOODWILL REPLACEMEMT -~ OWNED

DOCUMENT = ANALYST: FEHANSBER EYVETTE HAMSBERRY

ACTION DATA/COMMENTS :

2002/02708

12.50.28

ORIGIN: CARAY - CONSUMER AFFATRS -~ REACQUIRED VEHICLES COMMUNIC
ATTON: MAIL

ACTION: BAV112 - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT

DOCUMENT : ANALYST: GGUTHERY OWENDOLY GUTHERY

ACTION DATA/COMMENTS:

2002/0Z/08

10.22.34
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CONSUMER. AFFAIRS 0§/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
T RAV IBSUE CASE NBR: 0
493760242
REGION: 44 PIT'TSBURGH ZONE: A2 OPENED: 0
1/25/2002
VIN: 1FMYUOL131KB41429 ENGINE: 1 VEH TYPE: T CLOSED: D
1/26/2002
" LaST NAME: STATUS: C
LOSED
TITLE: _ FIRST NavF: MI:
‘l" ADDRESS:
CITY: PITTSBURGH STATE: PA ZIP: ]
[ ]
HOME FHONE: [
MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X%4
MILEAGE: 11472
DEALER NBME: SHULTS FORD, INC. SALES CODE: TF44026 P& A: D
1762
REASON CODE: (528 RAV - BEPAIR NOT ACCEPTASLE TO CUSTOMER
SYMPTOMS : 607781 STALL/QUITS DECELERATTION COLD ENGINE
CRIGIN: CARAY - CONSUMER AFFAIRS - REACOUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RAV105 - CPEN CASE FOR GOODWILL REPLACEMENT - OWNED
DOCUMENT ; ANALYST: EHANSBER EYVETTE HAMNSBERRY
ACTION DATA/COMMENTS:
2002701725
09.38.28
ORIGIN: CARAYV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATL
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ACTTON RAY112 - REQORD CHECK ISSUANCE FOR GOODWILI, REPLACEMENT
DOCUMENT : ANALYST: NTHOMAlSE NADINE  THOMAS
ACTION DATA/COMMENTS :
2002701731
10.40.07
X CONSUMER. AFFAIRS 06/1B/2002 MMTAXPRG
BEGIMNING OF CONTACT
06/1B/2002 MASTER OWNER RELATIONS SYSTEM IXT
13.27.1348
e T T T T O N T SE TN TN EN TN TS Ty Rk DT
&4 -1 ]
RAV ISSUE CASE NBR: 0
493760242
REGION: 44 PITTSBUNRCH ZONE: AZ OPENED: 0
1/24/2002
VIN: 1FMYU04131¥KB4142% ENGINE: 1 VEH TYPE: T CLOSED: 0
1/2472002
rasT NavE: [ STATUS: C
ANCEL
TITLE: FIRST NAME: N MI:
ADDRESS ;
CITY: PITTSBURGH STATE: PA ZIP:
Fage 242




. djohnd3
—

HoME PHONE:

MODEL Y®AR: 2001 MODEL: RSCAPHE XLT 4%4

MILRAGE: 11472

DEALER NAME: BSHULTS FORD, INC. SALES CODE: F44026 P&A: O
1762

REASON CODE: 0532 RAV ~ UMARLE TC REPAIR {(SCRAP, DONATE ONLY)

SYMPTOMS : 607791 STALL/QUITS DECELERATION COLD ENGINE

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV10S - QPEN CASE FOR GOODWILI, REPLACEMENT - OWMED

DOCTMENT - ANATYST: EHAMNSEER EYVETTE HANSBERRY

ACTTION DATA/COMMENTS :

2002/01/24
13.42.56 ALL WRRRAWNTIES TO BE CANCELED VEHICLE TO BE SALVAGED.

ORIGIN: CARAYV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMINIC
ATION: MAIL

ACTION: RAV108 - CANCEL CASE FOR GOODWILL REFPLACEMENT

DOCUMENT : ANALYST: EHANSHER EYVETTE HANSEERRY

ACTION DATASCOMMENTS :

2002/01/25
09.36.12
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CONSUMER AFFAIRS 0671872002 MMFAXFRG
1
BEGINNING OF CONTACT
D6/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27 .38
e L e e . o e e e e L e T T T i e e ey e e L e e e e e e e i e e e e e e e e e e e e
RAV ISSUE CASE NER: 1
582650842
REGION: 44 PITTSBURGH ZONE: &2 QPENED: {
571372002 '
VIN: 1FMYUQ4101RFLI968 ENGQINE: 1 VEE TYPE: T CLOSED: ¢
5/13/2002
LAST NAME: I STATUS: C
LOSED
TITLE: _ rIreT NaME: MI: [
ADDRESS :
CITY: PITTSBURGH STATE : Pa ZIP: [ |
HOME PHONE:
MODEL YBAR: 2001 MODEL: ESCADE XIMT 434
MILEAGE: 14968
DEALER NAME: MO CRACKIN FORD EALES CODE: F44007 P&A: O
7459
REASON CODE: 0526 RAV - NUMBER OF REPAIR A'TTEMDTS
SYMPTOMS : 607791 STALLKQUITS DECELERATION COLD ENGINE
ORIGIN: CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RAV101 - OFEN CASE FOR GOODWILL REFUND - CWNED
DOCUMENT : ANALYST: LMCCOGGL LAREITA HCCOGGLE
ACTION DATA/COMMENTS :
2002705/13
17.01.01
ORIGIN: CARAV - CONSUMER AFFATRS - RERCQUIRED VEHICLES COMMUNIC
ATION: MATL
ACTTION: RAV111 - RECORD CHECK ISSUANCE FOR GOODWILL REFUND
DOCUMENT : ANALYST: EHANSBER EYVETTE HANSBERRY
ADTICN DATA/COMMENTS:
2602705717
0B.41.18
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CONSUMEER. AFFAIRS 06/18/2002 MMPAZPRG
1
BEGINNIKG OF CONTACT
0&/18/2002 MASTER CWNER RELATIONS SYSTEM III
13.27.38
s S e R RS S S e e PSS e
INFORMATION ISSUE CAEE NBR: 0
341100031
RRGION: 13 NEW YORK ZONE: 91 OFENED: 0
4/02/72002
VIN: 1PMYQO41]11KF17898  ENGIKE: 1 VEH TYPE: T CLOSED: D
4/02/2002
LasT Nave: N STATUS: C
LOSED
TITLE: _IRET NaME: I MI: [ ]
ADDRESE:
CITY: HEGTER TATE: NJ ZIP: Q
.
HOME PHONE: [
MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4
MILEAJE:
DEALER HAME: MAPLECREST FORD SALES CODE: F13434 P &a: 0
1765
REASON CODE: 3017 PROD/COMP DUR/PERF - FKNOWN/NO FIX AT PRESENT
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djohno3 :
UPLTICATED CONCERN, REPLACED PARTS ANYWAY, KNEW MAY NOT R

EPAI

R PROBLEM - {HECEKED QASIS, FOUND NOTHING — FSE HAS TA
KEEN
A LOOK AT VEH, MADE SUGRESTIONS FOR THE DLRSHE TO TRY BU
T AD
PARENTLY CONCERN IS STILL HAPPENING - ALREADY TRIED SSHM
154
34 (IN ECH NO FIZ SITE} - RECOMMENDED ANOTHER DLRSHP -
JPD
ATED CUST, NEED TP SPEAK TO SM, HNOT IN TODAY -~ WILL CAL
L CO
ST BACK TOMORROW AT 8:302M AT CELL: [ - AF"
ER §
PEAEING T SERVICE MAMAGER AT MENDHAM FORD AT SAM INFERE
NCE
CASE ID: 5401
CONSUMER AFRFAIRS 06/18/2002 MMFAXPRG
1
Qe/1R /2402 MASTEE CWHNER RELATIDONS SYSTEM T11
13.27.3E
TNFORMAETTON TISSUE CASE NBR: (
3412100031
EEGION: 13 HEW YORK ZONE: &1 QPEMELD: 0
470272002
YIN: IMMMYUQ4111XF1T7R98 ENGINE: 1 VEH TYPE: T CLOSED: 0
470372002
ORIGIN: CACMOZ - MANUAL - PEONE CSR COMMUNICATION: DHONE
ACTION: 214 - QUTEOUND CALL TO DEALER
DOCUMENT : ANALYST: JSHAPIRG JILLIAN SHAPIRC
ACTION DATA/COMMENTS:
2002704703
09.24.321 CUSTOMER SAYS: PER CUSTOMER, DEALFR SAYS: CAC AD
VISE
D: - DB TO MEMDHAM FORD TQ JESSIOA M. GRRIBALDI 4 2
TOME
B RELATICNS MAMACER PHONE: S0R.964.7700 OR - CARL CA
RIL.SE

N CUSTOMER SERVICE DIRECTOR PHONE: (973) 543-2531 - B
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POKRE
TO CARL WHO SAID CUST SHOULD GO BACK T SELLING DLRSHP
ORIGIN: CarM)2 - MANUAL - PHONE SR COMMUNICATION: FHONE
ACTION: 231 — QUTBOUND CALL TO FORD/MERCURY CUSTOMER
DOCUMENT : ANALYST: JSHAPIRO JILLIAN SHAPIRO
ACTION DATA/COMMENTS :
CUSTOMER SAYS: PER CUSTDOMER, DEALER SAYS: CAD AD
VISE ’
D: OBC TO CUST, CUST NOT BAPPY THAT CRC WILL NOT PAY FO
R VE
H TO BE SENT TO FULLERTON FORD VEH WAS TAKEN BY CUST TO
MER
DHAM FORD THIS MORNING - COST WANTS TD SPEAK TO SUPERVI
SOR,
WOULD LIXE SUP TO CALL HER BACK AT CELL PHONE HUMBER ikis
—
B - SUPERVISOR MATT 3088, CALLED CUST BACK ON CELL
PHO
NE - LEFT MESSAGE FOR CUST ON VOICE MATL ADVISING THAT
WE A
TTEMPTED TO CONTACT HER - AS CUST MAY STILL BE AT DLRHS
P, C
ALLED THERE TO SPEAK TO HER AT I - :SKED TO
JOF
OR CARL - 973-543-2531 SPOKE TQO DLR SERVICE DEPT: -CUS
T NO
T AT DLR; CUST UNREACHAHRLE; NEXT CSR CAM ADVICE: =DOLR H
A5 I
NSPECTED VEH AND WILL DRIVE IT AGAIN TO TRY TQ DUPLICATE
CoN
CERN, HOWEVER, DLR HAS EXHAUSTED ALL RESCURCES AND RECOM
MEND
5 THAT CUST BRING VEH TO SELLING DLR AS THIS DLR CAN NOT
SPE
ND MORE TIME LOOKING AT VEH WITHOUT BEING ABLE TO DUPLIC
ATE .
ANY CONCERN{S) AS DLE WILL HAVE TO FAY TECHNICIAW FOR TI
ME S
PENT LOORING AT VEH WHICH WILL NOT BE COVERED BY WARR IF
NC
PROBLEM IS FOUND (THIS WILL BE CUST EXPENSE)}. =DLR POSI
TICN :

: UNABLE TO DUPLICATE CONCERN.

—— s ma

ORIGIN:.~ CACMO2 - MANUAL - PHCONE CSR COMMUNICATION: PHOMNE
ACTION: 228 ~ SUPERVIESOR REFERBAL FOLLOW-OOP

DOCUMENT : ANATLYST: MEBRAHIM MOHAMED EERAHIM
ACTION DATA/COMMENTS:
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VAIL
. ABLE SITPERVISOR =====z=====
ORIGIN: CACMO2 - MANUAL - FHONE CSR COMMUNICATION: PHONE
ACTION: 228 - SUPERVISOR REFERRAL FOLLOW-UP
DOCUMENT = ANATYST: LOUPAGLITI LOUTISA PAGLIOCA
ACTION DATR/COMMENTS:
2002/04/04
12.55.08 CDSTOMER SARYS: ~ NONE PEHR CUSTOMER, DEALER SAYS: -
NONE
CAC ADVISED: - SUPERVISOR LOUISA 7814 -~ OBC TO CUST
N C
ELL I ~ND LFT A VOICE MSG - DBC TQO CUST AT
HOME
NUMBER. AMD LFT A VOICE MSG - WILL FOLLOW UF 04/05/02
CONSUMER AFFATRS 06/18/2002 MMFAXPRG
1
BEGTNNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
p—tem Bt el ek e f e e e st et s et
T INFORMATION TSSOE CASE NBR: 0
349320562
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REGION; 44 PITTSBURGH ZONE: A3 OFENED: 0
2/25/2002

VIN: 1FMYUQ4121FR63745 EHGINE: 1 YEH TYPE: T CLOSED: Q
272572002

LasT NaME: N STATUS: C
LOSED

TITLE: _ FIRST NAME: I MI: [

ADDRESS:

CITY: BROWNSVILLE STATE: PA 2IP: [
[

HOME PHCNE:

MODEL YEAR: 2001 MODEL: ESCAPE XIT 4X4

MILEAIR: 9000
: EEALER N2ME: SUPERICR FORD SALES CODE: F4d4508 P& A: O

1

REASON CODE: _3['.'25 PROD/COMP DUR/PERF - VEHICLE QUALITY

SYMPTOME : 607792 STALL/QUITS DECELERATION HOT ENGINE

ORIGIN: CAQIZE - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTION: 502 - CB-ADVTISE CUST DECISTON STILL UNDER REVIEW:; CONT
ACT CRM

DOCUMENT : ANALYST: ELEECAMP ELAINE LEE- CAMPBELL

ACTION DATA/COMMENTS :

2002/02/25
16.14.44 CUSTOMER SAYS: SHE IB VERY DISSATISFIED WITH THE SERVI
CE &
HE IS5 RECEIVING. VEHICLE IE EAVING ENGINE CONCERN. THE C

RCE ENGINE LIGHT CAME ON AND IT STALLED IN DPECELERATION. VE
R E WAS TAKEN TO DEALER 23 DAYS WAITING ON A NEW ENGINE.

= R CUSTOMER, DEALER SAYS: DEALER IS5 WAITING ON A NEW EN
SN CAC ADVISED: - ADVISE PER DEALERSHIP CONVERSATION
"5 ITUATION I5 STILL TUNDER REVIEW - REQUESTED CURM/GERY MER
con TACT CUSTOMER WITHIN 2 BUSINESS DAYS ****QBC TO DEALE
" SF OFKE TQ SERVICE MANAGER STANLEY WHO STATED ENGINE WAS
ORDE RED ON FEB 4. HE HAS CONTRCTED THE BOSS FOR THE BEGION
:LII: EF ON FEB 23. HE IS WAITING TO SEE WHAT WILL BE DONE FO

E CUSTOMER, INFERENCE CASE ID: 1545
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CONSUMER AFFAIRS

1

BEQINNTKG COF CONTACT

DEATLFR NAME:

7839

REASON CODE:

SYMPTOMS ;

VALLEY ISLE MOTORE GSALES CODE:

2605 OAC - OTHER CONCEERN/INCQULIRY
607732 STALL/QUITS DECELERATION HOT ENGINE

djohnd3

06/1B/2002

MMFAXPRG

F72444

06/18/2002 MASTER OWNEFR RELATIONS SYSTEM IIT
13.27.38
THFORMATION ISSUE CASE NBE: O

63659423111

REGION: 72 SAN FRANCISC ZONE: A2 OPEMED: 0O
9/12/3Q001

VIN: 1FMyUQ41]11KF57088 ENGINE: 1 VEH TYPE: T CLOSED: O
8571272001

LAST NAME: I ETATUS: ¢
LOSED

TITLE: _ FIRST MAME: il MI:

ADDRESS

CITY: HATXI] STATE; HI ZID: |
[ ]

HOME PHOME:

MODEL YREAR: 2001 MODEL: ESCAPE XLT 4Xd4

MILEAGE: 2500

PE A D
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INFORMATION ISSUE CASE NBR: 1
417011642

REGION: 21 ATLANTA ZONE: Bl OPENED: §
6§/13/2002

VIN: 1FMYU03121KF44431 ENGINE: 1 VEH TYPE: T CLOSED: 0
6/13/2002

LAST NAME: T STATUS: €
LOSED

TITLE: N rirsT NavE: [ B

ADDRESS L

cImY; - MARIETTA STATE : GA 21: M
]

HOME PHONE I

MODEL YEAR 2001 MODEL : ESCAPE XLT 4X2

MILEAGE: 30000

DEALFR NAMP: FPAMTLY FORD INC SALES CODE: F21578 P&A: O

3025 PROD/COMP DUR/PERF — VEHICLE QUALTTY

SYMPTOMS : 607792 STALL/QUITS DECELERATICON HOT ENGINE
"Biiaiﬁ? CACIZ8 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - AINISE INFO WILL BE SENT TC DLR; CONTACT CRM
DOCUMENT : ANALYST: AFATRCLO ANGRENE FAIRCLOUGH
ACTION DATA/COMMENTS:
2002/06/13
11.33.37 CUSBTOMER SAYS: ]]]1CX STATED THAT SHE WAS DRIVING DOWN
A LL, SHE ON THE BRAKES aND THE VEH QUIT. ]]]¢X STATED SHE
o LED OFF TO THE RIGHT AND STARTED THE VEH RND IT RUN FIN
" CX STATED THAT SHE JUST TO WANTED TO LET FORD KNOWN WHAT
AR PEN. PER CUSTOMER, DEALER SAYS: NONE CAC ADVISED: -
" RECOMMEND) THE REPAIR BE PERFDRMED EY A FORD/LM DEALERSHI
FoT INFORMATION WILL BE SENT TO DLR, CUSTOMER SHOULD CONTAC
TR M/SERV MGR ADVISED CX THE ABCVE. KIM LEGGETT GE
TERR I: MANAGER / CUSTOMER RELATICNS MANAGER PHONE: 770-4
15-8 891 INFERENCE CASE ID: 4591
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CONSUMER AFFAIRS 06/18/2002 MMFAAPRG
1

BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATICNS SYSTEM IIT
13.27.38

= ——

INFORMATION ISSUE CASE NER: 1
520793451
REQION: 71 CALIFCRNIA ZONE: C4 OPENED: 1
2/11/2001
VIN: 1FMYUC3I10LRKCE2808 ENGINE: 1 VEH TYPE: T CLOSED: 1
2/11/2001

LAST NAME: lIIIIIIIII "’ STATUS: C
LOSED

TITLE: [ FIRST NAME: RN MI:

ADDRESS : [ e T :

CITY - LOS ANGELES STATE: CA zIr: N
i

HOME PHCNE: [N

MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X2

MILEAGE: BAB

DEALER NAME: BEVERLY HILLS FORD SALES CODE: F71024 P&LA: O
2557

REASON CODE: 0424 DEALERSHIP - UNABLE TO DUPLICATE CONCERN

SYMPTOMS - 607792 STALL/QUITS DECELERATION HOT ENGINE
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06§/18/2002 MASTER OWNER RELATIONS SYSTEM IrIl
13.27.38
, B T e e e et e =S = -
CONCERN ISSUE CASE NBR: 1
570370702
REGION: 15 PHILADELPHIA  20NE: Al OPENED: 0
4/01/2002 '
VIN: 1FMYUO41X1KD32027  ENGINE: 1 VEH TYPE: T CLOSED: O
4/01/2002
rastT NavE: [ STATUS: C
LOSED
TITLE: - FIRST NamE: [ MI; N
ADDREGS
CITY: NORRISTOWN STATE: FA 2IP: R
I
HoME PHONE: [
MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X4
MILEAGE: 14000
DEALER NAME: FRED BRANS FORD LIN SALES CODE: F16410 PEA O
1203
REASON CODE: 1140 AWA - WITHIN CRITERIA, REQUESTING AWA
SYMPTOMS : 507792 STALL/QULTS DECELERATION HOT ENGINE
ORIGIN: CACI38 -~ US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 713 - ADVISE CUSTOMER OF DEALER'S RESPONSE
DOCUMENT : ANALYST: ZKHAN ZUBAIR KHAN
ACTION DATA/COMMENTS :
2002/04/01
16.05.33 VLCO78UCUSTOMER SAYS: VEH BEEN TQO THE DLR FEW TIMES FO
R TH
E STALLING FROBLEM AND I BEEN TOLD BY THE SRV/MGR THAT T
HERE
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. CONSUMER AFFAIRE 06/18/3002 MMFAXPRG
1
BEGINNING OF CONTACT
D&/18/2002 MASTER OWNER RELATIONS SYSTEM IIT
13.27.38

REGICN ISSUE CASE NBER: 0O

567500142

- REGION: 13 NEW YORK ZONE: Al CPENED: 0
4/30/2002

VIN: 1FMCUDA161KEYRTO4  ENGINE: 1 VEH TYPE: T CLOSED: 0
4/30/2002

o o e o o o B o L . B L L B e e e e B i B e e e R e e e e e e e e e T S e
TS

LAST NAME: I STATUS: C
LOSED

TITLE: - FIRsT NavE: [ »::

ADDRESS: ]

CITY: PORT WASHINGTON STATE: NY zIr: R
[

HOME PHONE:

MODEL YRAR: 2001 MODEL: ESCAPE XIMT 4X%4
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1/04/2002

VIN: 1FMYU0O41X1KA74828 ENGINE: 1 VEE TYPE: T CLOSED: 0
1/04/2002

B | S et e bttt} it o]t} sfmfrt g | Fmoter gt bt

LAST NAME: I STATUS: C
LOSED

TITLE: — rIrsT NaveE: [

ADDRESS : ]

CITY: HATKU STATE: HI 2IP: ]

HOME PHONE: HE

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4

MILERGE: 1442

DEALER NAME: VALLEY ISLE MOTORS SALES CODE: F72444 P &EA: D
7835

REASON CODE: 0532 RAV - UNABLE TO REPAIR (SCRAP, DONATE ONLY)

SYMPTOMS : 607722 STALL/QUITS DECELERATION HOT ENGINE

ORIGIN: CARAY - CONSUMER AFFATRS - REACQUIRED VEHICLES COMMONIC
ATION: MAIL

ACTION: RAV101l - OPEN CASE FOR GOODWILL REFUND - OWNED

DOCUMENT : ANALYST: J-PADIER JUSTINCO PADIERNOS

ACTION DATA/COMMENTS:

2002/01/04

09.52,34 VEHICLE DONATED. ALL WARRANTIES CANCELLED.

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATL

ACTION: RAV111 - RECORD CHECK ISSUANCE FOR GOODWILL REFUND

DOCUMENT : ANALYST: 2248JY JOR YAMIN

ACTION DATA/CCMMENTS:

2002/01/23

15.53.09

ORIGIN: CARAV - CONSUMER AFFAIRS -~ REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

BCTION: RAV002 - RECORD DISFOSAL OF VEHICLE FOR DONATION

DOCUMENT : ANALYST: BGWIZDZ1 BRIAN GWIZDZ

ACTION DATA/COMMENTS:

2002703707 :
09.11.08 THE CONTROLLERS OFFICE AFPROVED THIS VEHICLE FOR DONATIO

AND THE PAPERWORK WAS SENT TO CORFCRATE CONTRIBUTIONS FO
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FINAL APPROVAL. ALL WARRANTIES EAVE BEEN CANCELLED.

CONSUMER AFFAIRS 0e/le/s2002 MMFAXPRG
1
BEGINNING OF CONTACT :
06/18/20032 MASTER OWNER RELATIONS SYSTEM LII
13.27.38
INFORMATION ISSUE CASE NBR: 0
288400293
REGTON; 21 ATLANTA ZONE: C1 OPENED: 0
2/08/2002
VIN: 1FMYU031X1KB520l]1  ENGINE: 1 VEH TYPE: T CLOSED: 0
270873002
~ LAST NAME I STATUS: C
LOSED
TITLE: [ FIRST NAME: _ MI: L
ADDRRSS: |
CITY: DECATUR STATE : GA 2IP:
L
HOME PHONE: [
MODEL YEAR: 2001 MOTIEL ; ESCAPE XLT 4X2
MILEAGE : 1a000
DEALER NAME: TEAM FORD SALES CODE: F21003 P&a: 0O
0482
REASCON CODE: 3004 PROD/COMP DUR/PERF - VEHICLE CHARACTERTSTIC
SYMPTOMS : 607793 STALL/QUITS DECELERATICON ALL ENGINE TEMP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 524 - SUPPORT DEALER’S POSITION
DOCUMENT : ANALYST: MGRECH MATTHEW GRECH

ACTION DATA/COMMENTS:
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. ECT VEH WITH ADDITIONAL INFO PROVIDED. -~ THE DEALBRSHIP
HAS :
REPAIRED YOUR VEEICLE WITHIN SPECIFICATIONS. =ADVISED
CUST
TF VEH EXEIBITS ANY PROBLEM CUST CAN CONTACT CRC OR DLR
WHO
ARE BOTE WILLING TO ASSIST CUST ANY WAY POSSIBLE. - TH
ANK
CUSTOMER FOR PROVIDING THEIR FEEDBACK INFERENCE CASE ID:
53 -
96
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/1B/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NBR: 0
354141052
REGION: 10 SDR ZONE: X1 OPENED: 0
471572002
VIN: 1FMYUO4131KB23450 [ENGINE: 1 VEH TYPB: T CLOSED: 0
471572002
rasT navE: TN STATUS: O
LOSED
TITLE: _ rrraT NaME: [ MI:
ADDRESS:
CITY: PHELES STATE: KY ZIF: BN
I
HOME FHONE: N
MODEL YEAR: 200 MODEL : ESCAPE XLT 4X4
MILEACE: 22000
DEALER NAME: MOORE FORD LINCOLN SALES CODE; FA7591 PEA: O
2101
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS ; 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BE SENT TC DLR; CONTACT CRM
DOCUMENT : ANALYST: SPIGEAU SHIELA PIGEAU
ACTION DATA/COMMENTS :
2002/04/15
09.49.33 CUSTOMER SAYS: -VEH HAS STALLED 3 TIMES -CUST DAUGHTE
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BEGINNING OF CONTACT
. 06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
g St 3 ettt et =+
: INFORMATION ISSUE CASE NBR: O
397760831
REGION: 23 MEMFHIS ZONE: Bl OPENED: 1
0/18/2001
VIN: 1FMYUO4131KPFB7273 ENGING: 1 VEH TYPE: T CLOSED: 1
0/18/2001
o I o s o o [ o Tk o i o iy 0 o e i e T L L e o T . e T T e e o o e o e o o e o e o e o e T . e e T o . e s e o
LAST NAMS: I STATUS: C
LOSED f
TITLE: [ ] FIRST NaMr: N MI: [
ADDRESE ; [ ]
CITY: BROWNSVILLE STATE : XY ZTP: [
i
HCOME PHONE: IS
MCDEL YEAR: 2001 MODEL: ESCAPE XLT 4xd
MILEAQGE: 20000 .
DEALER NAME: GREENWCOD FORD SALES CODE: F23052 P& A: O
5672
REASON CODE: 2354 DSB - APPLICATION REQUEST
SYMPTOMS - 607793 STALL/OUITS DECELERATICN ALL ENGINE TEMP
. ORIGIN: CACT3I8 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 57 - ADVISE CUST INFO HAS BEEN DOCUMENTED AND DSE APP
IS BEING SENT
DOCUMENT : ANALYST: KALLEN1 KEIRON ALLEN
ACTION DATA/COMMENTS:
2001510718
18.13.09 CUSTOMER SAYS: -CUST SAYS THAT DLRSHP TOLD HER TO CALL
THE . .
CRC AND ASK FOR AN ARBITRATION PACKAGE -VEH DIES ON CU
ST
-GOING THROUGH RED LIGHT AND VEH DIES -CUST LOVES VEH B
UT A
FRAID TC DRIVE -FAST OR SLOW - VEH DIES ANY TIME -DLRS
HP &
AYS THEY CANNOT DUPLICATE CONCERN -CUST IS CONCERNMED FO
R HE
R SAFETY AND THAT OF THE PASSENGERS TN THE VEH -CUST SA
Y5 F
ORD IS GREAT AND WILL PROBABLY BUY ANOTHER FORD- SHE JUS
T DO
ES NOT FEEL SAFE IN THIS ONE PER CUSTOMER, DEALER SAY
5
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-CANNOT DUPLICATE THE CONCERWN CAC ADVISED: - WE HAVE

o -
MENTED YOUR CONCERN AND WILL FORWARD YQU A DSB (DISPUTE

SETT
LEMENT BOARD) APPLICATION ===== -ADVIEED CUST OF ABOVE

I

NFERENCE CASE ID: 4735

. CONSUMER AFFAIRS 06/18/2002 MMFAXPRG

1

BEGINNING OF CONTALT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38

INFORMATION ISSUE CASE NER: 0

404780792

REGION: 53 KANSAS CITY  ZONE: A2 OPENED:
4/02/2002

VIN: I1FMCUO4171EC55010 ENGINE: 1~ VEH TYPE: T CLOSED: 0
4/02/2002

LAST NAME I STATUS: C
LOSED

TITLE: I FIRST NAME: EEEEMESSSS  MI: B

ADDRESS I

CITY: KANSAS CITY STATE: MO ziz: W
I

HoME PHONE: [N

Paga 270

o e s







djohnd3

1
BEGINNING OF CONTACT
0&6/1B/2002 MASTER OWNBR RELATIONS SYSTEM I1I
13.27.38
INFORMATICN IBSUE CASE NER: 0
430003211
REGICN: 16 PHILADELPHIA Z0NE: Bl OPENMED: 1
2/28/2001
VIN: I1FMCUQ4101KC5E7083  ENGINE: 1 VEH TYPE: T CLOSED: 1
272872001
LAST NAME: N ' STATUS: C
LOSED
TITLE: h FIRST NAME: [ MI: [ |
ADDRESS :
CITY: KING OF PRUESIA STATE : PA ZIP: |
[ ]
poMme pHONE: N
MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X4
MILEAGE : 1280
DEALFR NAME: FORD OF THE MAIN LI SALES CODE: F16030 PEA: D
3067
REASON CODE: 2605 OAC - QTHER CONCERN/INQUIRY
SYMPTOMS : 607792 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CAMA - MAREKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: OAC102 - OPEN ISSUE FDR OWNER APPRECIATION CERTIFICATE TO
DEALER
DOCUMENT ANALYST: CEKEITHS CHRTSTIN KEITH
ACTION DATA/COMMENTS :
2001/12/28
10,.51.52 CRRTIFICATE AMIUNT 3000
RITA MURPHY, CSM, PHILADELPHIA
ATTN: PBENAN CAMILLO
ORIGIN: CAMA - MAREKETING ASS50CIATES COMMONICATION: MATL
ACTION: QACCO03 - SUBMIT CAC TO ALTERNATIVE HAME
DOCUMENT : ANALYST: CKEITHS CHRISTIN KEITH
ACTION DATA/COMMENTS :
10.52.59 CUSTOMER NAME AMY REATING F1
SHER
ADDRESS 500 BRITTON DR
IVE
Page 272
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. CITY KING OF PRUSSI
A .
STATE FA
ZIP _ 194086
ORIGIN: CAMA - MARFKETING ASSOCIATES COMMONICATION: MAIL
ACTION: DAC103 - CLOSE ISSUE FOR OWNER APPRECIATION CERTFICATE -
REDEEMED
DOCUMENT : AMALYST: CKEITHS CHRISTIN KEITH
ACTION DATA/COMMENTS:
2002/01/08
15.40.47 REDEEMED DATE 12-17-2001
REPLACEMENT VIN 27846701
CONSUMER AFFATHS 06/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NBR: O
434202071
REGION: 27 WASHINGTON ZONE: Al QFENED: 0
$/14/2001
VIN: 1FMCUD4191KB41722 ENGINE: 1 VEH TYFE: T CLOSED: 0
$/14/72001
rast nane: [N STATUS: C
LOSED
TITLE: _FIRST vaMme: MI: [
ADDRESS =
CITY: FAIRFAX STATE : VA ZIP: [
[
HoME puorE:
MODEL YEAR: 2001 MODEL ; ESCAPE RLT 4xd
MILEAGE: 3150
DEALER NAME; TED BRITT FORD SALE SALES CODE: F27042 P&A: O
Page 273
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CONSUMER AFFAIRS 06/1B/2002 MMFAXPRG
1 '
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
12.27.38
INFORMATION ISSUE CASE NBR: 0
438560781
REGION: 23 MEMPHIS ZONE: C1 QPENED: O
g/28/2001
VIN: 1FMYUD3161KF09585 ENGINE: 1 VEH TYPE: T CLOSED: ©
8/28/2001
asT ¥2ME: [ STATUS: C
LOSED
PITLE : . FIRST NAME: MI:
ADDRESS I —
CITY: HARVEY STATE: LA zIP:
I
HOME PHONE |
MODEL YEAR: 2001 MODEL: ESCADE XLT 4X2
MILEAGE: 6527
DEALER NAME: ADVANTAGE FORD SALES CODE: F23027 PkA: O
6440
REASON CODE: 2605 OAC - OTHER CONCERN/INQUIRY
SYMPTOMS : £07793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CAMAR - MARKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: CAC102 - OPEN ISSUE FOR CWNER APPRECIATION CERTIFICATE TO
DEALER
DOCTIMENT: ANALYST: CKEITHS CHRISTIN REITH
ACTICN DATA/COMMENTS:
2001/08/28
16.03.32 CERTIFICATE AMOUNT 3000

XEN CAMPBELL, C3SM, MEMPHIS
ATTN: STEVE MARQUEZ
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ORIGIN: CaAMA - MARKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: OACUD3 - SUBMIT OAC TO ALTERNATIVE NAME
DOCUMENT : ANALYST: CKEITHS CHRISTIN KEITH
ACTION DATA/CCMMENTS:
2001/0B/29
10.15.49 CUSTOMER NEME ]
R
ALDRESS ]
TREET
CITY HARVEY
STATE L,
ZIP I
ORIGIN: CAMA - MARKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: 0AC103 - CLOSE ISSUE FOR OWNER APPRECIATION CERTFICATE -
REDEEMED
DOCUMENT : ANALYST: CKEITHS CHRISTIN EEITH
ACTTON DATA/COMMENTS :
2001/09/24
16.05.31 REDEEMED DATE 05-33-20D01
REPLACEMENT VIN 2Ua21473
CONSUMER AFFATRS 06/18/2002 MMFAXPREG
1
BEGINNING OF CONTACT :
06/18/2002 MASTER OWNER RELATIONS SYSTEM ITI
13.27.38
INFORMATION ISSUE CRSE NBR: O
449300982
REGICN: 13 NEW YORK ZONE: HL OPENED: 0
470872002
VIN: 1FMYUQ4171KB24052 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/08/2002
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LAST NAME: [ ] STATUS: C
LOSED
e, I T —
ANDRESS:
OITY: MONTROSE STATE: NY zir: HH
[
goME PHONE:
MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4
MILEAGE: 22000
DEALER NAME: PLEASANTYVILLE FORD SALES CODE: F13117 P&A: O
i
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTCMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACTAS - US CONCERN CQASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BPE SENT TO DLR; CONTACT CRM
DOCUMENT AMALYST: PDIMITRO PEPPI DIMITROPOULOS
ACTTION DATA/COMMENTS:
2002/04/08
12.22.26 CUSTOMER SAYS: =CUST HAS HAD NUMFEROUS CONCERNS WITH TH
E VE
H =00ST SAYS THAT SHE HAS 2 CONCERNS WITH THE VEH =BAC
K BU
MPER NEEDS TC BE REPAINTED AND REPAIRED =CUST HAD TO WA
IT F
OR THE DLESHP TO ORDER A BUMPER COVER =CUST WAS NOT PRO
VIDE
D WITH A LCANER VEH =CUST WAITED 6 WEEKS FOR THE PART T
C AR
RIVE =RIMPER COVER ISSUE HAS GONE ON FOR OVER A YEAR AN
D FI
NALLY NEW BUMPER COVER WAS INSTALLED IN MARCH - 11 MORTH
S AF
TER VEH WAS PURCHASED =CUST SAYS THAT THE DLRSHP REC'L
THE
CORRECT BUMPER BUT WHEN THEY CUT OUT THE HOLE FOR THE HI
TCH
THEY CUT IT JAGGED, UN-NEAT AND CROCEED - CUST VERY UNHA
PPY
WITH THE WORXKMANSHIP OF THE DLRSHP =VEH BATTERY LIGHT C
ONST
ANTLY COMES ON AND STALLS WHEN GOING DOWNHILL, OR WHEN FO
OT I
5 ON THE BRAKE =DLRSHP UNABLE T REPAIR VEH AND ADV HER
THA
m IF SHE BREARS DOWN ON THE ROAD TO CALL ROADSIDE ASSIST
ANCE
=(TIST SAYS THAT THE DLRSHP REC'D TEE COREECT BUMPER BU
T WH
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EN THEY CUT OUT THE HOLE FOR THE HITCH THEY COUT IT JAGGE

D, U
N-NEAT AND CROOKED -~ CUST VERY UMHAPPY WITH THE WORKMANS
HIP
OF THE DLRSHP PER CUSTOMER, DEALER SAYS: =PLEASANTY
ILLE
FORD 47 PLEASANTVILLE ROAD PLEASANTVILLE, NY 10570
TEL
{914) 765-1300 CUST SPOKE T CHERYL BARELLI (OBENERAL M
NGR)
CAC ADVISED: - WE RECOMMEND THE REPAIR BE PERFORMED
BY A
FORD/LM DEALERSHIP - INFORMATION WILL BE SENT TO DLR,
cuzT
(MER SHOULD CONTACT CRM/SERV MGR =ADV CUST THAT WE DO S
UDDO
RT OUR DLRSHP DIOGNOSIS BECAUSE THEY ARE FACTORY TRAINED
AND
QUALIFIED =ADV CUST THAT I WILL FOLLOW UF WITH HER
TOMO
RROW MORNING TO FIND OUT IF THE DLRSHP HAS PROVIDED HER
WITH
A LOANER VEH =roLLOoWw UP WITH cusT ¢ NN
ADP
ROX. 11-12 A.M. INPERENCE CASE ID: 4531
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
0671872002 MASTER OWNER RELATIONS SYSTEM XII
13.27.38
e+ 3+ + + -+~ -+ - -+ - - - et b b e e R R T T T T
TNFORMATION ISSUE CASE NBER: 0
44%300987%
REGION: 13 NEW YORK ZONE: H1 OPENED: 0
4/08/2002
VIN: 1FMYUQ4171KB24052 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/0872002
ORIGIN: CACMQZ - MANUAL - PHONE CSR COMMUNICATION: PHONE
ACTION : 23] - QUTBOUMND CALL T0 FORD/MERCURY CUSTOMER
DOCUMENT : ANALYST: PDIMITRO PEPPI DIMITROPCULOS
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. ACTION DATA/COMMENTS:

2002/04/09
11.48.53 CUSTOMER SAYS: PER CUSTOMER, DEALER BAYS: CAC AD
VISE
D: ====0BC TO CUST===== <=REC'D ANSWERING MACHINE =LEF
T ME

SSAGE THAT I WILL FOLLOW UP AT APPROX. 2:00 FM

ORIGIN: CACMO2 - MANUAL - FHONE CSR COMMUNICATION: PHONE
ACTION: 231 - CUTBOUND CALL TO FORD/MERCURY CUSTOMER
DOCUMENT : ANALYST: PDIMITRCG PEPPI DIMITROPOULOS
ACTION DATA/COMMENTE:
13.27%7.57 CUSTOMER SAYS: PER CUSTOMER, DEALER SAYS: =PLEASAN
T™VIL
LE FORD 47 PELEASANTVILLE ROAD: PLEASANTVILLE, NY 10570
TE
L: ([914) 769-1800 C{CAC ADVISED: =====0BC TO CUSTOMER===
=CUST SAYS THAT SHE HAD SUCH A HARD TIME TRYING TO SPEAK
TOQ
BECMEONE AT THE DLRSHE AND FINALLY SPOKE TC THE RENTAL CA
R MA
NAGER =CUST WAS ADV BY JOE ANGIE (RENTAL. MANAGER) THAT
HE W
. ILL PROVIDE HER WITH A LOANER VEH ON THURSDAY FOR 1 DAY
¥
¥ CUST THAT I WILL FOLLOW UP ON FRIDAY TO DISCUSE THE O
UTCco
ME OF THE REPAIR AND IF CDST NEEDS ADDITIONAL DAYS FOR A
REN
TAL VEH AT THAT TIME WHTCH WE WILL REVIEW CUST TO BE
coNT
acrep AT: [
ORTGIN: CACM0Z - MANUAL - PHONE TSR COMMUNICATICN: PHONE
ACTION: 214 - QUTBROUND CALL TQO DEALER
DOCUMENT : ANALYST: PDIMITRO FPEFF1 DIMITROPOULOS
ACTION DATA/COMMENTS:
2002704712
14.30.28 CUSTCMER SAYS: =ANSERING MACHINE FPER CUSTOMER, DEALER
SaY
8: =PLEASANTVILLE FCRD 47 PLEASANTVILLE ROAD PLEASAN
TVIL
LE, NY 10570 TEL: (%214) 769-1800 CAC ADVIBED; ======
OBC
TQ DLREHP====== =BPQKE TC RICEARD S/A WHC ADV ME THAT T
Page 279
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HERE
ARE SPECIAL ORDER PARTS ON THE VEE AND THE CUST HAS THE
VEH
=VEH STALLS APPROX. EVERY 2 WEEKS =CONCERN CANNOT BE
DUPL
ICATED =CUST WILL BE CALLED ONCE THE SPECIAL ORDER PAR
T8 A
RRIVE AT THE DLRSHF =CUST DOES NOT NEED A RENTAT, VEH AT
THI
5 TIME ====QBRC TO CUSTOMER===== GUST T BE CONTACTED
AT
I -: -r: FREVIOUS DOCUMENTATION REC'D ANSWE
RING
MACHINE LEFT MESSGAE THAT I HAVE FOLLOWED UP WITH THE
DLRS
HP AND THAT THEY WILL BE CONTACTED HER ONCE TEE SPECIAL
ORDE
R PARTS ARRIVE =CJST DOES NOT NEED A RENTAL VEH AT
THIS
TIME =CUST HAS HER OWN VEH AS PER RICHARD S/A AT DLRSH
P =
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
0&6/1B/2002 MASTER OWHER RELATIONS SYSTEM IXI
13.27.38
INFORMATION 1SSUE CASE NBR: 0
449300982
REGION: 13 NEW YORK ZONE: H1 OPENED: 0
470872002
VIN: 1FMYDQ4171KB24052 ENGINE: 1 VEH TYPE: T CLOSED: O
471272002
2002/04/12

14.30.28 ADV CUST THAT SHE MAY CALL US BACK IN THE PUTURE IF SHE

WOUL
D LIKE US T REVIEW HER CONCERNS IF THEY ARE NOT RESCLVE

D AF
TER THIES REPAIR
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272572002
. VIN: I1FMYUQ4131KC3B571  ENGINE: 1 VEH TYPE: T CLOSED: O
2/25/2002
LAST NAME: I STATUS: C
LOSED
TITLE: mln FIRST NaME: [N MT: [
ADDRESS: |
CITY : NEWBURY ETATE : OH Z2IP: [
]
HOME PHONE:
MODEL YEAR: 2001 MDDEL ¢ ESCAPE XLT 4X4
MILERGE: 10504
DEALER MAME: CLASSIC FORD SALES CODE: F44128 P& A: D
2917
REASON CQDE: 2605 OAC - OTHER CONCERN/INQUIRY
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CAMA - MARKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: OAC102 - OPEN ISSUE FOR OWNER APPRECIATION CERTIFICATE TO
DEALER
DOCUMENT : ANALYST: CKEITES CHRISTIN KEITH

ACTION DATA/COMMENTS:

2002/02/25
13.16.38 HARLYMN GOCLSBY, CSM, PITTSBURGH
ATTN: DON ROSE

T 4 T T W M R ET EE W M 7Y M S R R R R R M M W W M M R N N M M M R M M R T A —w e

ORIGIN: CAMA - MARRETING ASSOCIATES COMMUMICATICHN: MAIL
ACTION: 0aACl03 - CLOSE ISSUE FOR OWNER APPRECIATION CERTFICATE -

REDEEMED
DOCUMENT : ANALYST: CKEITHS CHRISTIN EEITH
ADTTON DATA/COMMENTS:

2002/03/04
14.40.159

ERD2-0ZT-A 9118
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CONSUMFR AFFAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38

= e = e e S PR e S S P S D TS e~ e SR

INFORMATION ISSUE CASE NBR: O

E18100021

REGION: 52 SOUTEWEST ZONE: El QPENED: 0
3/16/2002

VIN: 1FMYUG3171KF62183  ENGINE: 1 VEH TYPE: T CLOSED: 0
3/16/2002

LAST NAME:; ] STATUS: C
LOSED

PITLE: [ FIRST NaME: MI: [ |

LDDRESS: |

CITY: SAN ANTONIO STATE: TX 2IP: B

aoME pHONE: [

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X2

MILEAGE: 23432

DEALER NAME: BLUEBONNET MOTORS, BSALES CODE: FE27E2 P&A: O
4570

REASON CODE: 0424 DEALERSHIP -~ UNABLE TO DUPLICATE CONCERN

SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP

- .-

CRIGIN: CACI3E -~ US CONCERN CASE BASE CCOMMUNICATION: PHONE

ACTION: 413 - DEALER CAN'T RESQOLVE CONCFERN IF THEY CAN'T DUPLIL
CATE THE CONCERN
DOCUMENT: ANALYST: APEARCE ARLENE PEARCE-ELLIOTT
ACTION DATA/COMMENTS:
2002/03/16
12.49.51 CUSTOMER SAYS: ~-CUST SAYS THAT EE IS5 CALLING BECAOSE H
I8 vV
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CONSUMER AFPAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM II1X
13.27.38

o LN L . S ——— S — T —— iy Ao i fif e SLN SN LN S S S S S S S S ——— i " — —— ————— -

INFORMATION ISSUE CASE NBR: 0
573980361

REGION: 58 TWIN CITIES ZONE: Al QPENED: Q
2/05/2001

VIN: 1FMYU04171KD93759 ENGINE: 1 VEH TYPE: T CLOSED: 0
2/05/72001

N N T T T T T o el e ———————————————

LAST NAME: STATUS: C

TITLE: - FIRSTNAME: I e

: I
CITY: BLOOMINGTON STRTE: MN zir: R

HOME PHONE:

MCDEL YEAR: MODEL : ESCAPE XLT 4X4

MILEAGE ; 1609

DEALER NAME: MORRIE'S MINNETOMEKL SALES CODE: FSHO1S8 P& A: D
3gol

REASON CODE: 2605 GAC - OTHER CONCERN/INQUIERY

SYMPTOMS - B07793 STALL/QUITS DECELERATION ALL ENGINE TEMP

————————— ———— T —— e rab —— M L L M S L S S R R S wr m e i i S S ———

ORTIGIN: CAMA ~ MAREETING ASSOCIATES COMMUNICATION: MAIL
ACTION: OAC102 - OPEN ISSUE FOR OWNER APFRECIATION CERTIFICATE TO
DEALER

DOCUMENT : ANATLYET: SMILLEGB SUSAN MILLER

ACTICN DATA/COMMENTS:

2001/02/05

15.56.28 TODD SEAGREN CSM TWIN CITIES
ATTEN AARON VELICEK

ORIGIN: DEALER - DEALER COMMUNICATION: MAIL
ACTION: DACQSZ - CUST. SAT. REST. TOOL UTILIZED - OAC OFFERED AND
ACCEPTED
DOCUMENT: ANALYST: F58018 BOB RY2AN MOTORS INC
Lage 285
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ACTICN DATA/COMMENTS :

2001/02/07
09.25.3%
CEM OFFERED TRADE ASSISTANCE, CUSTCMER IS NOW IN A NEW
VEHI
CLE
ORIGIN: CAMA - MAHKETING ASSOCIATES COMMUNICATION: MAIL
ACTION: OAC103 - CLOSE ISSUE FOR OWNER AFPRECIATICN CERTFICATE -
REDEEMED
DOCUMENT 1 ANALYST: SMILLEGE SUSAN MILLER
ACTION DATA/COMMENTE :
2001/03/713
17.35.25
CONSUMER AFFATRS 06/18/72002 MMFAXPREG
1
BEGINNING OF CONTACT
06/18/2002 MASTER CWNER RELATIONS SYSTEM IIT
13.27.38

i —— ——————— T————————— — — ———— ——————— i —— ———— —— f————— T— ————— ——— —— -y " ——— i by ——

INFORMATION ISSUE CASE NBR: 0
BE80283371
REGION: 47 CINCINNATI ZONE: E1 OFENED: 1
2/03/2001
VIN: 1FMYU03121KF20259 ENGINE: 1 VEH TYPE: T CLOSED: 1
2/03/2001
LAST NAME ] STATUS: C
LOSED
TITLE: I FIRST NAME: HEEEEE MI: N
ADDRESS:
CITY: CYNTHIANA STATE : KY 2IP: W
Page 2B&

EAB2Z-227-A 9114




djohni3

]
HOMF, PHONE:
MODEL YEAR:  200% MODEL : ESCAPE XLT 4X%2
MILEAGE: 20000
DEALER NAME: NOLAN FORD OF GEORG SALES CODE: F47452 P&A: D
8284
REASDN CODE: 0424 DEALERSHIF - UNABLE TD DU'EI:]_:CATE CONCERN
BYMPTOMS ; 607793 STALL/QUITS DECELERATION ALL ENGIME TEMFP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATICN: PHONE
ACTION: 633 ~ DEATLER CAMN'T EESOLVE CONCERN IF THEY CAN'T IXUPLI
CATE THE COMNCERM :
DXOOUMENT ; AMATLYST: DHOLDER DANIELLE HOLDER
ACTION DATA/COMMENTS:
2001/12/03
15.41.55 CUSTOMBR SAYS: -VBHICLE POWER JUST SHUTS OFF WHEN DRIV
ING
DOWN THE HIGHWAY -VEHICLE WOULD JUST STALL EITHER WHEN
DECE :
LERATING OR CROISING -COST WOULD LIKE VEBITLE REPATHED
PER
CUSTOMER, DEALER SAYS: -CAN NOT FIND CONCERN  -HAVE
™ B
RING VEHICLE IN CAC ARDVISED: - INFORM WHY THE DEALERGH
I C
AN NOT RESOLVE THE COMCEREN IF THEY CANNOT DUPLICATE THE
COM
CERN AT THE TIME OF SERVICE - ADVISE OUSTOMER T CONTAC
T DE
ALERSHTP AS SOON AS (INTERMITTENT) CONCERM IS NOTICED =
OBC TD DEALE==== -SHELLY S/M =CANNOT FIMD THE BROBLEM
-BE
TREMELY INTERMITTENT -CUST DID STATE THAT CONCERN COULD
POS
SIBLY NOT HAPPEN AGAIN FOR ANOTHER MONTH OR TW0 -WILL X
AVE
THE ADVISOR CALL FORD TECH TO SEE IF HE CAN FIND OUT A P
OS5I
BLE FIX -INFORMED {UST OF ABOVE INFERENCE CASE ID: 4
462
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGTNNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NER; 1
304%33051
REGICN: 21 ATLANTA ZONE: E3 OPENED: 1
1/29/2001
VIN: 1FMCUQ4101KA72967 ENGINE: 1 VEH TYPE: T CLOSED: 1
1/29/2001
. rast navE: [ GG STATUS: C
LOSED
TITLE: I FIRST NaME: I MI: |
ADDRESS : I
CITY: RALEIGH STATE : NC zIP: |
I
HOME PHONE: I
MODEL YRAR: 2001 MODEL : ESCAPE XLT 4X4d
MILEAGE : 9500
DEALER NAME: CAPITAL FORD INC SALES CODE: F2101% P& A: O
0978
REASON CODE: 2605 OAC - OTHER CONCERN/INQUIRY
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CAMA - MARKETING ASSOCIATES COMMUNICATION: INTERNET
ACTTON: OAC102 - OPEN ISSUE FOR OWNER APPRECIATION CERTIFICATE TO
DEALER
DOCUMENT : ANALYST: 7723PT PATRICIA  TREMONTI
ACTION DATA/COMMENTS:
2001/11/29
17.26.42 PATRICIA JONEBS CSM ATLANTA
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LAST NAME: _ STATUS: ¢
LOSED
TITLE: [ rIRST NaME: I i:
ADDRESS: I
CITY: LOUISVILLE STATE : KY ZIP;: B
HoME PHONE:
MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X2
MILEAGE : 83900
DEALER NAME: STAR FORD AT OXMOOR SALES CODE: F47020 P& A: 0
SERS
REASON QODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 594 - CB-ADVISE CUST INFO WILL BE SENT TO DLR; CONTACT
CRM
DOCUMENT ; ANALYST: YLATTY YVOMNE LATTY
ACTION DATA/COMMENTS :
2002/10/25
16.02.42 CUSTOMER BAYS: -VEH STALLED TODAY AND HAVE CONTA
CTED
THE DLR -WANTS TO KNMOW IF AN ENGINEER HAS AN
¥ R
ECOMMENDATION -HAVE TAKEN VEH EICET TIMES WITHIN
THE
LAST MONTH FOR PROBLEM -NEXT STEP IS TOQ SUE F
ORD,
VEE IS UNSAFE 'TO DRIVE PER CUSTOMER, DEALER SAY
g5:
-WOULD NEED VEH TO DUPLICATE THE CONCERN CAC A
VIS
ED: - DEARLERSHIP IS IN THE BEEST POSITION TO ASSI
s
YO - CONTACT CRM/SERY MGR FOR  ADDITIONAL INFORMA
TION
- DOCUMENTED  INFORMATION -FORD WILL WORK WITH
DLR

TO FROPERLY REPATR VEH INFERENCE CASE ID: 1586

Page 2350
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38

INFORMATION ISSUE CASE NBR: 1

399751241

REGION: 24 ORLANDO ZONE: A2 OPENED: O
2/13/2002

VIN: 1FMYUD3121KA16097 ENGINE: 1  VEH TYPE: T CLOSED: 0
2/13/2002

wast vave: [T STATUS: C
LOSED

TITLE: . FIRST NaME: MI: [ ]

ADDRESS : |

CITY: MIAMI STATE: FL zir: |

HOME PHONE: RN

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X2

MILEAGE: 11000
aagghLER.HAHE: FORD OF CORAL GABLE SALES CODE: F24004 P&A: 0

REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY

SYMPTOMS: €07793 STALL/QUITS DECELERATION ALL EMGINE TEMP
ORIGIN: CACI3I8 - US CONCERN CASE BASE COMMONICATION: PHONE
ACTICN: 668 - ADVISE INFO WILL BE SENT TO DLR; CONTACT CRM
DOCUMEHNT : ANALYST: EFOX1l EVELYN FOX

ACTICN DATA/COMMENTS:

2002/02/13
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1/03/2001
VIN: 1FMYUCG41X1KB22649 ENGINE: 1 VEH TYPE: T CLOSED: 1
1/03/2001
PP R S PR e P e e S e 5 F 1 F - F
wasr ave: ([ STATUS: C
LOSED
TITLE: e FIRST NAME: I nt: R
ADDRESS: I
CITY: RED LION STATE: PA ZIP: [ |
HoME PHONE: [
MODEL YEAR: 2001 MODEL : ESCAEE XLT 4X4
MILEAGE: 9000
DEALER NAME: APPLE FORD SALES CODE: FL16517 P&aA: 0
3569
REASON CODE: 30MR PROD/CCMP DUR/PERF - MULTIPLE REPATR
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
CRIGIN: CACI3B - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 712 ~ ADVISE CUSTCMER CRC WILL FOLLOW-UE
DOCUMENT » ANALYST: OLUNAN OMAR LUNAN
ACTION DATA/COMMENTS:
2001/11/02
11.30.53 CUSTOMER SAYS: =CUST VEH COMPLETELY SHUTS DOWN WHEN GO
ING
DRIVING ON AN DECLINE {DID THIS IN THE FIRST FIVE MONTHS
OF
OWNING THE VEH)}; VEH IDLES LOW, THEN DIES =CUST SAYS DL
R RE
PLACED RELAY THE FIRST TIME, SECOND TIME THEY COULDN’T F
IND
ANYTHING; DLR ADVISED THAT THE VEH WAS IDLING PROPERLY
=Cus
T DOESN'T WANT TO DRIVE HER VEH HECAUSE SHE DOESN'T FEEL
SAF
E =CUST WANTS VEH REPATRED PER CUSTOMER, DEALER SAYS:
NO
NE CAC ADVISED: =CRC DID OBC TQ DLR; WAS ADVISED BY A
SVC
PERSON THAT THE DLRSHIP WAS EXTHEMELY BUSY AND THIS WAS
A BA
D TIME TO CALL =CRC LEPT MSG WITH THE SVC MGR TO CONTAC
T CR
C REGARDING ISSUE =CUST WAS ADVISED THAT CRC WILL FOLLO
W up
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM TII

13.27.38

INFORMATION ISSUE CASE NBR: 1

438371072

REGION: 27 WASHINGTON ZONE: Bl QOPENED: D
4/17/2002

VIN: 1FMCUD4141KA35601 ENGINE: 1 VEH TYPE: T CLOSED: D
471772002

LasT NAaME: STATUS: C
LOSED

TITLE; I FIRST NAME: I MI:

ADDRESS: I

CITY: OLNEY STATE: MDD zI2:

I

HOME pHONE:

MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X4

MILEAGE : 16000

DEALER NAME: HILL & SANDERS FORD SALES CODE: F37016 P& B: O
0104

REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY

SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP

ORIGIN: CACI3B - US CONCERN CASE BASE COMMUNICATION: PHONE
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o
BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM ITT
13.27.38
INFORMATION ISSUE QASE NBR: 1

551530032

REGION: 47 CINCINNATI ZONE: Al OFENED: 0
3/14/2002

VIN: 1FMYU03171KB12288  ENGINE: 1 VEE TYPE: T CLOSED: 0
3!14!20u2

rast ane: STATUE: C
LOSED

PITLE: ] FIRST Nave: [N MT ; N

ADDRESS - I

CITY: CINCINNATI STATE: OH 2ID: B

I

poue rHoNi: [

MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X2

MILEAGE: 10650

DEALER MAME: BOB TOWNSEND FORD SALES CODE: F47001 P& A:r O
1523

REASON CODE: 2605 QAC - OTHER CONCERN/INQUIRY

SYMPTOMS : £07793 STALL/QUITS DECELERATION ALL ENQINE TEMP

ORIGIN: CAMA - MARKETTNG ASSOCIATES COMMUNICATION: VISIT

ACTION: OAC102 - OPEN ISSUE FOR OWNER APPRECIATION CERTIFICATE TO
DEALER

DOCUMENT : ANALYST: CKEITHS CHRISTIN KEITH

ACTION DATA/COMMENTS :

2002/03714
12.24.02 JUDY MCLAUGHELIN, CSM, CINCINNATI
ATTH: LISA (RYDER

ORIGIN: DEALER - DEALER OCOMMUNICATION: VISIT
ACTION: DACOl12 - FORD COVERED REFPAIR MADE - WARRANTY
DOCUMENT : ANALYST: R-YOUS5Q TOWNSEWD FORD
ACTION DATA/COMMENTS:

2002/04/08
08.06.13 CUSTCMER TRADED QUT QF VEHICLE. SEE JUDY

o ———— T —— i L AL L R by B o A e ) L My N M . S S A S S S e S S R e — ———

ORIGIN: CAMA -~ MARKETING ASSOCIATES COMMUNICATION: VISIT
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ACTION: DAC103 - CLOSE ISSUE FOR OWNER APPRECIATION CERTFICATE -
REDFEMED

DOCUMENT ¢ ANALYST: CKEITHS CHRISTIN KEITH

ACTION DATA/COMMENTS :

14.46.30

CONSUMER AFFAIRS {6/18/2002 MMFAXPRG
1

BEGIMNING OF CONTACT

0671872002 MASTER OWNER RELATIONS SYSTEM IIX

13.27.28

INFORMATION ISSUE CASE NBR: 1

554310772

REGION: 44 PITIPSBURGH ZONE: Al OFENED: 0
3/18/2002

VIN: 1FMYU04171KC45132 ENGINE: 1 VEH TYPE: T CLOSED: 0
3/18/2002

S sy et E 1 1 L F - § - - F 4 T ¥ L F P PR P L LTS

rast nave: [N STATUS: ©
LOSED

TITLE: | rIRsT NAaME: [N vi: [

ADDRESE ; I

CITY: MC KEESPORT STATE: PA ZIP: 1

HOME rHONE: I

MODEL YEAR: 2001 MODEL: ESCAPE XI.T 4X4

MILEAGE: 11500

DEALER NAME: DAY FORD SALES CODE: F44004 PEA: O
7410

REASON CODE: 30RA PROD/COMP DUR/PERF - REGIONAL ASSISTANCE

SYMPTOMS = 607793 STALL/QUITS DECELERATION ALL ENGINE TEME
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573851082
REGICN: 1D SDR ZONE: DL OPENED: 0
4/18/2002
VIN: 1FMYUDZB61KA19756 ENGINE: B VEH TYPE: T CLOSED: D
471872002 :
B L T e D P P P P e B e DR L P D e Lt P
rast avs: [N STATUS: C
LOSED
PITLE : ] FIRST NAME: [
ADDRESS: A
CITY: BOBTOWN STATE PA ZIP: 1
5315
#oME PHONE:
MODEL YEAR: 2001 MODEL: ESCAPE XLS 4X4
MILEAGE: 15701
DEALER NAME: POINT MARION FORD § SALES CODE: Fd4504 P&A: 0
7604
REASON CODE: 1105 AWA - W/N CRITERIA, REQUEST AWA AFTER REFAIR
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: DHONE
ACTION: 732 - PROVIDE ASSISTANCE
DOCUMENT : ANALYST: JMARSHAL JENNIFER MARSHAL
ACTION DATA/COMMENTS:
2002/04/18 .
15.55.32 CUSTOMER SAYS: -~CHECK ENGINELIGET CAME ON -VEH STALLI
NG
-THE SPEEXIMETER AND CDOMETER NOT WOREKING -TOD0OKE VEH INT
O DL
R - DLR FIXED STALLING CONCERN AND CHECK ENGINE LIGHT -
NEXT
DAY CHECK ENGINE LIGHT CAME BACK ON AND STALLING REOCCU
RED
_SEATBELT CHIME STOPPED WORKING AND REVERSE LICHT STOPE
ED W
ORXING -DROPPED VEH OFF AGATN TO DLR -WHEN DECRLERATIN
@ VE
H SHUTE DOWN - LOSES POWER -CUST LOOKING FOR ASSISTANCE
WIT
H RENTAL PER CUSTOMER, DEALER SAYS: -NEED VEH OVERNI
GHT
CAC ADVISED: - I HAVE REVIEWED THE SITUATION AND SINCE
YOU
ARE SUCH A VALUED CUSTOMER T0 FORD AND THE DEALERSHIP,
WE
WOULD LIKE TO PROVIDE YOU WITH A LOARNER VEHICLE. - PLE
ASE

RETATN YOUR ORIGINAIL RECEIPTS FOR THE LOANER VEHICLE AND
Page 301

ERS2-227-N 9120







LAST NaME: [N STATUS: C
LOSED
TITLE : I FIrRsT NAME: TGN MI:
ADDRESS =
ﬂ: STUART STATE : FL zIP: |l
HoME PHONE: [N
MODEL YEAR: 2001 MODEL : ESCAPE XLS 4X2
MILEAGE: 1600
DEALER NAME : SALES CODE: P & A:
REASON CODE: 4102 ICCD - CUSTOMER INFORMATION ONLY
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: ICCD - ICCD COMMUNICATION: PHONE
ACTION: ICC001l - ICCD INFORMATION ONLY, NO ACTION REQUIRED
DOCUMENT : ANALYST: SBOOD SUNIL BOODHAI
ACTION DATA/COMMENTS:
2001/02/21
18.13.31 CUSTOMER SAYS: ™0 DAYS AFTER FIIRCHASING THE ESCAPE, T
HE V
EHICLE BEGAN TO BACKFIRE AND STALL. THE CUSTOMER HAD BE
EN D
RIVING THE VEHICLE FOR ABOUT ONE EOUR., STOPPED AND TURNE
D OF
THE VEHICLE FOR ROUGHLY THIRTY MINUTES. THEN, UPON ATT
EMPT
TN TC RESTART THE VEHICLE, THE CUSTOMER NOTICED THAT TH
® ES
CAPE SEEMED A LITTLE *LAZY" AND DID NOT TURN OVER IMMEDI
ATEL
Y. THE VEHICLE MADE A COUGHING SOUND BEFORE IT STARTED.
AF
TER THR VEHICLE STARTED UP THE CUSTOMER BEGAN TO DRIVE,
ONLY
TC NOTICE THAT THE ESCATE WAS BACKFIRING AND STALLING W
HILE
DRIVING UNDER 2Z5MDH. THE VEHICLE WAS ALWAYS STALLING W
HEN
BROUGHT TO A STOP. THE ORANGE ENGINE LIGHT CAME ON AND
STAY
ED ON WHEN THIS OCCURED. THE CUSTOMER ONLY USES THE REC
OMME
NDED OIL AND FUEL IN HIS VEHICLE. 'PHE ESCADPE ALWAYS STA
RTFD
UP IMMEDIATELY AFTER IT STALLED. THE, VEHICLE PERFORM
ED P
. ERFECTLY AFTER THE REPAIR UNTIL THIS MORNING WHEN THE CU
STOM

djohni3
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19.13.31 PLEASE conTacT ME AT I
® -

¥OU IN ADVANCE FOR YOUR ASSISTANCE .

L]
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. CONSUMER ARFAIRS 06/18/2002 MMFAXDRG
1.

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM III

13.27.38

e o o o o o o I o o . o o B e L R R I o I R I I e R R e e e e e T e e

CONCERN ISSUE CASE NBR: 0

434202071

REGION: 27 WASHINGTON ZONE: Al OPENED: 0
9/14/2001

VIN: 1FMCUC4151KB41722 ENGINE: 1 VEH TYPE: T CLOSED: 0
9/14/2001

= =+ + - - e e e e e e e L F

LAST NaME I STATUS: C
LOSED

TITLE: ] FIRsT hanvE: I »r: B

ADDRRSS:

CITY: FAIRFAX STATE: VA zir: A
[ |

HOME PHONE:

MODEL YEAR: 2001 MCDEL: ESCAPE XLT 4x4

MILEAGE: 3150

DEALER NAME: TED BRITT FORD SALE SALES CODE: F27042 P& A: O

g048
. REASON CODE: 201C WARRANTY - BUMPER-TO-DUMPER
SYMPTOMS : 607793 STALL/QUITS DECELERATICN ALL EMOINE TEMP

DRIGIN: CACI3E - US CONCERN CASE BASE COMMUNICATION: FHONE
ACTION: 139 - ADVISE CUST INFO WILL BE SENT TO DLR; CONTACT CR
M
DOCUMENT : ANALYST: SFERRY SHERYL FEREYMAN
ACTION DATA/CCMMENTS :
2001/09/14
11.22.19 CUSTOMER SAYS: BOUGHT 2001 EXSCAFE =VEH STALLS RaNDOM
LY,
AND BROUGHT TO DLR =LOORING AT THE WEBSITE AND THERE AR
E AL .
OT OF CONCERNS ABOUT THIS = =BOUGHT FROM TED BRITT FOR
D FA
IRFAX PER CUSTOMER, DEALER BAYS: =CAN‘T FIND ANYTHIN
& WR
ONG WITH IT =CAN'T DUPLICATE PROBLEM CAC ADVISED: - W
E RE
COMMEND THE REPAIR BE PERFORMED BY A FORD/LM DEALERSHIP
- I

NFORMATION WILL BE SENT TO DLE, CUUSTOMER SHOULD CONTACT
FPage 306
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va HGR ERETAXAETATX A Ak b bbb b N e T AW AR A ENERTITHEAAANTE

DRIGIN: DEALER - DEALER COMMUNICATION: PHONE

ACTION: DACO78 - NO REPATR FROCEDURE AVATILABLE AT THIS TIME PER -
" OTHER"
DOCUMENT: ANALYST: S-SEYMOU

ACTION DATASCOMMENTS :

2001/09/18
15.46.01 DEALER TEST DROVE VEHICLE FOR CONCERN, UNABLE TC VERIFY

COMP
LATNT AT TIME.

CCNSUMER AFFAIRS 06/18/2002 MMFAXPRA
1
BEGINNING OF CONTACT
0&/1B/2002 MAETER OWNER RELATICNS SYSTEM III
13.27.3B
REGION ISSUE CASE NBR: 0
302221593
REGION: 21 ATLANTA ZONE: C1 QPENED: 0
6/12/2002
VIN: I1FMCUC3101KBC46%0 ENGINE: 1 VEH TYPE: T CLOSED:
LAST NAME I STATUS: O
PEN
TITLE: [ FIRST MaME: T MT:
ADDRESS : —
CITY: ATLANTA STATE: GA ZIP: [ |
Dage 307
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]
aoME pHONE:
MODEL YEAR: 2001 MODEL ESCRPE XLT 4X%2
MILEAGH: 1

ndIEJEALER HAME: WORLD FORD SANDY SP BALFRS CODE: F21002 P & A: G
REASON CODE: 25DL CI - DEMAND LETTER
SYMETOMS : 607793 STALL/QUITS CECELERATION ALL ENGINE TEMP

-

ORIGIN: CAINTV ~ CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
ICATION: MATIL

ACTION: CI10l - OFEN REGION CONTACT
COCUMENT : ANALYST: PWALKE4S PIER WALRER
ACTION DATA/COMMENTS:
2002/06/12
10_47.06 DEMAND LETTER DATED: 6/8/02 CI RECEIVED: WEDNESD
AY, JUNE 1
4, 3002 CUSTOMER STATES: CAR STALLS AND QUITS ENGINE P
OWER
CUSTOMER BEEKS: FINAL REPATR OR FINAL EESOLUTION *SE
NT C
USTOMER A LETTER OF ACENOWLEDGEMENT.
CRIGIN: CAINTV ~ CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMDN
ICATION: MAIL
ACTION: C1319% - LETTER FAXED TO REGICN
DOCUMENT : AMAT.YST: PHALKE48 PTER WALKER
ACTION DATA/COMMENTS:
10.52.47 REGION NUMBER 21
DATE RECEIVED 06-12-2002
TIME RECEIVED 8:46
DATE FAXED 06-12-2002
TIME FARED 10:50
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CONSUMER AFFATIRS 06/1B/2002 MMPAXFRG
1
BEGINNING OF CONTACT
06/1B/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
SN TN NN T R R S R eSO e T R S T R SRR N T SR SE RS sESE = Ees
REGION ISSUE CASE NBER: 1
432212911
REGION: 53 KANSAS CITY ZONE: A2 OPBNED: 1
0/18/2001
VIN: 1FMCUO41X1KEL5254 2 ENGINE: 1 VEH TYPE: T CLOSED: 1
0/18/2001
et bt et e e e e e e P R
LAST NMAME s STATUS: C
LOSED
TITLE: I FIRST NAME: [N :::
ADDRESS I
CITY: INDEPENDENCE BSTATE ; MO ZIP: 6
4056
HOME PHONE: B16-6509379
MODEL YEAR: 2001 MODEL : ESCAPE XLT 4X4
MTLEAGE: 22000
DEALER NAMR: METRO FORD, TNC. SALES CODE: F53003 PEA: D
5158
REASON CODE: 2354 DSB - APELICATION REQUEST
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL PNGINE TEMP
ORIGIN: CACIAS — US CONCERN CASE BASE COMMUNICATION: OTHER
ACTION: 508 — ADVISE CUSTOMER OBC TO DLR WILL BE MADE; DSB APP
IS BEING S
DOCUMENT » AMALYST: RDIMULES RADITA DIMULESCU
ACTION DATRA/COMMENTE:
2001/10/18
11.59.53 CUSTOMER SAYS: -VEH WAS IN THE SHOP 4-5 TIMES -THE DL
R SE .
EMS NOT TO BE ABLE TO DUPLICATE -VEH STALLS -REGIONAL
FORD
REF WAS CONTACTED A BUY BACK -CONATOTED THE STATE ATTO
RNEY
GENERAL, OFFICE AND WAS TOLD THE VEH IS OLDER THAN 1 YEA
R -

WHAT DOES THAT MEANT THAT THE VEH IS5 NOT SAFE ™) DRIVE B
Page 305

ER2-827-A 9137







djohn03

VIMN: IFMYUOO031elKF3zZ284% EMGINE: 1 VEH TYPE: T CLOSED: 1
1/20/2001 '
r.asT NaE: [ STATUS: C
LOSEL )
TITLE: ] FIRSET NANE: N MI:
ADDRESS I
CITY: AOSTIN STATE: TX ZIP: (|
]
HOME PHONE:
MODEL YEAR: 2001 ' MODEL: ESCAFPE XLT 4X2
MILEAGE: 19192 '
DEALER NAME: LETF JOHNSON FORD SALES CODE: F52300 P& A: O
£465
REASON CODE: 25DL CI - DEMAND LETTER
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CATNTV - CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
ICATION: MAIL
ACTION: CI101 - OPEN REGIDN CCNTACT
DOCUMENT: ANALYST: SMICKELl STEVEN MICKELSCON
ACTION DATA/COMMENTS:
2001/11/20
15.30.58 DEMAND LETIER DATED: 11/11/{1 ek ok kR CI RECIEVED
11
/20701 *** CUSTOMER STATES: PROBLEM WITH VEHICLE STALLTN
G’_f L
DOSING POWER STEERING AND BRAKES AS CAR UNEXPECTEDLY DIE
8. «
**+ CUSTOMER SEEKS: FINAL RESOLLTION PURSUANT TO TEXAS LE
MON
: LAW., *** CI SENT CUSTOMER FLEM LETTER, SCANNED TC REGION
o
o Wk
ORIGIN: CAINTYV - CONSUMER AFFAIRS - CONSUMER INTERVENTICN COMMUN
ICATION: MAIL
ACTION: {1210 - LETTER FAXED 7O REGION
DOCUMENT : ANALYST: SMICKEL1 STEVEN MICKELSON
ACTION DATA/COMMENTS:
17.08.00
ORIGIN: FIELD - FIELD ORGANIZATION COMMUNICATION: MAIL
ACTION: DAC01Z - FORD COVERED REPATR MADE - WARRANTY
DOCUMENT : ANALYST: JLEARY1 JIM LEARY
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VIN: 1FMCUO4141EF17100 ENGINE: 1 VEH TYPE: T CLOSED: 0
1/10/2002
LAST NAME | STATUS: C
LOSED '
TITLE: FIRST NAME: MI:
ADDRESES: .
CITY: NEW BRITAIN STATE: cT ZIP: [ ]
[
HOME PHONE: I
MODEL YEAR: 2001 MODEL : ESCAPE XTLT 4X4
MILEAGE: 17308
DEALER NAME: MONACO & SONS MTR S5 SALES CODE: F11321 P&A: O
8896
REASUN CODE: 0527 RAV - DAYS OUT OF SERVICE
SYMPTOMS : 607733 STALL/QUITS DECELERATION ALL ENGINE TEMP
CRIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATIL
ACTION: RAV105 - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED
DOCUMERNT : ANALYST: V-LAWION VICKI LAWTON
ACTION DATA/CCOMMENTS:
2002/Q01/10
07.24.25 10-05-2001
2B5B03D
182375
3762
2KB29336
NO COMMENTS ADDED
ORIGIN: CARAV - COMSUMER AFFAIRG - REACQUTRED VEHICLES CONMUNIC
ATION: MAIL
ACTION: RAV11Z - RECORD CHECK ISSUANCE FOR GOCDWILL REPLACEMENT
DOCUMENT : ANALYST: SIBARBA SYLVIA IBARRA
ACTION DATA/COMMENTS :
2002/01/14
09.51.45 01-11-2002
01-14-2002
22,036
6325731

MONACO & SONS
MTR SALES INC
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CONSUMER AFFAIRS 06/18/2002 MMPAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM ITI

13.27.38

e i e o M e A M e o e B e e o e e o e e e T e ] e e v e T M o il e e W o e ] T S o e o o e

RAV ISSUFR CASE NBR: 0

384521181

REGION: 11 BOSTON ZONE: E1 OPFNED: 1
271272001

VIN: 1FMYUD4151KF63721 ENGINE: 1 VEH TYPE: T CLOSED: 1
271272001 :

N N N N T T N I I o o o o o o T o o o o e L e T I e S e e e e e e e e e e e o M e T mm i

LAST NAME: I : STATUS: ¢
ANCEL

TITLE: [ | FIRST NaME: I MI: [ ]

ADDRESS : ]

CITY ; BARNSTEAD STATE: NH ZIP: [

HOME PHONE:

MODEL YEAR: 20301 MODEL : ESCAPE XLT 4X4

MILBAGE:; 24602

DEAL,ER NAMB: BILL DUBE FORD SALES CODE: FliS44 P& A: O
BO9B&

REASON CODE: D528 RAV - REPATR NOT ACCEPTAELE T¥ CIUSTOMER

SYMPTOMS : §07793 STALL/QUITS DECELERATION ALL ENGINE TEMP

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAVS0S - OPEN CASE FOR PRE-ARBITRATION REPLACEMENT - OWNE
o

DOCUMENT : ANALYST: K-TEBC1 XEN TEBO

ACTION DATA/COMMENTS:

2001/12/12

15.27.42 10-16-2001
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2858102
17375
2498
2226.06
2URB3469

- ———— R R e L S R N L NN N SN NN R S S R S RN R R SN R R R R S R R R S R R R R S R R R R R

ORTIGEIN: CARAY -~ CONSUMER AFFATRS -~ REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAVS508 - CANCEL CASE FOR FRE-RAHREITRATION REPLACEMENT

DOCUMENT : ANALYST: E-TEBD1 XEN TEBO

ACTION DATA/COMMENTS :

2001712714
14.24.40

CONSUMER. AFFAIHS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT
0671872002 MAETER OWNER RELATIONS SYSTEM IIT
13.27.38

R T T —— S S S — T S — S S R S S —— T —— S ———— ———— — -

= A o ———

RAV ISSUE CASE NBR: 1
551921442
REGION: 74 SEATTLE Z0NE: Bl OPENED: 0
2/24/2002
VIN: 1FMCUO41B81RF312413 ENGINE: 1 VEH TYPE: T CLOSED: 0
5724 /2002 :

R R R S R T S e T N T N S S N e R R s s o o o o e o o o o o o o o o s . o o o s e .

LAST NAME: ] STATIS:
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LOSED

TIPLE: e FIRST HAME: [ MI:

ADDRERS « |

CITY: DIYALLUP ETATE : WA : ZIP: .
I

HOME DHONE:

MODEL YEAT: 2001 MODEL: ESCAPE XI.T 4X4d

MILEAGE: 17700

DEALFR HNAME: RIVERSIDE FORD SALES CODE: FT4207 P & A: D
1718

REASCON CODE: 0526 RAV -~ NUMBER OF REFAIR ATTEMPTS

SYMPTOMS : 6077583 STALL/QUITS DECELERATION ATY ENGINE TEMP

ORICIN: CARAYV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL :

ACTION FAV106 - DPEN CASE FOR GOODWILL REPLACEMENT -~ LEASED

DOCTIMENT - AMATYST: A-SEWELZ SEWELL, AMNGELA

ACTION DATA/COMMENTS:

2002/05/24
15.183.52 NO COMMENTS ADDED

ORIGIN: CARAV -~ CONSUMER AFFAIRS -~ REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: CAQ001 - ADD ADDITIONAL SYMETOM CODE

DOCUMENT : AMALYST: A-SEWELZ SEWELL, ANGELA

ACTION DATA/COMMENTS:

15.22.21

—— kS S e S e b e My W M oy A R e S e AL S e Sy e f o S R o S o

ORIGIN: CARAYV - COMSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTION: RAV1]12 - RECORD CHECX ISSUANCE FOR GOOIWILL REPLACEMENT

DOCUMENT : ANALYST: EHANSDBER EYVETTE HAN3ZERRY
ACTTON PATA/COMMENTS:
2002/05/3¢

05.35.17

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNEC
ATION: MAIL

ACTTON : RAVOOB - RECORD ADDITIONAL FUNDS

DOCUMENT * ANALYST: EHANSBER EYVETTE HANSBERRY

ACTION DATA/COMMENTS :

2002/06/705
10.02.07 ADDITIONAL FUNDS
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CONSUMEER. AFFATIRS 06/1872002 MMFAXPRG
1

BEGINNNING OF COMNTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

11.27.38
o RAV 1SSUE CASE NBER: 1
605252571

REGION: &4 PITTSBURGH ZONE: Al OPENED: 0
372172002

VIN: 1FMYUO4101KB40533 [ENGINE: 1  VEH TYPE: T CLOSED: G
3/21/2002

LAST NAME: (S STATUS: C
LOSED

TITLE: " PIRST NAME: I M

ADDRESS ; I :

CITY: LEVEL GREEN STATE : PA aIP: .

HOME PHONE: |

MODEL YEAR: 2001 MODEL: ESCAPE XLT 4X4

MILEAQE: 128E890

DEALER NAME: ™M CLARK FIRD, INC SALES CODE: Fas414 P E A- i
799§

REASCON CODE: {526 RAV - NIMBER OF REPAIR ATTEMETS

SEYMPETOMS : 607793 BTALL/QUITS DECELERATICN ALL ENGINE TEMP

o A L, B e rm rm e = b B By e L B N R R N R R

——— e A -

ORIGIN: CARARYV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATL

ACTION: RAV105 - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED

DOCUMENT ANALYST: K-BENITE BENITEZ, EIMBERLY

ACTION DATA/COMMENTS:

2002/03/21
10.55.06 NO CCOMMENTS ADDED

A e kLA A M R R R Ny A ML M M RN L] e —— RN R M N N M M S R R S S R M R S S S T ——

ORTGIN: CARAY - CONSIMER AFFAIRE - HREACQUIRED VEHICLES COMMUNIC
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ATION: MAIL
ACTION: RAV112 - RECORD CHECK ISSUANCE FOR GOODWILL REPLACEMENT
DGCUMENT : ANATYST: EHANSBER EYVETTE HANSBERRY
ACTTON DATA/COMMENTS:

2002/03/26
10.08.05
CONSUMER AFFATRS 06/18/2002 MMFAXPRG

1
BEGINNING OF CONTACT
06,/18/2002 MASTER OWNER RELATIONS SYSTEM III

13.27.38

o - INFORMATION ISSUE CASE NBR: ¢

350840822
REGION: 21 ATLANTA ZONE: Bl OPENZD: §

4/02/2002
VIN: 1FMYUOI1X2KB02985  ENGINE: 1 VEH TYPE: T CLOSED: ¢

4/02/2002
rasT nave: [ STATUS: C

LOSED
TITLE: [ FIRST HAME: [ MI: ]
ADDRESS: [ T
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QITY: ARCWORTH STATE: GA ZI1D: [
[
HOME FHOME:
MODEL YEAR: 2002 MODEL: ESCAPE XLT 432
MILEAGE: Rino
DEALER NAME: TEAM FORD OF MARIET SALES CODE: F21005 P & A: 10
0243
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : &07691 STALL/QUITS AT CRURISE COLD ENGINE
ORIGIN: CACIZE - IS CONMCERN CASE BASE COMMUNICATICN: PHONE
ACTION: E6B = ADVISE INFC WILL BE SENT TO DLR: CONTACT CRM
DOCUMENT - AMNATLYST: CCAMARA CYNTHIA CAMARA
ACTION DATA/COMMENTS:
2002/04 /02
%2.35.07 CUSTOMER SAYS: = VYEH STALLS WITHOUT ANY WARNING WHILE
DRIV
IHNG = YEH CHECK ENGINE LIGHT COMES ON AND STAYS CMN FOR
LON
{3 PERIOD - VYEH HAS BEEN T{ THE DLRSHF APPFROX SIX TIMES
FOR
T™HE SAME COMCERN - VEH HAS BEEN TO THE DLRSHF AWAITIN
G RE
PAIRS SINCE 93/28/2002 - CUST MENTIONED THAT THE DLESHF
15
PAYING FOR THE RENTAL FEE - CUST WOULD LIEE TO HAVE TH
E VE
H REPATREDN OR GIVEN A NEW VEH - CUST MENTIONED THAT TH
E DL
RSHP ENOWS THE CAUSE OF THE CONCERN BUT IS AWAITING INFO
RMAT
ION FROM THE EMNGINEERS - CJ2T -I8 VYERY UPSET THAT SHE 1
8 HO
T ABLE TO USE THE VEH BUT STILL HAS TO PAY FOR IT - CU
ST W
OULD LIEKE T™O KNOW IF THE VEH IS REPATRABLE DPER CUSTOME
R, D
EALER BAYS: - S5/M3R ROBERT - VEH WAS HEPROGHRAM FOR T
HE 5
TALLING - THEY ARE WAITING FOR 2 FORD ENGINEER - THER
B IS
A LOOSE WIRING CONNECTION CAC ADVISED: - WE RECOMME
ND T
HE REPATR RPE EERFORMED BY A FORD/LM DEALERSHIP - INFORM
ATIO
N WILL HE SENT T DLR, CUBTOMER SHOULD CONTACT CRM/ESERV
MGE.
~ OBC TO MDLRSHF BUT S/MGR WAS NOT AVATLABLE - CRC LE
FT M
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ESEAGE FOR S/MGR TO CONTACT CRC WITH UPDATER INFORMATION

LEFT NUMBER I - CRC WILL FOLLOW UP WITH DL

HSHP
AND CUST LATER INFERENCE CASE ID: 4591
ORT=II: CACMOZ - MANUAL - PHONE CSR COMMUNICATION: FPHCME
ACTION: 214 - OUTEBCUND CALL TO DEALER
DOCUMENT : ANALYST: ASPENCER AULEEN SFENCER
ACTION DATASCOMMENTS:
2002/04/03
11.405.41 COUOSTOMER SAYS: PER CUSTOMER, DERLER SAYS: CAC AD
VISE
D: -0OBC TO DEARLERSHIF SFE TO S/A BENJAMIN - HE STATED T
HE S '
/M GARY WiOD THAT IS WORKING ON VEH IS IN A MERTING AT T
H1S
TIME BUT HE WILL PASS THE INFO TO HIM TO CALL ME BACK.
-W
CONSUMER. AFFAIRS 06/16/2002 MMPAXPRE:
1
06/1B/2002 MASTER OWNER RELATIONS SYSTEM I1IX
13,27.38
INFORMATION ISSUE CASE HBR: 0
360840822
REGION: 21 ATLANTA ZONE: Bl OPENED: 0
4/02/2002
VIN: 1FMYTHI3I1X2KB02965 ENGINE: 1 VEH T¥PE: T CLOSED: ¢
4/03/2002
2002/04/03
11.09.41 TLL FOLLOW UP WITH THE CUSTOMER LATER ON TODAY.
ORTGIN: CACMDZ -~ MANUAL - PHCNE CSR COMMUNICATION: FHONE
ACTION: 214 - QUTBOUND CALL TO DEALER
DOCTUMENT ! AMALYST: ASPENCER AULEEN SPENCER

ACTION DATA/COMMENTS:

16.23.08 CUSTUMER SAYS: -NONE PER CUSTOMER, DEALER SAYS: ol
HE
CAC ADVISED: -0BC TO DEALERSHIP- SFK TO S/M FRED WHO Sa
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12.10.17 CUSTOMER SAYS: - INFORMED CRC THAT IF THE VEE STALLS O
UT & :
GAIN SHE WILL TRADE IT IN - CUST MENTIONED THAT SHE HO
PES
THAT THE VEH DOES NOT STALLED AGAIN OR ANY ACCIDENT QCCU
R - .
CUST MENTIONED THAT IF THE VEH STALLED AGAIN SHE WILL C
ONTA
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NBR: 0
360840822
REGION: 21 ATLANTA ZONE: Bl OPENED: 0O
4/02/2002
VIN: I1FMYUO31X2RE02985 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/047,2002
2002/04/04
13.10.17 COT THE POLICE PER CUSTOMER, DEALER SAYS: - NCNE C
AD A
DvISkED: - O0BC 0 cusT AND SPOXE WITHHHNEEEEE crC IN
FORM
ED - OBC TO DLRSHP AND SPOKE WITH S/MOR FRED VILLA WHO
CRC
THAT CUST WAS ADVISED BY HIS S8/ADVISOR PO PICK UP THE VE
H TO
DAY - 5/MOR INFORMED OR{ THAT THEY WAS NOT ABLE TO DUP
LICA
TE ALL THE CONCERN BUT HAS FOLLOW ALL THE INFORMATION BY
TEC

HNICAL HOTLINE AND ENGINEERING
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CONSUMER AFFAIRS 06/18/2002 MHMPAXPRG
1

BEGTHNING OF CONTACT .

06/18/2002 MASTER CWMER BELATIONS SYSTEM III
13.27.38

R s TR I e T eI Ty T E T e R S e e e

INFORMATION ISSUR CASE NBR: 0
759361492
REGION: 44 PITTSBURGE ZONE: C3 OPENED: 0
6/12/2002
VIN: IFMYUQA1XZKC60693  ENGQINE: 1 VEH TYPE: T CLOSED: O
6/12/2002
e sy} i} e ] )} st ot § s oot et s_err e
LAST NAME [ STATOS: C
LOSED
TITLE: ] FIRST NAME: I wr: N
ADDRESS |
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CITY: TALLMADGE | STATE: OH 2IP; .
I
HOME PHONE: I .
MODEL YRAR: 2002 MODEL: ESCAPE XLT 4Xd4
MILEAGE: 1500
DEALER MAME: PARK FORD SALES CODE: FP44z213 P& A: O
3853
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : 607691 STALL/QUITS AT CRUISE CDLD ENGINE
ORIGIN: CACI3E - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BE SENT TO DLR: CONTACT CRM
DOCUMENT : ANALYST: KINGRAM FEERRY-ANN INGRAM
ACTION DATA/COMMENTS:
2002/06/12
18.30.35 CUSTOMER SAYS: =THE CUST HAS BEEN HAVING STALING FROABL
EME .
WITH THE VEH BUT AFTER THEY TCOK THE VEH INTO THE DLR TH
E FR
OBLEM WAS TAKEN CARE OF UNTILL YBESTERDAY IT HAPPNED AGAT
N =
THIS HAPPNED ON FIRST START UP OF THE ENGINE =THE CUST
wWou
LD LIKE TO GET A DIFFERENT VEH =THE DLT SATD THAT THEY
DID
NOT KNOW WHAT THE PROELEM WITH THE VEH IS =THE DLR IS
PAR
K FORD TN TALLMADGE, OHTQ PER CUSTOMER, DEALER SAYS:
NONE
CAC ADVISED: - WE RECOMMEND THE REPAIER BE PERFORMED B
YA
FORD/LM DEALERSHIF - INFPORMATION WILL BE SENT TO DLR, ¢
UsTo

djohnd3 ’

MER SHOULD CONTACT CRM/SERV MGR INFERENCE CASE ID: 4591
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. CONSUMER AFFAIRS 0D6/18/2002 MMFAXTRG

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38

e e e e e e e e e NN e N e L N N e I L O T AN T T NS s T T

CONCERN ISSUR CASE MNBR: 1

464492951

REGION: 1{ SDR Z0NE: RI1 OPENED: 1
0/22/2001

VIN: 1FMYUQ3182KA3905% ENGINE: 1 VEH TYPE: T CLOSED: 1
0/22/3001

LAST NAME e STATUS:
LOSED

TITLE: . FIRST NAME: R MI [ ]

ADDRESS

CITY: CAPISTRANO BEACH STATE CR ZIP |
I

HOME PHONE: I

MODEL YRAR: 2002 MODEL ESCAPE XLT 4X3

MILEAGE: 356

DEALER NAME: BLYTHE FQRD CENTER SALES CODE: F71417 PE&Ar D
0423

REASON CODE: 2010 WARRANTY -~ BUMPER-TO-BUMFER

SYMPTOMS : 607691 STALL/QUITS AT CRUISE COLD ENGINE

ORIGIN: CACI38 - US CONCERM CASE BASE COMMUNICATION: VISIT

ACTION: 139 - ADVISE CUST INFC WILL BE SENT TO DLR; CONTACT CR
M

DOCUMENT : ANATYST: CLAM CHANTELLE LAM

ACTICN DATA/COMMENTS:

2001/10/22
12.52.50 CUSTCMER SAYS: PURCHASE THE VEHICLE WED EVENING VEHICL

E BR
OEE DOWN AND TOWED TO BLYTHE FORD BECAUSE THE ENGINE

LIGH
T CAME ON AND THE VEHICLE STALLED. CUST IS SEEKING FOR &
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INFORMATION ISSURE CAZE NBR: [0
564340562
REGION: 10 SDR ZONE: F3 OPENED: {
3/30/2002
VIN: I1PFMYUD4162FKBO7480 ENGINE: 1 VEH TYPE: T CLOSED: 0
3/30/2002
LAST NAaME: STATUS: O
LOSED
TITLE [ FIRST NAME: RS MI [ ]
ADDRESS : I
CITY: SEVIERVILLE STATE : ™ ZIP: [
HoMeE PEONE: [
MODEL YEAR: 2002 MODEL : ESCAPE XLT AX4
MILEAGE : 2800
DEALER NAME: MCNELLY-WHALEY MOTO SALRES CODE: F21275 P&A: D
5733
REASON CODE: 3025 FROD/COMP DUR/FERF - VEHICLE QUALITY
SYMPTOMS : 607692 STALL/QUITS AT CRUISE HOT ENGINE
ORIGIN: CACIA8 - US CONCERN [UASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL HE SENT TO DLR; CONTACT CRM
D{CUMENT : ANALYST: ASILVA ANNABELLE SILVA
ACTION DATA/COMMENTS :
2002/03/730
16.57.28 CUSTOMER SAYS: -THERE IS5 AN ONGOING CONCERN WITH VEH
—VEH
STALLS IN THE MIDODLE OF THE ROAD, LOST ALL BOWER EG. LI
GHTS
/BRAKES BTC. ~STALLED ¥ TIMEZ IN 3 MONTHS ..STALLS AFTE
R DR
IVING ABOUT 10 MINUTES/HOT ENGINE -VEH EAS BEEN TO DLR
1 TI
ME FOR REPAIR -CUST IS SEEKING REPAIR OF THE STALLING C
ONCE
RN PER CUSTOMER, DEALER SAYS: -DLR TOLD CUST THEAT TH
EY I
NSTALLED NEW COMPUTER IN VEH CAC ADVISED: - WE RECOMME
ND T
HE REPAIR BE PERFORMED BY A FORD/LM DEALERSHIP - INFORM
ATIO
N WILL BE SENT TO DLR, CUSTOMER SHOULD CONTACT CBM/SERV
MGR
-1 ADVISED CUST TO CONTACT CRM/SM TO ERT UP AN AFPT. TO
HAY
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E VEH DIAGNOSED AND REPAIRED ~-I ADVISED CUST THAT DLR M

gsT
. DUPLICATE CONCEEN IN CEDER T REFAIR IT INFERENHCE CASE
ID:
4591
CONSUMER, AFFAIRS 0&6/1B/2002 MMFAXPRG

o
BEGINNING OF CONTACT :
06/18/2002 MASTER OWNER RELATIONS SYSTEM III

13.27.38
INFORMATION ISSUE CASE NER: 0

680680952

REGION: 16 PHILADELPHIA  ZONE: Al OPENED: Q
4/08/2002

VIN: 1FMYUD4162KB20754 EBNGINE: 1  VEH TYPE: T CLOSED: 0
4/08/2002

LAST NAME ] BTATUS: C
LOSED =

TITLE -t FIRST NAME: [ MT:

ADDRESS : ]

CITY: SOUTHAMPTON STATE : FA zIP: N
—

HOME PHONE: [

MODEL YERR: 2002 MODEL: ESCAPE XLT 4X4

MILEAGE: 3500

DEALER NAME: C & C FORD SALES, I SALES CODE: F1603% P&kA: 0
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CONSUMER AFFAIRS

1

djohn03
06/18/2002 MMFARPRG

BEGQINNING OF CONTACT

06/18/2002 MASTER OWMER RELATIONS SYSTEM IIT
13.27%7.38
o —— Rl T e e I s e e O T e I e e e T A e s e T T N T SO T T A s TE A = e T e e T G ik w e am x
smEImmal
INFORMATION IEBSUE CASE NBR: 0
7735861122
BEGTION: 72 SAN FRAMCIZOC ZDNE: AZ OPENED: 0
4/22/2002
VIN: 1PFMYU03112KC4&554 ENGINE: 1 VEH TYPE: T CLOSED: (
4/22/2002
LAST NAME: . STATUS: C
LOSED
TLTLE: . FIRST NAME: [ 2 =: L
ADDRESS : IR
CITY: HONDLULD STATE HI ZIP: -
I
HOMFE PHCNE: I
MODEL YEAR: 24002 MODEL: ESCAPE XLT 4X2
MILEAGE:
DEAT,ER HAME: CUTTER FQRD, IBNKC. SALES CODE: F72204 P& A O
7308
REASON CODE: 1105 AWA - W/N CRITERTIA, REQUEST AWA AFTER REPAIR
SYMPTOMS : 807692 STALL/QUITS AT CRUOISE HOT ENGINHE
ORIGIN: CACTIR - U5 CONCERN CASE BASE COMMINICATION: FHONE
ACTTON: 732 - PROVIDE ASSISTANCE
DOCUMENT : AMALYST: EBOCD} ELIZABEETH ECODHAI
ACTION DATA/CCMMENTS:
2002704722
21.292.50 VLCOTS8UCUSTOMER SAYS: - VEH HAS A CONCERN THE VEI STAL
LE
- VEH WILL STALL AND YOU CAN START IT RIGHT AWAY - TH
E VE
H CHECK ENGINE LIGHT IS ON - VEH 1S CURRENTLY AT THE D
LR
- CUST SEERING RENTAL PER CUSTOMER, DEALER SAYS: -
DLR
STILL NEEDS TO DO A DIA CAC ADVISED: - X HAVE REVIEWED
THE
SITUATION AND SINCE ¥YOU ARE SUCH A VALUED CUSTCMER TO
FORD
AND THE DEALERSHIP, WE WOULD LIKE TO PROVIDE YOU WITH
A LO
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INFORMATION ISSUE CASE MNER: D
773961122
REGICN: 72 SAN PRANCISC  ZONE: A2 QFENED: 0
472272002
VIN: 1FMYUQ3112KC468554 ENGINE: 1 VEE TYPE: T CLOSED: 0
472672002
2002/04/26
08,35.40 ERRED CONTACT METHOD: EMAIL  E-MAIL ADDRESS : I
[ ]
mmmaessns PHONE : [ EXTENSTION: PER CUST
OMER
, DEALER SAYS: CUTTER FORD, INC. CAC ADVISED: PROVID
ED C

CMMTTMENT CODE TO DLR
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06/18/2002 MMFAXPRG

1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
=ttt -ttt i1t -+ i+ttt -t rt+ =t —t+t -t r+ 4+t -+t -+ttt 1 r-rtr i
INFORMATION ISSUE CASE NBR: 1
614170532
REGIONR: 21 ATLANTA ZONE: B2 OPENED: [
2/22/2002
VIN: 1FMCUC3I19ZRAS350(0 ENGINE: 1 VEH TYPE: T CLOSED: §
2/22/2002
-t e e e e = ey
tasT NaveE: T STATUS: C
LOSED
TITLR: I FIRST NaMm: NN NI : [ |
ADDRESS I
CITY: GREER STATE: sC zie: |}
[
poME PHONE: [N
MODEL YEAR: 2002 MODEL; ESCAPE XLT 4X2
MILEAGE: 3100
DEALER NAME: FAIRWAY FORD INC SALES CODE: F21226 P& A: O
0977
REASON CODE: 3017 PROD/COMP DUR/PERF - KNOWN/NO FIX AT PRESENT
SYMBTOMS - 607692 STALL/QUITS AT CRUISE HOT ENGINE
CRIGIN: CACTAE - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: ~ ADVISE CUST NO REPAIR PROCEDURES AVAILABLE
DOCUMENT : ANALYST: XROCLE KRITH GREGORY BHOGLE
ACTION DATA/COMMENTS :
2002/02/22
17.02.31 CUSTOMER SAYS: - THR CUST STATES THAT THE COMPUTER ON
THE
VEH HAS BEEN SERVICED 2 TIMES. IT CAUSES THE VEH TO SHU
T DO
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13.27.38
. e LD b Lt e = St S S =i b= = - = b i 2 - -

TNFORMATION ISSUB CASE NBR: 1
640551012
REGICN: 47 CINCINKATI ZONE: C1 OPENED: 0
471172002
VIN: 1FMCUO4152KAR3934 2 ENGINE: 1 VEH TYPE: T CIOSED: D
471172002
LasT NAaME: [ STATUS: C
" LOSED
TITLE: - FIRST NAaME: MI:
ADDRESS: I
CITY: CINCINNATI STATE : OH ZIP: B
[ ]
HOME PHONE:
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILEAGE: 8080
DEALER NAME: CRONIN FORD, THNC.  SALES CODE: FA7463 P& A: O
7965
REASON CODE: 3025 PROD/CCMP DUR/PERF - VEHICLE QUALIMY
SYMPIOMS : 607692 STALL/QUITS AT CRUISE HQOT ENGINE
ORIGIN: CACI3E - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BE SENT TQ DLR: CONTACT CRM
DOCTUMENT : ANALYST: SFLOURNO SANDRA FLOURNOY
ACTION DATA/COMMENTS :
2002/04/11
17.47.18 CUSTOMER SAYS: -THE VEH STALLS -CUST TQOK THE VEE T
0 DL
R 2 TIMES FOR THE STALL PROBLEM -CUST DOES HAVE AN AP
PT F
OR AT THE DLRSHP 15-04-2002 - PER CUSTOMER, DEALER SA
¥S:
' -HARRISON FORD CAC ADVISED: - WE RECCMMEND THE REPAT
R BE
PERFORMED BY A FORD/LM DEALERSHIP - INFORMATION WILL B
E SE
NT TO DLR, CUSTOMER SHOULD CONTACT CRM/SERV MGR TNFERENC
E CA

SE ID: 4551
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CONSUMEHR AFFAIRS 06/18/2002 MMFAXFRG
1

BEGINNING OF COMNTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38

CONCERN ISSUE CASE NER: [
408800932
REGION: 13 NEW YORK ZONE: M1 QPENED: 0
4/03/2002
VIN: 1FMYU04142EA20460 FHNGINE: 1 VEH TYPE: T CLOSED:

TITLE FIRST N2ME: [ MI

ADDRESS: ]

CITY: NEW FAIRFIELD STATE: o zrp: N

HOME FHONE: I

MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X4

MILEAGE: 9000

DEALER NAME: MARK FORD-MERCURY I SRLES CODE: F13547 P&EA: (O
3662

REASON CODE: 1105 AWA - W/N CRITERIA, REQUEST AWA AFTER REFAIR

SYMPTOMS : 607692 STALL/QUITS AT CRUISE HOT ENGINE

ORIGIN: CACI3B - US CONCERN CASE BASE COMMUNICATION: PHONE
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CSR
ALSQO ADVISE S/M OF QUCDEALER FOR P38 CODE}INIIMINDN)
CONSUMER AFFAIRS Q6/18/2002 MMFAXPRG
1
06/18/2002 MASTER OWNBR RELATIONS S5YSTEM IIX
13.27.38 :
CONCERN ISSE CASE NBR: 0
408800932
REGION: 13 NEW YCRK ZONE: M1 DEENED; 0O
4/03/2002
VIN: 1FMYUC4142RAZ2D46D ENGINE: 1 VEH TYPE: T CLOSED:
ORIGIN: CACMOZ - MANUAL - PHONE CSR  COMMINICATION: PHOME
ACTION: B2l - AWARD SERVICE LOANER
DOCUMENT : ANALYST: RWILKINS REBECCA WILEKINSCON
AQTION DATA/COMMENTS :
2002704704
16.17.52 DEATLER P AND A CODE 03662
AMOUNT OF AWA 28
LAST FOUR DOF R.C. % 2784
LINE 52
COMMITMENT CODE MO1LN
CAC PARTICIPATION 100
DID DEALER INITIATE CQONTAOQT? N
CSR NAME DEUNNIS
TEAM LEADER NAME LEIERRD
WAS REQUEST DIJE TQ PARTS DELAY ISSUE? N
CUSTCMER SAYS: E-MATI, FROM DLR REQUESTING COMMITMENT C
ODE:
PACCDE: 03662 NaME: NN $ REPATR OF
DER:
2784 LINE NUMBER: 52 REPAIR DATE: 040402 DOLLAR_A
MOUN
T: 28.00 VEHICLE IDENTIFICATICM NUMBER: 1FMYUC4142KAZ0
460
CUODL: 04088003932 COMMENTS : COMMENTS: PREFPERRED CON
TACT

METHOD: EMAIL E-MATL ADDRESS: I
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P
. HONE: I ExTeNsIOoN: PER CUSTOMER, DEALER S
AYS:
I CAC ADVISED: PROVIDED COMMITM
ENT
CODE TO DLR
ORIGIN: CACMOZ - MANUAL - PHONE CSR COMMUNICATION: PHONE
ACTION: 231 ~ QUTBOUND CALL TO FORD/MERCURY CUSTOMER
DOCUMENT : ANALYST: DGUNNIS DOUGLAS GUNNIS

ACTION DATA/COMMENTS:

16.41.24 CUSTOMER SAYS: = NONE PER CUSTOMER. DEALER SAYS: =

NON
E CAC ADVISED: **wkdddividdidivd*CSER FOLLOWING UP W/ C

UsST*
hAkxkEk kA kA (i€l tC(OBC TO CUST TO FIND OUT IF
EVER
YTHING WENT OK W/ THE RENTAL VEH, CUST NOT AVAILABLE, CS5
R LE
FT VOICE MESSAGE FOR CUST ADVISING THAT DLR IS STILL 10
RING
HER VEH CONCERM)})}})¥))))
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING CF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
132 .27.38
CONCEEN I1IS3SUE CASE NER: 0
466043401
REGICN: 13 MEW YORK ZONE: Gl OPENED: 1
2/06/2001
VIN: 1FMYUU4172KBO10CG64 ENGINE: 1 VEH TYPE: T CLOSED :
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iiﬂhnﬁ3 :
LAST NAME: STATUG: ©

BEN

TITLE: [ ] FIRST NAME: NN MI: ]

ADDRESS: I

CITY: HOPATCONG STATE: NI 2IP: .
]

HOME PHONE:

MCDEL YEAR: 2002 MODEL: EECAPE XLT 4X4

MILEAGE: 5200

DEALER NAME: WARMOCE FORD SALES CODE: Fl34k1 P& A: O
3679

FEASON CODE: 2010 WARRANTY - BUMEER-TO-BUMPER

SYMPTOMS : 607652 STALL/QUITS AT CRUISE HOT ENGINE

ORIGIN: CACI38 - US CONCERN CASE BASE COMMINNICATION: PHONE

ACTION: 139 - ADVISE CUST INFC WILL BE SENT TO DLR; CONTACT OR
M

DOCUMENT : ANALYST: JKHAN JUNAID KHAN

ACTION DATA/COMMENTS :

2001/12/06
132.10.40 CUSTOMER SAYS: VEH STALLED ON HWY -CUST FEARS FOR SAF
ETY
OF LIFE -VEH HAS BEEN BEFATRED AT DLRESHIF ~PCM REPLACE

o EH REPAIRED. -—CUST WCOULD LIEKE VEE BOOGHT BACK. PER CUS
e B. DEALER SAYS: NOME CAC ADVISED: -~1IBC TO SUPE QUE
i ISED CUST THAT FORD'S GOAL IS TGO REPATR VEHICLE PROPERLY
! HIS HAS BEEN DONE. CRC DOES HOT GET INVOLVED IN VEH BUY
:hjz 5. TBSUE CLOSED NO FURTHER SUPE REQUESTS. <<<<<<<<<SUP

HATD> 2 aomaparrraprrr»r»r>es> INFERENCE CASE ID: 4905
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
l .
BEGINNIMNG OF CONTACT
CE/f18/2002 MASTER OWNEER RELATIOMS SYSTEM III
13.27.38
RAV ISSUE CASE NBR:
4B786RG72
REGION: 71 CALIFORNIA ZONE: Al OPENED: 0
5/03/2002
VIN: 1PFPMYU031892KR449292 ENGINE: 1 YEH TYPE: T CLOSED: 0O
C/03/2002
LAST NAME: lllllllll STATUS: C
LOSED
TITLE : h FIrsT NaMeE: I MI: [ |
ADDRESS :
CITY: MOORPARK STATE : CA ZIP: [
[
HOME PHONE:
MODEL ¥EAR: 2002 MODEL : ESCAPE XLT 4Xx2
MILEAGE: 1445
DEALER NAME: SIMI VALLEY FORD SALES CODE: F71447 P&EA: O
7022
REASON CODE: 0526 RAV - NUMEER OF REPATR ATTEMPTS
SYMETOMS : 607692 STALL/QUITS AT CRUISE HOT ENGINE
ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL
ACTICN: RAV1OS - OPEN CASE FOR GOODWILL REFLACEMENT - OWNED
DOCUMENT : ANALYST: GAUTHERY GWENDOLY GUTHERY
ACTION DATA/(COMMENTS:
2002705703
16.17.39

e . R S R R S R R M M R R R M M W w7 R AL R AL s —
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. CRIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MATIL
ACTION: RAV1l2 - RECORD CHECK ISBUANCE FOR GOOIWILL REPLACEMENT
DOCUMENT ; ANALYST: EHANSBER EYVETTE HANSBERRY
ACTION DATA/COMMENTS:
2002/05/08B
10.00.41
CONSUMER AFFAIRS 06/18/2002 MMFAXFRG
1
BEGINNING OF CONTALCT
D&/18/2002 MASTER CWNER RELATICONS SYSTEM III
12.27.38

INFORMATION ISSUE CASE NER: O
302061052
REGION: 13 NEwW YORK ZONE: H1 OPENED: 0
4/15/2002
VIN: 1FMCUQA152KA78121  ENGINE: 1 VEH TYPE: T CLOSED: O
4715/2002
LAST NAME . STATUS: C
LOSED
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TITLE N FIRST NaME: I MT: [
ADDRESS: ]
CITY: CARMEL STATE: NY ZIP: [ ]
I
Home pHONE: : :
MODEL YEAR: 2002 MODEL: ESCAPE XLT 4x4
MILEAGE : 2600 :
DEALER NAME: PARK FORD OF MAHOPA SALES CODE: F13448 P & A: O
3926
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMETOMS : £07693 STALL/QUITS AT CRUISE ALL ENGINE TEME
ORTGIN: CACI3E - US CONCERN CASE BASE COMMUNICATION: PHONE
AOTTON: 668 - ADVISE INFO WILL BE SENT TO DLR; CONTACT CRM
DOCUMENT ; AMALYST: XNATION1 KEVIN NATION
ACTION DATA/COMMENTS:
2002/04/15
DB.23.12 CUSTOMER SAYS: - RECENTLY EFURCHASED A FORD ESCAPE WHIC
H HE
HAD PROBLEMS WITH - ENGINE BLEW AT 333 MILES S0 FORD/D
LRSH
P FUT HIM IN ANOTHER CNE - NOW THE NEW ESCAPE I5 SHDTTI
‘NG ©
FF ON HIM WHILE DRIVING - 18T INCIDENT INCIDENT OCCURED
WHI
LE DRIVING LAST THURSDAY - BROUGHT TO DLRESHP FDR REPAIR
AND
WAS TOLD THAT VEH IS FIXED - YESTERDAY THE VEHICLE SHU
T OF
F AGAIN WHILE DRIVING - QOING OVER TO DLRSHP RIGHT NOW
BECA
USE HE DORSN‘'T FEEL SAFE AND NC LONGER WANTS THIS VEHICL
E P
ER CUSTCMER, DEALER SAYS: - VEHICLE IS FIXED CAC ADVI
SED:
- WE RECOMMEND THE REPAIR RE FERFORMED BY A FORD/LM DE
ALER
SHIP - INFORMATION WILL BE SENT TO DLR, CUSTOMER SHOULD
CON

TACT CRM/SERV MGR INFERENCE CASE ID: 4591
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING OF CONTALCT
0671872002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
=+t -+t -+t~ -+ -+ + -+ttt +r -ttt =ttt
INFORMATION ISSUE CASE NER: 0
335521542
REGICN: 27 WASHINGTON ZONE: El OPENED: 0
6/03/2002
VIN: 1FMCUO41X2KB14515 ENGINE: 1 VEH TYPE: T CLOSED: {
6/03/2002
e P E R P e PRSI PP P P P S PP
wasT NavE: [ STATOS: C
LOSED
TITLE: rIrsT NaME: I 2 v [ ]
ADDRESS - h
CITY: ARARAT STATE : NC z1P: [
I
HoME FEONE: I
MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X4
MILEAGE: 8600
DEALER NAME: JOHNSON FAMILY FORD SALES CODE: F27512 P&A: O
1364
REASON CODE: 23025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS ; 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CACIZ8 - US CONCERN CASE BASE COMMUNICATICN: PHONE
ACTION: 668 _ ADVISE INFC WILL BE SENT TO DLR; CONTACT CRM
DOCUMENT : ANALYST: FEROOKS PAITHLYN BROOKS
ACTION DATA/COMMENTS :
2002/06/03
09.18.40 CUSTOMER SAYS: - STATES SHE HAD A 2001 ESCAPE THAT HAD
THE
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TRFORMATION I1S5UE . CASE HNBR: 0

431120792
REGICN: 27 WASHINGTON ZONE: D1 OPENED: 0
1/20/2002
VIN: 1FMYUO04122KA69110 TFNWGINE: 1  VEH TYPE: T CLOSED: 0
372072002
rasT vane: N STATUS: C
LOSED
TITLE: I FrrsT NavE: T o1 .
ADDRESS : i
oITY: CALIFORNIA STATE : MD ZIP: W
[ ]
HOME PHONE: 301-86240986
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4xX4
MILEAGE 6116
DEALER NAME: WALDORF FORD, INC. SALES CODE: F27047 P& A: 0O
0149
REASON CODE: 1105 AWA - W/N CRITERIA, REQUEST AWA AFTER REPAIR
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORTGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTTON: 732 _ PROVIDE ASSISTANCE
DOCUMENT ; ANALYST: YCAMPBEL YVETTE CAMPBELL
ACTTON DATA/COMMENTS :
2002/03/20 .
16.15.45 AMOUNT (ROUND UP NEAREST DOLLAR} 1
TYPE (REPAIR, LOANER, CONSEQUENTIAL) L
WAS REQUEST DUE TO PARTS DELAY Y
CUSTOMER BAYS: =SEEKING RENTAL ASSIST FOR THE CUST =P
ART
I8 ON ORDER PER CUSTCMER, DEALER SAYS: CAC ADVISED:
I HAVE REVIEWED THE SITUATION AND SINCE YOU ARE SUCH A V
ALUE
D CUSTOMER TG FORD AND THE DEALERSHTP, WE WOULD LIKE T
O PR :
OVIDE YOU WITH A LOANER VEHICLE. -~ PLEASE RETAIN YOUR O
RIGI
NAL RECEIPTS FOR THE LAONER VEHICLE AND SUBMIT THEM TO (
PROV
TOF EMPLOYEE NAME) THE SM/CRM FOR REIMBURSEMENT ONCE YOU
R SE _
RVICE HAS BEEN COMPLETED. - ADVISE CUSTOMER OF TOTAL PE
R m ‘..-;' h .. "
Y{i’$25 F/M, $3E L] ; NIMBER OF DAYS AR WELL AS TOTAL AMOD
HT U !‘f‘f‘: .....-..cqi-:.
F DOMPENSATION. - PLEASE NOTE THAT FORD WILL NOT COVER
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FUEL
. , 'TAXFS, INSURANCE OR MILEAGE COSTS. INFERENCE CASE ID:
538
4
ORIGIN: CACMG2 - MANUAL - PHONE CSR COMMUNICATION: PHONE
ACTION: 227 - INQUIRY FROM DEALER
DOCUMENT ANALYST: YCAMPEEL YVETTE CAMFRELL
ACTTION DATA/COMMENTS :
CUSTOMER SAYS: PER CUSTOMER, DEALER SAYS:  RICHARD
HEND
RIK, SM FROM WALDORF FORD, INC. CALLED ON CUST'S REHAL
F =
PACODE IS 00149 =HE WANTS TO KNOW IF CRC WILL FRCVIDE R
ENTA
L ASSISTANCE FOR THE CUST =VEH NOT PURCHASED FROM THI
g DL
R =PART IS ON ORDER =CUST WILL NEED VEH FOR ABOUT 7 DA
¥3
=HE BELIEVE IT WOULD BE A GOOD BUSINESS DECISION CA{C AD
VISHE
n:
CONSUMER AFFAIRS 06/1B/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.34
s——nzmmen T
INFORMATION ISSUE CASE NBER: O
435163311
REGION: 44 PITTSBURGH ZONE: (2 OPENED: 1
1/27/2001
VIN: 1FMYU03152KE20522 ENGINE: 1 VEH TYFE: T CLOSED: 1
1/27/2001
LAST NAME ] STATUS: C
LOSED
TTTLE: [ rIRsT Nave: MI: [
ATDRESS: ]
CTTY: PARMA S5TATE: OH ZIP: B
I
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. EOME PHONE: I

MODEL YEAR: 20023 MODEL : ESCAPE XLT 4%2

MILEAGE: 178

DEALER NaME: [LIBERTY FORD SOICN, SALES CODE: F4411& PEA: D
2318

REASON CODE: (424 DEALERSHIP - UNABLE TO DUPLICATE CONCERN

SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTION: 6213 - DEALER CAN'T RESOLVE CONCERN IF THEY CAN'T DUPLI
CATE THE CONCERN

DOCUMENT : AMALYST: STIMPERL SIMON TIMPERLEY

ACTICN DATA/COMMENTS :

2001711 /27

12.03.13 CUSTOMER SAYS: ,VEH STALLED N CUST YESTERDAY MORNING.
a HEN THE STRLLS THE ENGINE LIGHT TIE BATTERY LIGHT AND TH
"o Lr LIGHT ALL CAME ON AND CUSTLGST PUWER STEERING AND POWE
" PR AKES. .THIS EXACT SAME THING HAPPEWED TCO CUST 4 TIMES W
i HIS '0l1 ESCAPE BEFORE FORD BOUGHT HIM GUT OF IT AND GOT
. e INTO THIS ESCAPE. .BETWEEN THIS BSCAPE AND THE ‘01 THE
PR HAS NEVER BEEN ABLE TO DUPLICATE THE CONCERN THEMSELVES.
o LR I8 LIEERTY FORD IN SCLON, DLR IS A GREAT GROUP OF PEC
FLE AND THEY HAVE TRIED TO HELPF CUST AS BEST THEY CaN. .CUS
i ST WANTED TO CALL AND LOG ISSUE WITH CRC S0 THAT WE HAD
e N FILE, DLR I& ﬁRY PROACTIVE AND THEY ARE TRYIMG TO TAK
= A RE OF CUST. PER CUSTOMER, DEALER SAYS: .DLR BAID THAT
T Y HAVE DONE ALL THAT THEY CAN AND THEY DON'T KNOW WHAT'
S ¥R ONG WITH IT. THEY ROAD TESTED IT TO VERIFY AND THERE WA
5 5 PROBLEM FOUND. .8/M SAID THAT HE HAS LEFT A MESSACE F
e OM QZBOLT - REQ REP ABOUT THE CONCERN AND TO CONTACT CUS
ZTh: OUT IT. CAC ADVISED: - INFORM WHY THE DEALERSHIP CAN N

ESOLVE THE CONCERN IF THEY CANNOT DUPLICATE THE CONCERN
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AT
TEE TIME OF SERVICE - ADVISE COSTOMER TO CONTRCT DEALER
SHIP
AS SOON AS (INTERMITTENT) CONCERN IS NOTICED - ADVISED
s
T THAT I HAVE DOCUMENTED COMNCERN IN OUR SYSTEMS, ADVISED
CcOs
T TO CONTACT CRC IF ANYTHING ELSE HAFPPENS. - ADVISED CU
ST T
HAT HE IS CURRENTLY FCLLOWINSI THE BEST COURSE OF ACTION
BY D
BALING WITH DLER TO RESOLVE THE CONCERN., INFERFMCE CASE I
n: '
4462
CONSUMEER. AFFAIRS 05/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIOMS SVSTEM ITZ
13.27.38
INFORMATION ISSUE CASE NBR: 0O
£R7860672
REGION: 71 CALIFORNIA ZONE: Al QPENED: 0
372272002
VIN: 1FMYU03182KB44953 EMGINE: 1 VEH TYPE: T CILOSED: O
/2273002
__I-.;;';_ITI;L[E: _ STATUS: C
LOSED
TITLE: __ FIRST NAME: N MI: |
ADDRESS: .
CITY: MOORPARK ETATE: CA ZIP: |
HOME PHONE: [
MODEL YEAR: 2002 MODEL: ESCAPE ZLT 4X2
MILEAGE: 1
DEALEE HAMFE: SIMI VALLEY FORD SALES CODE: F71447 P& a @
T022
REASON CODE: 30BA PROD/COMP DUR/PERF - REGIONAL AJSISTANCE
SYMPTOMES a07693 STALL/QUITS AT CRUISE ALL EMGINE TEMP
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0 .DECIDE WHAT TO DO NEXT —iE FRUSTRATED WITH SITUATION
. A THE LENGQTH OF TIME TO GET PAPERWORK FROM FORD -*DDES HOT
AN T TG ESCALATE TO LAWYER PER CUSTOMER, DEALER SAYS: N
T CAC ADVISED: #*¥kxdkddewdwddriewdQIPERVISOR JOANNE 7B1B*
) Whxaxwwwkrxw  OBRC TO DLR ON 05/04/02 AT 5:57VEM ~ SPOKE T
o S& LES MANAGER - DENNIS SHANE - STILL DOESHN'T HAVE ANY INFG
AT ION CN PAPERWORK YET -0OBC TO CUST- I - ON 05/0
4702 AT 6:08PM - APOLOGIZED TO CUST FOR THE DELAY IN PROCESS
e PAPERWORY -ADVISED CUST THAT DLR IS STILL WAITING FOR P
REER WCREK AND SUPERVISCOR IS STILL RESEARCHING THE ISSUE -SUP
e SOR. WILL FOLLOW UF WITH CUST BY 04/10/02
_-E'.';J-I[;ZEI;_ CACMO2 - MANUAL - PHONE CSR COMMUNICATICH: VISIT
ACTION: 228 - SUPERVISOR REFERRAL. FCLLOW-UP
DOCUMENT : ANALYST: JLENNARD JOANNE LENMARL
. ACTION DATA/COMMENTS:
2002/04/10
13.09.14 ' VLCO78TCUSTOMER SAYS: NONE PER CUSTOMER, DEALER SAYS:
N ONE CAC ADVISED; *as%kkkhwsrswdwdsrwwrSUPERVISOR JOANN
=78 1B*wwkwwrwdiws _QOBC TO DLR ON 10/04/02 AT 5:56FM - TRI
T 0O SPEAK TO GM ~ LARRY HIBBLER - HAS LEFT FOR THE DAY -
SPOK E TOQ SALES MANAGER - DENNIS - WILL LOOK INTO SITUATION A
™ e ALL BACK TOMORROW -OBC TO CUST OM 10/C4/02 AT b6:06PM -
LEET MESSAGE ATVISING THAT SUPERVISOR IS STILL LOCKING INTO
S SITUATION -SUPERVISOR WILL RECONTACT HIM ON 11/02/02
1 CONSUMER AFFAIRS 05/1B/2002 MMFAMPRG
06/18/2002 MASTER OWNER RELATIONS SYSTEM ITI
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. CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT
13.27.38
e} et =ty + =+ § + F 1+ + -+ et et T e et ]
INFORMATION ISSUE CASE NBR: 0
589741252
REGION: 21 ATLANTA ZONE: Bl OPENED: 0
5/09/2002
VIN: 1FMYUQI14AZKB24626 ENGINE: 1 VEH TYEPE: T CLOSED: D
E/09/2002
wasT Nave: [ STATUS: C
LOSED
PITLE : I FIRST HAME: [ MI [
ADDRESS:
CITY: ROSWELL STATE: GA RIP: [ |
I
HOME PHONE:
MODEL YBAR: 2002 MODEL: ESCAPE XLT 4X2
MILEAGE: 5010
DEALPR NAME: TEAM FORD OF MARIET SALES CODE: F21005 P& A: O
0243
REASON CODE: 3025 FROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMD
ORIGIN: CACT3B - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTTION: 668 - ADVISE INFO WILL BE SENT TO DLR; CONTACT CRM
DOCUMENT : ANALYST: VKUMAR VIKAS KUMAR
ACTION DATA/COMMENTS:
2002705709
19.0%.26 CUSTOMER SA¥S: - THE CAR DIED DOWN THE 2ND TIME TODAY
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et L Al e S+

TEoE=—====

LAST NAME: I STATUS: C
LOSED

TITLE: I FIRST NAME: MI:

ADDRESS : I

CITY: INDEPENDENCE STATE: WV 2IP: [
L

HOME PHONE: I !

MODEL, YEAR: 2002 MODEL : ESCAPE XLT 4X4

MILEAGE: 7038

DEALER NAME: CAMPUS FORD LINCOLN SALES CODE: F44543 P&k A O
7407

REASON CODE: 2501 CI - ATTORNEY GENERAL

EYMPTOMS : 507693 ETALL/QUITES AT CRUISE ALL- ENGINE TEMP

ODRTGTIN: CATNTV -~ CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
TCATION: MATL

ACTTION: CI103 - CREATE CLOSED INFO

DOCUMERNT ANALYST: JYATESE JULLE YATES

ACTION DATASCOMMENTS:

2002/02/18
14.57.40 =*** AG LETTER DATED 02/05/02 *** CI RECEIVED 02/12/02

**+CUSTOMER STATES:CONCERNS WITH GAS MILEAGE AND ENGINE

STAL
L OCCURRENCE .
***CUSTOMER SEEKS:BUY BACK OF VEHICLE.

**#*CI SENDING CLOSING LETTER TQ AG OFFICE ADVISING OF AC

:I:: /RESOLUTION QF ISSUE. CI SENMDING LETTER TO AG/WV ADVISIN
D AT GAS MILEAGE IS WITHIN NORMAL FORD SPECTIFICATION RANGE
= o THE ENGINE STALL QCCURRENCE HaS BEEN REPAIRED- NO FURTH
ogES ONTACT BY CUSTOMER WITH REGARD TQ THAT CONCERN. CI PROF

NQ FURTHER ACTION AND IS CLOSING FILE.
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CONSUMER AFFAIRS D6/18/2002 MMFAXTRG
1
BEGINNING OF CONTACT
06/1B/2002 MASTER OWNER RELATIONS SYSTEM IIL
13.27.348
INFORMATION TSSUR CASE NER: 1
345850352
REGION: 21 ATLANTA ZONE: Al QFENED: 0
472472002
VIN: 1FMYUO3L02EKA79963 2 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/2472002
. Last maME: [N STATUS: C
LOSED
TITLE: I FIRST NaME: HENEREE MI |
ADDRESS : | .
CITY: ATLANTA STATE: GA zre: M
I
HOME PHONE: mEEinniiisebielam
MOOEL YEAR: 2002 MODEL ; ESCAPE XLT 4x2
MILEAGE: 7950
DEALER NAME: LOU SOBH FORD, INC. SALES CODE: F21008 P &a: 0
4230
REASON CODE: 3025 PROD/COME DUR/PERF - VEHICLE QUALITY
SYMFTOMS: 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIAQIN: CACI3E - 173 CONCERN CASE BASE COMMUNICATION: PHONE
ACTTON : 668 - ADVISE INFC WILL BE SENT TC DLR; CONTACT CEM
DOCTMENT : ANALYST: PORIZZLE FPAMELA GRIZZLE
ACTION DATA/CCOMMENTS:
2002/704/24
17.23.29 VLCOSATCUSTOMER SAYS: -ON GOING TROUBLES WITH THE VEH
-
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rasT NAME: [ STATUS: O
LOSED :
TITLE : . FIrRsT Nave: MT :
ADDRESS : I
ﬂ‘l . CINCINNATI STATE : CH ZIP: .
HOME PHONE: I
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X2
MILEAGE: 9975
DEALER NAMF: WOODY SANDER FORD I SALES CODE: F47002 P& A O
1572
REASON CODE: 3017 PROD/COMP DUR/PERF - KNOWN/NO FIX AT PRESENT
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL FNGINE TEMP
ORIGIN: CACIA8 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 735 - ADVISE CUST NO REPAIR PROCEDURES AVATLABLE
DOCUMENT : ANALYST: ABALASUB ARALYA PALASUBRAMANTAM
ACTION DATA/COMMENTS:
2002/04/18
10.02.38 CUSTOMER SAYS: =>THE VEH IS CURRENTLY € FORD DLRSHP FO
R TH
E PAST WEEK. =>AFTER HAVING THE VEH FOR 5 DAYS THE
ALTERNATOR WENT OQUT. =>THE VEH STALLS, YOU LOSE YOUR P
OWER
BRAKES, POWER STEERING. IT'ES NOT GAFE TO DRIVE THE
VEH. TOOK THE VEE TCQ THE DLRSHP SEVERAL TIMES FOR TH
IS5 C -
ONCERNM. =>I WANT MY MONEY BACK OR ANOTHER VEH. PER O
USTO
MER, DEALER SAYS: WOODY SANDER FORD INC 235 W MITCHE
LL A
VE, I-75 EXIT %6. CINCINMATI, OH 45232  FHONE: (513)
541~
5586 =>THIS IS A COMMON PROBLEM W/THE FORD ESCADE =»T
HIS
I8 FORD PROBLEM. YOU NEED TO CALL THEM (G .M) CAC ADV
TISED :
~ THE DEALERSHIP HAS INSPECTED YOUR VEHICLE AND IS Al
ARE
OF YOUR CONCERN - WE HAVE CONFIRMED THAT FORD ENGINEERI
NG I
S CURRENTLY DEVELOPING A REPATR PROCEDURE - PLEASE STA
¥ IN
CONTACT WITH YOUR DEALERSHIF FOR ANY UPDATES - THEY WI
LL C
ONTACT YOU AS SO0ON A% A REPATR PROCEDURE BECOMES AVATILAB
LE
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BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT
13.27.38
o T T T T T M M T M e M LA M M L o o S M et R M M M A e o, L R e T M e T~ HEN M W S T —"n—" e ——
INFORMATION ISSUE CASE NEE: 1
451220512
REGION: 21 ATLANTA ZONE: E3 OPENED: 0
272072002
VIN: 1FMYUDQ4122KA17816 ENGINE: 1 VEH TYFE: T CLOEED: 0
2/20/2002
ast vave: N STATUS: C
LOSED
TITLE: — FPIRST NAME: I MI: .
ADDRESS : "y
CITY: RALEIGH . STATE: NC 2IP: [ ]
HOME FEONE: I
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILEAGE: 3402
DEALER NAME: CROSSROADS FORD, IN SALES CODE: F21026 P& A O
0998 _
REASON CODE: 2605 OAC - OTHER CONCERN/INQUIRY
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CAMA - MARRETING ASSOCTATES COMMUNICATION: PHONE
ACTION: QAC102 - QBEEN ISSUE FOR OWNER APPRECIATION CERTIFICATE T
DEALFR
DOQUMENT AMALYST; 7723PT PATRICIA TREMONTI
ACTION DATA/COMMENTS : '
2002/02/20

12.32.01 PATRICIA JONBS CSM ATLANTA
ATTN MIKE INNARARITY

ORIGIN: DEALFR - DEALER COMMUNTICATION: PHONE

ACTIONM: DACO5Z2 - CUST. BAT. REST. TOOL UTILIZED - QAC OFFERED AMD
ACCEPTED

DOCUMENT : AMALYST: M-INNERA MIFKE INNERARITY

ACTION DATA/COMMENTS :

2002/02/21
07.18.21 CUSTOMER WAS OFFERED AND HAS ACCEFTED AN OAC AND HAS PUR

CHAS
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. ORIGIN: CAMA - MARKETING ASSOCIATES COMMUNICATICN: PHONE

ACTION: DACL103 - CLOSE ISSUE FOR OWNER APPRECIATION CRRITFICATE -
REDEEMED

DOCUMENT : ANALYST: CREITHS CHRISTIN KEITH

ACTION DATA/COMMENTS:

2p02/03/04

13.37.41

) CONSUMER AFFAIRS 06/18/2002 MMFAXPRG

BEGINNING OF CONTACT

. 06/1872002 MASTER OWNER RELATIONS SYSTEM IXI

13.27.38

b el
INFORMATION ISSUE CASE NBR: 1

464492951

REGION: 71 CALIFORNIA ZONE: D1 OPENED: 1
2/21/72001

VIN: 1FMYU03182KA39052 ENGINE: 1 VEH TYPE: T CLOSED: 1
2/11/2001

T T T T T T T T T NN T TR TR TN TR RS m o= w= DD

LAST MAME: ] STATUS: C
LOSED

TITLE: . FIRST NavE: [ MI: [ ]

ADDRESS : I

CITY: CAPISTRANO BEACH STATE: CA 2IP: [

|

HoME PHONE: [N

MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X3

MILEAGE : 3000

DEALER MAME: CAPISTRANO FORD BALES CODE: F71096 P& i O
0712

RERSON CCDE: 23025 PROD/COMP DUR/PERF - VEHICLE QUALITY
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING COF CONTACT
06/18/200%2 MASTER OWNER RELATIONS SYSTEM III
13.27.38
________ INFORMATION ISSUE CASE NBR: 1
528191082
REGICN: 13 NEW YORK ZONE: Al OPENED: 0
4/25/2002
VIN: 1FMYUO4142RA64443  ENGINE: 1 VEH TYPE: T CLOSED: 0
4/25/72002
Crast nave: [ STATUS: C
LOSED
TITLE: h FIRST NAME: I MI:
ADDRESS :
CITY: GLEN HEAD STATE: NY zir: [
I
HOME PHONE: [
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILEAGE: 6000
DEALFR NAME: MCDANTEL FORD INC  SALES CODE: F13126 P& A O
1618
REASON CODE: 3025 PROD/COMP DUR/FERF - VEHICLE QUALITY
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORTGIN: CACT38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 666 - ATWISE INFO WILL BE SENT TO DLR; CONTACT CRM
DOCUMENT : ANALYST: LALOUCHE LIZ ALOUCHE
ACTION DATA/COMMENTS:
2402/04/25
16.14.15 CUSTOMER SAYS: -DLRSHIP DOES NOT FHOW WEAT IS WRONG WI
T™ T
HE YEH -DLRSHIP CALLED TECH HOTLINE AND THEY TOLD CUST
THA
T THEY HAVE TO REPROGRAM THE PCM -WHEN CUST PICKED UP T
HE V
EH CUST WAS DRIVING AND THE VEH STALLED AGAIN -CUST IS
VERY

UPSET BECAUSE OF ALL THE PROBLEMS THAT THEY HAD -CUsT
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BEGINNING OF CONTACT
. 06/16/2002 MASTER OWNER RELATICONS SYSTEM IIX
13.27.3B
INFORMATION ISSUE CASE NBR: 1
567491212 :
REGION: 23 MEMPHIS ZONE: Bl OPENED: 0
5/01/2002
VIN: 1FMYU03192KA516883 ENGINF: 1 VEH TYPE: T CLOSED: 0
5/01/2002
LAST NAME: STATUS: ¢
LOSED
TITLE e FIrsT HavE: MI, ]
ADDRESS ; T
CITY: ANTIOCH STATE; ™ ZIP: ]
HEOME FHONE:
MODEL YEAR: 2002 MODEL : ESCAFE XLT 4X2
MILEAGE: 3000
DEALER NAME: TWO RIVERS FORD INC SALES CODE: F23042 P& A: O
5729
RBASON CODE: 1140 AWA - WITHIM CRITERTA, REQUESTING AWA
SYMPTOMS - 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
. ORIGIN: CACI3S - US CONCRRN CASE BASE COMMUNICATION: PHONE
ACTION: 738 - PROVIDE ASSISTANCE
DXOCUMENT ANALYST: CDSCUZAL CAROL DSOUZA
ACTION DATA/COMMENTS:
2002705701
15.44.05 CUSTOMER SAYS: -HAVE HAD TROUBLE WITH THE VEH NUMEROUS
TIM
ES -~THE VEH IS AT THE DLRSHF AT THE MOMENT -THE VEH
QUIT
ON ME TODAY  -CUST WANTS A RIDE TO COLLECT HER VEH P
ER C
USTOMER, DEALER SAYS: -NONE -TWQ RIVERS FORD TEL: (&
15)
8H9-9215 CAC ADVISED: - I HAVE REVIEWED THISI SITUAT
TON
WITH YOUR DEALERSHIP AND THEY HAVE AGREED THAT DUE TO YO
UR L
OYALTY WITH FORD AND THE DEALERSHIP, THEY WOULD LIKE TO
PROV
IDE YOU WITH ASSTSTANCE TOWARDS YOUR VEHICLE REPATR., -
PLEA
SE SPEAK WITH YQOUR SM/CRM TO REVIEW THE DETAILS -0BC
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CONSUMER AFFAIRS 06/1B/2002 MMFAXPRG

1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM ITII

13.27.38

T o s T e o e S e e L M iy S L R . v S B . e U e e . M gy e U R S M M o i A L e o e e e e e e L L o

CONCERN ISSUE CASE NER: 0

490823481

REQION: 13 NEW YORK ZONE: H1 OPENED: 1
2/14/2001

VIN: 1FMCUO4172RA44116  ENGINE: 1 VEH TYPE: T CLOSED ;

LAST WAME: e STATOS: ¢
PEN

TITLE: ] FIRST NAME: MI: ]

ADDRESE e

CITY: NEW ROCHELLE STATE: NY 2IP: 1

HOME PHONE: _

MODEL YEAR: 002 MODEL ESCAPE XLT £X4

MILEAGE: 1000

DEALER NAME: PLEASANTVILLE FORD SALES CODE: F13117 P& A: O
3777

REASON CODE: 2010 WARRANTY - BUMPER-TO-BUMPER

SYMPTOMS : 607653 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTTON: 139 - ADVISE CUST INFO WILL BE SENT TO DLR: CONTACT CR
M

DOCUMENT : ANALYST: ALTNARES ARACELT LINARES

ACTTON DATA/COMMENTS:

2001/12/14

13.3&.53 CUSTCMER SAYS: CUST SAYES THAT HE HAS A CONCERN WITH H

Is Vv
EH . CUST SAYS THAT HIS TRUCK STOPFED BRUMMNING. CALLED

ROAD
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U (1
. 2/26 OR 12/27) . ACCORDINGLY, ADVISED CUSTCMER OF CONV

ERSA
TION WITE THE DEALERSHIP.

CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT

13.27.38
=====;;;; _____________________________________________________________

CONCERN ISSUE CASE NBR: 0

708281232

REGION: 24 ORLANDO ZONE: A2 OPENED: 0
5/03/2002

VIN: 1FMYUQ3172KC29810 BNGINE: 1 VEH TYPE: T CLOSED: 0
5/03/2002

et e gt 14 =4 =+~ + -+ + -+ -+ -+ -+ T

rasT ¥avE: [ STATUS: C
LOSED

TITLE: - e riroT vaveE: [N B

ADDRESS: .

Page 382
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CITY: MIAMT STATE: FL 2IP: .
@ =
HOME PHONE: I
MODEL YRAR: 2002 MODEL: ESCAPE XLT 4X2
MILEAGE : 2530
DEALER NAME: FORD OF COERAL GARLE SALES CODE: F24004 P& A: D
3896
REASON CODE: 1140 AWA - WITHIN CRITERIZ, REQUESTING AWA
SYMPTOMS : 6O7ES3 STALL/QUITS AT CRUISE ALL ENGINE TEM
ORIGIN: CACI3E - US CCHNCERNMN CASEF BASE COMMUNICATIONM: PHONE
ACTION: 726 - ADVISE CUST CRC WILL FOLLOW UP
DOCUMENT : ANALYST: AWILLIAM ANDEE WILLIAMS
ACTION DATA/COMMENTS:
2002/05/03
19.41.29% VLCO7E8TCUSTOMER SAYS: -CUST BOUGEHNT VEH 30 DAYS ASD -1
5 Da
¥S LATER VYEH TURNED QOFF ON HIGHWAY -15 DAYS LATER FROM
LAST
CONCERN STEERING WHEEL LOCES UOP -CUST IS CONCERNED THA
T DE
ALER CAN NOT FIND COMCERN -CUST DOESN'T SAFE WITH VEH
-Cug
T WANTS A NEW VEH -CUST WAE SPEAKTNG TO S5/H ERWIE -DRL
VER
. OF VEH CaN'T SPEAK ENGLTSH - CTALLER WOULD L
IKE
TD BE CONTACTED BACE PER CUSTOMER, DEALER SAYS: -CAN!
T FI
ND CONCEEN CAC ADVIEED: - I WOULD LIKE TO BE YCOUR ADVO
CATE
IN THIS SITUATION. TC ENSURE YOUR REQUEST RECEIVES PROP
ER C
CNEIDERATION, PLEASE ALLLOW ME TO RESEARCH THIS FURTHER. ‘
- I
S5 THERE A TIME THAT IS MOST CONVENIENT FOR ME TO CONTACT
TOou
? INFERENCE (CASE ID: 5418 ‘
DRIGIN: CACMOZ - MANUAL - PHONE CSE COMMUONICATION: PHONE
ACTION: 214 - QUTBOUND CALL TO DEALER
POCUMENT : ANALYST: ANWILLIAM ANDRE WILLIAMS
ACTTION DATA/COMMENTS:
2002/05/08
13.00.29 VILLCOTSTCUSTOMER SAYS: PER CUSTOMER, DEALER SAYS:
CAC
ADVISED: =========0BC TQ DEALER===rs===n==== -UNABLE T
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06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
M e e et | o e | e i fmbed |+ ety L} 4
CONCERN ISSUE CASE NBR: 1
3IR4B93061
REGTON: ZONE : OPENED: 1
1/0272001 :
VIN: 1FMYUO31X2KA79529 ENGINE: 1 VEE TYPE: T CLOSED: 1
1/02/2001
T I i e e e e e e e I e e e e e T e e T e T S S o e
S ETE=E '
rasT NavE: [N STATUS: C
LOSED
TITLE: . FIRST NAME: I MX: e
ADDRESS : |
CITY: DALLAS STATE: TX ZIP: [ |
|
HoME PrONE:
MODEL YEABK: 2002 MODEL: ESCAPE XIT 4X2
MILBAGE :
DEALER NAME: SALES CODE: P E A:
REASON CODE: (%14 ESP/ESC - RENTAL ASSISTANCE
SYMPTOMS : 607693 BSTALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CACTIAB - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 715 - PROVIDE ASSISTANCE
DOCTMENT ANALYST: MSEQRE MAUREEN SEGRE
ACTTION DATA/COMMENTS:
2001/11/02
10.41.24 CUSTOMER SAYS: BOUGHT A CAR MONDAY AND CAR STOPPED WOR
NG
ON WENESDAY AND AGATN FRIDAY. NEEDS A LOANER - WHILE
DRI
VING ABOUT 40 MPH AT A STEADY SPEED. - NO BRAKES, NO ST
EERI
NG. CAR SHUTS OFF AND HAS TO BE RESTARTED. THIS HAS HAP
PENE
D 3 TIMEE IN THE 4 DAYS SINCE I BOUGHT THIS NEW VEHICLE.
SECKE WITE CHAD, BERVICE ADVISOR AT DEALERSHIP. CHAD SA
¥S T
HAT HE CANNOT ASSIST CUSTOMER WITH A LOANER VEHICLE BECA
UsE
SHE DID NOT PURCHASE AN ESP PLAN. - NEED TRANSPORTATICN
WHI
LE VEMICLE IS AT THE DEALERSHIP, PER CUSTOMER, DEALER
SAY

S TOWM ERST FORD 18411 LBJ FREEWAY MESQUITE, TX 75H
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. ORIGIN: CACMO2 ~ MANUAL - PHONE CSR COMMUNICATION: PHONE
ACTION: B21 ~ AWARD SERVICE LOANER
DOCUMENT : : ANALYST: ESUTHER EILEEN SUTHERLAND
ACTION DATA/COMMENTS:
2001/11/27
19.14.49 CUSTOMER SAYS: PER CUSTOMER, DEALER SAYS: CAC AD
VISE
D: PACODE: 06132 NAME: TIMOTHY TINSLEY REPAIR ORDER
53 S _
11 LINE WUMBER: A mi.r.m_momw:%fua.au - VEHICLE ID
ENTT L '
FICATION NUMBER: 1FMYUO31X2KA79525 REPAIR DATE: 11/2/0
1 .
COMMENTS: COMMENTS:I HAVE MADE SEVERAL REQUESTS FOR THIS
P
REFERRED CONTACT METHOD: EMATL, E-MATL ADDRESS: |IEGEGEG
I
mmm—  rronE: I =xTENSION:
CRTGIN: DEALER - DEALER COMMUNICATION: PHONE
ACTION: DACO78 - NG REPATR FROCEDURE AVAILABLE AT THIS TIME PER -
" OTHER *
DOCUMENT : ANALYST: T-TINSLE TIM TINSLEY
. ACTION DATA/COMMENTS :

2001/11/28
12.14.18 RECEIVED P38 AUTHORIZATION FROM CAC

R R S R R R L R S N S R R SN R . N S R S R R R R R N L R S R R R R R R R R R R R R N

————— -

ORIGIN: CACMOZ - MANUAL - PHONE CSR COMMUNICATION: PHONE
ACTTIOHN : 821 . ~ AWARD SERVICE LOANER
DOCUMENT: ANALYST: ESUTHER EILEEN SUTHERLAND
ACTION DATA/COMMENTS :
2001712707
14.46.47 CUSTOMER SAYS: PER CUSTOMER, DEALER SA¥S: CAaC AD
VISE
D: PREVIOUS CODE WAS INVALID, A NEW CODE HAS BEEEN ISSUE
D TO

THE DEALERSHIPF VIA E-MAIL.
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1 )

BEGTNNING OF CONTACT

Q&6/18/2002 MASTFR OWNER RELATIONS SYSTEM TII

13.27.328

T T T T N T T T M M T M M M M M M M M S R M M M LN M N oy . NN R e N M M M M LA S N M, FLE M ML R RN M M RN R N M el R et R o v L o e R
mSEors=oe

- CONCERN ISSUE CASE NER: 1

464492951

REGION: 71 CALIFORNIA ZONE: D1 OPENED: 1
2/11/2001

VIN: 1PMYU031B2RA39059 ENGINE: 1 VEH TYPE: T CLOSED: 1
2/11/2001

LAST NAME: N STRTUS; C
LOSED

TITLE: e FIRST naME: [ MI: [

ADDRESS: R

CITY; CAPISTRANO BEACH STATE: CA ziz: [

PHORE:

MODEI, YEAR: 2002 MODEL: ESCAPE XLT 4%2

MILEAGE: 2500

DEALER NAME: CAPISTRANC FORD SALES CODE: F71096 P&A: O
0712

REASON (CODE: 2010 WARRANTY - BUMPER-TO-BUMPER

SYMPTOMS : 607653 STALL/QUITS AT CRUISE ALL ENGINE TEMP

DRIGIN: CACI3IA - US CONCERN CASE BASE COMMUNICATION: VISIT

ACTION: 139 - ADVISE CUST INFO WILL BE SENT TQ DLR; CONTACT CR
- !

DOCUMENT : ANALYST: PMCLNTOS PATRICE MCOLNTOSH

ACTION DATA/COMMENTS :

2001712711

12.41,32 CUSTOMER SAYS: ~ CUST SAID YESTEEDAY THE ENGINE STARTE

D XN

Page 3ABS
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06/18/2002 MASTER OWNER RELATIONS SYSTEM ITI
13.27.38
EEESEEEsSonEESS oSSR S oS SSE ST RS SN TS SSCoEsSS=SSoS=S=SSS=S==STas=s===x
REGION ISSUE CASE NER: 0
490823481
REGION: 13 NEW YORK ZONE: H1 OPENED: D0
1/10/2002
VIN: 1FMCU04172RA44116 FENGINE: 1  VEH TYPE: T CLOSED: D
1/10/2002
wasT NaveE: (N STATUS ; C
LOSED
TITLE: [ FIRST NAME: - MI: -
ADDHESS ; ]
CITY: NEW ROCHELLE STATE: NY zre:
HOME THONE:
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILEACE: 1000
DEALER NAME: PLEASANTVILLE FORD SALES CODE: F13117 P&k A: O
3777
REASON CODE: 25DL CT - DEMAND LETTER
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
ORIGIN: CAINTV - CONSUMER AFFAIRS — CONSUMER INTERVENTION COMMUN
ICATION: IMNTERMNET
ACTION: CI10l - OPEN REGICN CONTACT
DOCUMENT : ANALYST: SMICKEL1 STEVEN MICKELSON

ACTTON DATA/COMMENTS :

2002701410
14.04.47 DEMAND LETTER DATED: 12/724/01 *** CI RECTEVED: 01/10/02

LA

CUSTOMER STATES: VEHICLE STOFPPED RUNNING, HAD TO BE TCOWE

D' -
** COSTOMER SEEKS: NO SPECIFIC RESOLUTION SOUGHT ** COT S
ENT
CUSTOMER FLEM LETTER, SCANNED TO REGION. *%%* w¥w«
ORIGIN: CAINTV - CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
ICATION: INTERNET
ACTION: Cl2i0 - LETTER FAZED TO REGION
DOCUMENT : ANALYST: SMICKEL1l STEVEN MICEELSON

ACTION DATA/COMMENTS:
16.18.43

—— i o S R e i B S e e b BN Ly ey —yr 8 SN N Ny M N M R A M S A S o S S
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CONSIMER AFFATRS 0671872002 MMFAXPRGE
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM III

13,27.38

REGION ISSUE CASE NBR: 0

515701342

REGION: 72 SAN FRANCISC  ZONE: A4 OPENED: 0
5/14/2002

VIN: 1FMCUO41X2KBE5948 ENGINE: 1  VEH TYPE: T CLOSED: 0
5/14/2002

LasT Nave: STATUS: C
LOSED

TITLE: H rirsT vave: [ o

ADDRESS: I ——

CITY: ERENTWOOD STATE; ca ziP: [
[

uove rHONE: (N

MODEL YEAR: 2002 MODEL : EECAPE MIT 4X4

MILEAGE: 3239

DEALER NAME: LITHIA FORD OF CONC SALES CODE: F72023 P& A: 0
2624

REASON CODE: 25DL CI ~ DEMAND LETTER

SYMPTOMS ; 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGTIN: CAINTV - CONSUMER AFFAIRS - CCHNSUMER INTERVENTION COMMUN
ICATION: OTHER

ACTIOM: CI101 - OPEN REQION CONTACT
DOCUMENT : ANALYST: ARCBER90 ANNE ROBERTS
ACTION DATA/COMMENTES:
2002/05/14
14,19.30 ***DEMAND LETTER DATED 05/08/02+*** *&»CT1 RECEIVED 05/14
/02
***QJSTOMER STATES: VEHICLE QUIT AT 35 MPH, CAUSING LOSS
oF

POWER AND COULD NQT STEER OR BRAKE.
***#DUSTOMER SEEKS: RESOLOTION OF CONCERN

Fage 354
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***CI E~-MATLED A COPY OF THE LETTER TO THE REGIONAL DFFI

CE
. FOR REVIEW. SENT CUSTOMER FLEM LETTER.
HOTE: {USTOMER HAD 2001 ESCAFE BOUGHT BACE FOR SAME DEF
ECT
ORIGTIN: FIELD - FIELE ORGANIZATION COMMUNICATION: OTHER
ACTION: GACD57 - DOCUMENT ADDITIONAL INFORMATION
DOCUMENT : ANAL'YST: MWOMACKL WOMACK, MEGAN (M.)

ACTION DATA/COMMENTS :
19,40.50 CSM - I SPOXE WITH MR. LUCCIA ON 5/13/02 REGARDING HIS 2

002 ESCAPE. I IS TN THIS VEHICLE AFTER HAVING HIS
.zuul ESCAPE REPLACED FOR THE SAME CONCERN. THE VEHICLE WAS
E ITHIA FORD OF CONCORD ON 5/10/02 FOR A STALLING CONCERN.
o CCDES WERE PULLED; SO NO PROBLEM WAS VERIFIED. PER THE
TR ON THIS PROBLEM, THE PCM ON THE VEHICLE WAS REPROGRAMME
e MR. LUCCIA PICKED UP THE VEHICLE ON 5/10/02 AND IS DRIVI
. Ne T T, CURRENTLY, THERE HAVE BEEN NO FUTHER CONCERNS OF STA
B G. | sEExs 10 HAVE THE DEALERSEIP HUY BACK HIS
=00 2 BSCAPE FOR THE FULL PRICE HE PAID FOR IT ON A TRADE IN
h AN EDDIE BAUER EXPLORER. I EXPLAINED THAT AE A FORD REP
ot COULD NOT ASK THE DEALERSHIP TO PERFORM WHAT HE IS REQUE
ST G. FURTHER, I SAID THAT I WOULD LIKE TO FIND QUT ABCUT
PFTT ING A FLIGHT RECORDER ON THE VEHICLE T{ DETERMINE THE CA
oeE OF THE PROBLEM, HOWEVER, NEITHER LITHIA OF CONCORD NOR
A CLOSE DEALERSHIPS HAVE A 2002 FLIGHT RECORDER AVAILABLE.
AT THIS POINT, T HAVE OFFERED NOTHING T0 THE CUSTOMER. I
HRE EXPLAINED TO HIM THAT UNLESS WE CAN VERIFY A FROELEM, T
HERE
CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
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®

06/18/2002 MASTER OWMER RELATIONS SYSTEM III
13.37.38
e T e e e N O T - I C e e P e e
REGIDN ISSUE CASE NBR: 0
515701342
REGION: 72 S5AN FRANCISC ZONE: A4 - GOPENED: ©
5/14/2002
VIN: 1FMCUD41XZKBH5948 ENGINE: 1 VEA TYPE: T CLOSED: 0
5/14/2002
2002/05/14
19.40.50 IS NOTHING THAT CaN BE BEPAIRELR. MR. LUCCIA HAS THREAT
ENED

TO TAKE THIS PROBLEM TO THE MEDIA.

- i e — o ———

ORIGIN: FIELD - FIELD QRGANIZATION COMMONICATICH: OTHER
ACTION: DACOS0 - AWA POl OFFER - DENIED BY FORD REPRESENTATIVE
DOCUMENT : ANALYST: MWOMACKL WOMACE, MEGAN {(M.)

ACTION DATA/COMMENTS :

2002/05/23
. 00.44.30 I SEEXS REPLACEMENT OF HIS 2002 FORD ESCAPE. T
HIS
TS ATS SECOND ESCAPE, THE FIRST 2001 ESCAPE WAS REPLACED

FOR A STALLING CONCERN ALSO. THE DEALERSHIP CURRENTLY CAN
o VERIFY A CONCERN. THE DEALERSHIP HAS ORDERED A FLIGHT R
HCOR DER FOR THE 2002 MODEL YEAR VEHICLES. WHEN THIS FLICHT
RGO roER AREIVES, I Il BE CONTACTED AND THE PLIGH
TR CORDER WILL BE PLACED oN THE VERTICLE. M 15 CUR
R LY INVOLVED TN NEGUTIATIONS WITH LITHIA FORD OF CONCORD
E: ROING A TRADE IN ON HIS VEHICLE. NO FURTHER ACTION IS N

D BY FORD.
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CONETMER AFFATRS 06/18/2002 MMFAXPRG
®
BECINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM TIII
13.27.38

REGION ISSUE CASE NBR: 0

685741502

REGION: 13 NEW YORK ZONE: H1 OPENED: 0
6£/10/2002

VIN: 1FMYUD41B2KEB32324 ENGINE: 1 VEH TYPE: T CLOSED: 0
6/10/2002

LAST NAME lllllllllllll STATUS: C
LOSED

TTTLE ] FIRST Nave: N MT |

ADDRESS I

CITY: OSSINING STATE : NY ZIP: 1
I

HoME pHoNE: [N

MODEL YRBAR: 2002 MODEL : ESCADE XT,T 4X4

MILEAGE: 2807

DEALER NAME: CURRY FORD SALES CODE: P13116 P& A O
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CONSUMER AFFAIRS be/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06718720023 MASTER OWNER RELATIONS SYSTEM III

13.27.38 '

REGION ISSUE CASE NBR: 1

430151292

REGION: 21 ATLANTA . FONE: (1 OBENED: D
E/08/2002

VIN: 1FMYUQ31B2KBJ1074 ENGINE: 1 VEH TYPE: T CLOSED: D
5/08/2002

LAST NAME: STATUS: C
Ay I

TITLE: FIRST NAME: I MI: ]

ADDRESS : I

CITY: ATLANTA STATE : Ga ZIP: [

]

HOME PHONE: I

MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X2

MILEAGE: 1031

DEALER NAME: WORLD FORD SANDY SP SALES CODE: F21042 P& A: O
0460

REASON CODE: 2512 CI - GEORGIA DEMAND LETTER

SYMPTOMS : 60'7693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

- - — — = A A

ORIGIIN: CAINTV - CONSUMER AFFAIRS - CONSUMER INTERVENTION COCMMUN
ICATION: PHONE

ACTIOHN: CI101 - QPEN REGION CONTACT
DOCUMENRT ; ANALYST: AROBERS(0 ANNE ROBERTS
ACTION DATA/COMMENTS:
3002/05/09
11.56.55 ***FINAL REPAIR FORM DATED 05/03/02 **CI RECEIVED 05/09/
a2
**+OSTOMER STATES: VEHICLE STALLS WHILE DRIVING AT 4C -
50
MPH
*®*OUUSTOMER SEEKS: FINAL RESCLUTION UMDER GEQORGILA LEMON
LAW.
*++07 MAILED PLEM LETTER TO CUSTOMER (5/09/02
: ¥ 2 vPEN DRALER SERVICE MANAGER: PLEASE SHCEDULE CUSTOME
R PO

Paga 399
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R FINAL REPARIR ATTEMPT WITHIN 14 DAYS.
. *44CI BF-MAILED COPY OF CUSTOMER FORM TQ REGION, ***

——— v ——— ——————— T — . R S R S M R R R R S S S R S S S S S S S S S S S S o R R A .

ORIGIN: FIELD - FIELD QRGANIZATION COMMUNICATICN: FPHONE
ACTION: DACCOES - CANCEL ISSUE

DOCUMENT : ANALYST: OROBIGNC ROSIGNCHM, OSBCAR (O.)
ACTION DATA/COMMENTS :

2002/05/10
16.43.43 CSM AGREED TC REPLACE VEHICLE UNDER RAV PROVISIORS.

. CONSUMER APFATRS 06/18/2002 MMFAXPRG

1

BEGINNING OF CONTACT

06/1B/2002 MASTER OWNER RELATIONS SYSTEM III

13.27.38

REGION ISSUE CASE NBR: 1

484771152

REGION: 53 KANSAS CITY ZONE: Bl OPENED: 0
4/25/2002

VIN: 1FMYUD41B2KA38556 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/25/2002

NN N N S N N L e T e e e e e e T I e T e e a1 T o o P o o o o o o o o . 7= o o o o P e o o 7 = o

LAST NAME: I STATUS: C
LOSED

TITLE: . FIRST NAME: SN MI: .

ADDRESS : I

CITY: OMAHA STATE: NE 212: T
[ ]

HOME PHONE: [N
Page 400
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L CONSUMER AFFAIRS 0671872002 MMFAXFRG
BEGINNING OF CONTACT
06/18/2002 MASTER OWNEER RELATIONS SYSTPM IIX
13.27.38
PRIORITY ISSUE CASE NER: 0
374460322
REGION: 27 WASHINGTOHN ZONE: Bl OPENED: 0
2/01/2002
VIN: 1FMCUQ4162KA792391  ENGINE: 1 VEH TYFE: T CLOSED: 0
2/01/2002
e e e e T e e g e e . T T T R TN N T e R E ST E T e
LAST NAME: I STATUS: C
LOSED
TITLE: FIrsT NaME: [ vz
ADDRESS ; I
. QITY ROCKVILLE STATE: MD zip:
I
HooeE PHONE: [N
MODEL YEAR: 2002 MODETL, : ESCAEE XLT 4X4
MILEAGE: 1
DEALER MAME: CRYSTAL FORD LTD SALES CODE: F27002 PE&EA: O
6677
REASON CODE: 2501 CI - ATTORNEY GENERAL
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP
———————————————————————————————————————————————————————————————————— i
ORIGTN: CAINTV - CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
ICATION: VISIT
ACTION: €I100 - OFEN PRIORITY CONTACT |
DOCUMENT : ANALYST: RSMITH68 ERIKA SMITH
ACTION DATA/COMMENTS:
2002/02/01
10.24.06 3RD PARTY NAME AG-MD

***AG LETTER DATED Q1 /14/02%%% »&0T RRCETVED 01/22/02*
L &

** *COSTOMER STATES:

*STALL, LOSS OF POWER, OIL INDICATOR, ETC,

**CUSTOMER SEEEKS:
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*FINAL RESOLUTION
##(] REQUESTS CSM REVIEW & CONTACT CUSTOMER DIRECTLY.
PLEASE PROVIDE DETATLS OF ACTION TARKEN, RESOLUTION &
COSTOMER LEVEL OF SATISFACTICN W/RESCLIMTION. PRIOQRITY
CASES HAVE A 12 DAY TIME FRAME FOR CLDSIME. CI SENT
REFERRING PARTY POSTCARD ACENOWLEGMENT 01/31/02.f**rxk

L A R R L S R R S R L B R R ek N RN N e i N N e LN NN R L R R R R R R R R o R R e R N R R R A

ORIGIN: DEALER - DEALER COMMIINICATTON: VISIT
ACTION: DACOS57 - DOCUMENT ADDITICNAL INFORMATION
DOCUMENT : ANALYST: B-DAV13 CRYSTAL FORD

ACTION DATA/COMMENTS :

2002/02/09
10.12.5¢ DEALER HAS DONE 1 REPAIR ATTEMPT ON (01/14/02 FOR STALLIN
G CO
NCERN. CHECKED EEC SYSTEM AND ALL GROUND WIRES FOR GOOD

CONN ,
ECTION THEN REPLACED EEC POWER RELAY AS PER S.5.M.
ORIGIN: CAINTV - CONSUMER AFFAIRS - CONSUMER INTERVENTION COMMUN
TCATTON: VISIT
BOTION: CI305 - CLOSE PRIORITY CONTACT
DOCUMENT : ANALYST: ESMITHES ERIKA SMITH

ACTION DATA/COMMENTS:

2002/02/11
15.50.57 PER C8M (BETH), VEH WAS REPAIRED AT CRYSTAL FORD.

CONSUMER AFFAIRS ' 06/18/2002 MMFAXPRG
1

BEQINNING QOF CONTROT

os/18/2002 MASTER OWNER RELATIONS SYSTEM IXII

13.27.38

LEGAL IGSEUE CASE NER: 1

366951082

REGICN: 47 CINCINNATI Z0NE: Al OPENED: 0
5/08/2002

VIN: 1IFMYUO3122EABRS SR ENGINE: 1 VEH T™YEE: T CLOSED: 0
5/08/2002 :

e e e e O e T - e e B

LAST NAME: [ ] ETATUS: C
LOSED
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TITLE: I FIRST NAME: MI:

ADDRESS: ]

CITY: CINCINNATI STATE: OH zIF: [
] '

goMe PHONE: [N

MODEL YEAR: 2002 MODEL : ESCRPE XLT 4X2

MILEAGE: 95801
lgDEELER NAME: WOODY SANDER FORD I SALES CODE: F47002 P&a: O

72

REASON CODE: 0785 LEGAL - CO1HER ATTORNEY DEMAND

SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CALGL - CONSUMER AFFAIRS - LITIGATION PREVENTION COMMUON
ICATION: MAIL

ACTION: LP203 -~ OPEN LEGAL CONTACT - ATTORNEY DEMAND

DOCTUMENT ANALYST: MRELSEY2 MOLLY KELSEY

ACTION DATA/COMMENTS:

2002/05/08
15.35.159 w¥wddesdddadartrxw I ATTORNEY DEMAND LETTER¥*# %%k adhdwan
E R B
REQ'D 05/0B/02
ATTORNEY ALLEGES DEFECTIVE VEHICLE.
ATTORNEY ALLEGES HIS CLIENT'S VEHICLE HAS MULTIPLE DEFEC

TS.
Y ATTORNEY DEMANDS A FCRD REPRESENTATIVE CONACT HIM TO
DISCUSS THIS MATTER. **
ORIGIN: CALGL - COMSUMER AFFATRS - LITIGATION PREVENTION COMMUN
ICATION: MATL
ACTION: LP302 - MAKE OUTBOUND CALL TO ATTORNEY
DOCUMENT : ANALYSET: LTURNE32 LAKESIA TURMNER

ACTION DATA/COMMENTS:

2002/05/10
09.46.03 ***LPA CALLED AND ADVISED ATTORNEY THAT I WILL JINVESTIGA
TE M
ATTER AND REPORT MY FINDINGE ASAP.

E T T L R N R R R R R R R RN RN A RN R NN RN R R R R R R R R e S R R e R R AN N R e S e W

— e arr— — — -

ORIGIN; CALGL - CONSUMER AFFAIRS - LITIGATION PREVENTION COMMUN
ICATION: MATL

ACTION : LP4000 - FINAL CASE DISPOSITION

DOCUMENT : ANALYST: LTURNE3Z2 LARKESIA TURNER

ACTION DATA/CCMMENTS:

2002705733
08%.25.57 ***CUSTOMER HAS ELECTED TOU CONTACT DSE, DSB CASE IS CURR
ENTL
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. Y PENDING AND ACCORDING TO THE DRS WILL APPEAR IN FRONT
OF T
HE BOARD JUNE 11, 2002. LFA WILL SEND ATTORNEY CLOSING
LETT
ER DATED 5/22/02.
CONSUMER AFFAIRS 0671872002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM ILI
13.27.38
________ RAY IEBUE CASE NBR: 0
396441082
REGION: 16 PHILADELPHIA ZONE: Bl CPENED: 0
6/12/2002
VIN: 1FMCU04162KB23552 ENGINE: 1 VEH TYPE: T CLOSED: 0
6/12/2002

LOSED
TITLE: _ rirsT 2vE: [ o N
ADDRESS : I
CITY: CHADDS FORD STATE: PA, ZIP: |

[
HOME PHONE: I
MODEL YEAR: 2002 MODEL : ESCAPE XL'T 4X4
MILEAGE: 6261
DEALER NAME: GARNET FORD INC SALES CODE: F16027 P& A: 0
1373

REASON CODE: 0526 RAV - NUMBER OF REPAIR ATTEMPTS

SYMPTOMS : 607693 BTALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: BRAV10S - OPEN CASE FOR GUODWILL REPLACEMENT - OWNED

DOCTUMENT : ANALYST: T-DAVI13d ODAVIS, TIFFANY

ACTION DATA/COMMENTS :

20027067412

11.27.31 05-03-2002
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LasT NaveE: | STATUS: C
LOSED
TITLE:: ] FIRST NAME: [ MI:
ADDRESE [ ] '
CITY: DUNCANVILLE STATE: TX zir: N
HOME PHONE I
MODEL YEAR: 2002 MODEL - ESCAPE XLS 4X2
MILEAGE: B35
DEALER NAME: WESTWAY FORD SALES CODE: FS52013 P &hA: O
2586
REASON CODE: 0526 RAV - NUMBER OF REFAIR ATTEMPTS
SYMETOMS : 607693 STALL/QUITSE AT CRUISE ALL ENGINE TEME
ORIGIN: CARAY = {ONSUMER AFFATRS - REACQOUIRED VEHICTLES COMMUNIC
ATION: MATL
ACTION: RAV105 - OPEN CASE FOR GOODWILL REPLACEMENT - OWNED
DOCUMENT : ANALYST: J-~CALL1 CALL, JAMES
ACTION DATA/COMMENTS:
20027068/ 05
15.14.14 05-08-2002
291B8B4&
16388
2947
1047
2KD12524

ORIGIN: CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMUNIC
ATION: MAIL

ACTION: RAV108 - CANCEL CASE FOR GOODWILL REPLACEMENT
DQCUMENT : ANATLYST: J-CALLL CALL, JAMES
ACTION DATA/COMMENTS:
2002/06/06
15.37.02

ORIGIN: CARAV - CONSUMER AFFAIRE - REACOUIRED VEHILLES COOMMUNIC
ATION: MATL

AOTTION: RAV10S - OPEN CASE FOR GOODWILL REPLACEMENT - CUWNED

DOCUMENT : ANALYST: J-CALLL CALL, JAMES

ACTION DATA/COMMEMTS:

15 .41 .28 05-08-2002
291E845
15388
3047
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CONSUMER AFFAIRS 06/168/2002 MMFAXFRG

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13,27.38
B == =+ 4+ - - P k]
RAV ISSUE CASE MBR: 0
561320912
REGION: 44 PITTSBURGH ZONE: A2 OPENED: 0
4/01/2002
VIN: 1FMYU04192KA51297 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/01/2002
wast iavE: [N STATUS: C
LOSED
TITLE: . FIRST NaweE: [ MI: N
ADDRESS: |
CITY: HRIDGEVILLE STATE : FA 2IP: B
L
HOME PHONE: I
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILEAGE: 11303
DEALER NAME: WASHINGTON FORD INC SALES CODE: F44443 P &kA: O

. EBage 409
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D6/18/2002 MASTER OWNER RELATIONS SYSTEM ITI
. 13.27.38
B S e b= B s e = b e B B S = R R P
—meEEE
RAYV ISSUE CASE NER: 1
500081352
REGION: 16 PHILADELPHIA ZONE: Al OFENED: 0
s/15/2002
VIN: 1PFMYU04132KB22378 ENGINE: 1 VEH TYFE: T CLDSED: 0
5/15/2002
LAST NAME: STATUS: C
LOSED Ill
TITLE [ ] FIRST NAME: [N MI
ADDRESS: ]
ﬂr: WYNCOTE STATE: BA Z1P: 1

MODEL YEAR: 2002 MODEL: ESCADE XLT 4X4
MILEAGE: 2320
DEALER NAME: NORRISTOWN AUTOMOBI SALES CODE: F16046 P A:r 0
1350
REASON CODE: 0528 RAV - REPATR NOT ACCEPTABLE TO CUSTOMER
SYMPTOMS : 607653 STALL/QUITS AT CRUISE ALL ENGINE TEMP
. QRIGIN: CARAY - CONSUMER AFFAIRES - REACOUIRED YEHICOLES (OMMUNIC
ATION: MAIL
ACTTION: RAV1J2 - OPEN {ASE FOR SOODWILL REFUIND - LEASED
DOCTUMENT : ANAIYST: EHANSHER EYVETTE HANSBERERY
ACTTION DATA/COMMENTS :
2002/05/15
13.54.57
ORIGTHN: CARAV - COMSUMER AFFATRS - REARCQUIRED VEHICLERE COMMUMIC
ATION: MAIL
ACTTION: RAV11]1 - RECORD CHECE ISSUANCE FOR GOODWILI: REFUND
DOCTUMENT: ANALYST: EHANSBER EYVETTE HANSBERRY
ACTION DATA/COMMENTE :
2002/05/20
gB_R1.30
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CONSUMER AFFAIRS 0671872002 MMFAXPRG
1
BEGINNING OF CONTACT
0e/l8/s2002 MASTEER OWNEFR RELATICNS SYSTEM III
13.27.328
RAV ISSUE CASE NBR: 1
. 514271352
REGION: 18 PHILADRLPHIA ZONE: Al COPENED: 0
5/15/2002
VIN: 1FMYUQ419ZEKEB13250 ENGINE: 1 VEH TYPE: T CLOSED: 0
5/15/2002
LAST NAME: IR BTATUS: C
LOSED
TITLE: lin rIrsT NavE: Mi: N
ADDRESS: [
CITY: WYNCOTE STATE: BA mIb: [
T
HOME PHONE: NS
MODEL YEAR: 2002 MODEL: ESCAPE XL'T 4X4
MILEAGE: 2555
DEALER NAME: NORRISTOWN AUTOMOBI SALES CODE: Fl&046 Psa: 0
1350
REASON CODE: 0528 RAV - REPAIR NOT ACCEPTABLE TQ CUSTOMER
SYMPTOMS : 607693 STALL/QUITS AT CRUISE ALL ENGINE TEMP

ORIGIN: CARAY - CONSUMER AFFAIRS - REACQUIRED VEHICLEE COMMUNIC
ATION: MAIL
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52372002
. VIN: 1FMCUD4132RAS1452 ENGINE: 1 VEH TYPE: T CLOSED: 0
5/23/2002
===========::==::::E:::Z:::::::::_:=========="_'-=======================
LAST NAME I STATUS: C
LOSED
TITLE: T FIRST NAME: I MI: [ |
ADDRESS: |
CITY: AUBURN STATE: m ZIP: [ |
HOME FHONE:
MUGEL YEAR: 2002 MODEL: ESCAPE XLT 4X4
MILEAGE: 6300
DEALER NAME: AUBUEN MCOTOR SALES, SALBS CODE: F43402 P& A: O
4609
REASON CODE: 2354 DSB - APPLICATION REQUEST
SYMPTOMS : 607791 STALL/QUITS DECELERATION CCLD ENGINE
ORIGIN: CACIZE - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 57 - ADWISE CUOST INFOQ HAS BEEN DOCUMENTED AND DSB APP
IS5 BEING S
DOCUMENT : AMALYST: DVASSAL TERSIS VASSAL
ACTION DATA/COMMENTS:
2002705/23
12.11.44 CUSTOMER SAYS: EXPERIENCING ELECTRICAL COMNCERNS WITH T
HE V
EH ALSQO HAVING ENGINE CONCERN; STATES THAT THE ENGINE S
TALL
ED ; NEW ENGINE WILL BE INSTALLED IN THE VEH; DUE TQ THI
S CU
ST MO LONGER WANTS THE VEH; SEEEING A DSB APPLICATICN P
ER C
USTCMER, DEALER BAYS: NOME CAC ADVISELD: - WE HAVE DO
CUME
NTED YOUR CONCERM AND WILL FORWARD YOU A DSB (DISPUTE SE
TTLE

MENT BCOARD} APPLICATION INFERENCE CASE ID: 47356
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CONSUMER AFFAIRS 06/18/2002 MMPAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NBR: 0
586503041
REGION: 47 CINCINNATI ZONE: B2 OPENED: 1
1/06/72001
. VIN: 1FMY¥U04182EKA30411  ENGINE: 1 VEH TYPE: T CLOSED: 1
1/06/2001
LAST NAME: N STATUS: C
LOSED
TITLE : ] FIRsST NzME: MI: ]
ADDRESS: —
CITY: WILMINGTON STATE : CH zrp: [
I
HOME PHONE:
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X4
MILFAGE : 1500
DEALER NAME: INTERSTATE FORD INC SALES CODE: F47211 P&EA: O
2100
REASON CODE: 0445 DEALERSHIP - REFAIR PROCEDURE
SYMPTOMS : 607792 STALL/QUITS DECELERATION HOT ENGINE
ORIGIN: CACI3S - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 524 - SUPPORT DEALER'S POSITION
DOCUMENT ; ANALYST: DSAMPIER DAVIDE SAMPIERT

ACTION DATA/COMMENTS:
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. TNFORMATION ISSUE " PASE NER: 1
501370952
- REGTON: 21 ATLANTA ZONE: Bl QPENED: 0
470572602
VIN: 1FMCU03112XC0931% ENGINE: 1 VEH TYFE: T CLOSED: 0
4/05/2002
asT NavE: (N STATUS: O
LOSED
TITLE: [ FIRST NAMZ: I MI: [
ADDRESS : ]
CITY: ROSWELL STATE: QA %IP: [
HOME pHONE: NN
MODEL YEAR: 2002 MODEL : ESCAFE XLT 4X2
MILEAGE: 600
DEALER NAME: TEAM FORD AT NORTHP SALES CODE: F21021 P&A: O
3906
REASON CCDE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : 607752 STALL/QUITS DECELERATION HOT ENCINE
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BE SENT TO DLR; CONTACT CRM
DOCTUMENT - ANALYST: SFERRY SHERYI, FEREYMAN
‘I' ACTION DATA/COMMENTS :
2002/D4/05
13.52.31 CUSTOMER SAYS: -VEH STALLED OUT THIS WEEK WHEN DRIVING
, IN
THE PROCESS OF DECELERATION -BROUGHT VEH TD DLRSP TUES
DAY
-DLR HAD VEE FOR ¢ DAYVS,AND STILL HAS IT -THERE WAS A
BULL
ETIN ABOUT VEH, AND CUST HAS THE CODE -DLR IS ORDERING
AP
ART, WHICH WON'T BE IN INTIL MONDAY -(CUJST FEELS THAT TH
IS5 1
S UNACCEPTABLE -DLR EAS NOT WORKED WITH CUST ABOUT TRYI
NG T
0 TRADE VEH FOR ANQTHER ONE PER CUSTOMER, DEALER SAYS
-5RV MGR THE PART HAD BEEN ORDERED, AND WILL BE IN ON MO
NDAY
CAC ADVISED: - WE RECOMMEND THE REPAIR BE PERFCRMED
BY
A FORD/LM DEALERSHIP - INFORMATION WILL BE SENT TQ DLR,
cus
TOMER SHOULD CONTACT CRM/SERV MGR -ADVE CUST TO SPEAK
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WIiT -
. H CRM GECRGIA SHIMPERT : 770-649-5132 —0BC TO DLR -
CRM
GEORGIA NOT AVAILABLE -SRV MGR RUSSELL IS WITH A CUST
-8RV
ADVSR PROVIDED CUST'S CORRECT VINE  ~rrreerenNOTEr e
VI
N¢ PROVIDED BY CUST WAS FOR A 1989 BRONCO CSR TRIED TO
CALL
BACK CUST, BUT LINE WAS HUSY INFERENCE CASE ID: 4591
. CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
EEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27%7.38
CONCERN ISSUE CASE NBR: 1
4353580512
REQION: 24 ORLANDO ZONE: A2 OPENED: 0O
2/23/2002
VIN: 1FMYUOL1X2RKAE9456  ENGINE: 1 VEH TYPE: T CLOSED: 0
2723732002
LAST NAME I STATUS: C
LOSED
TITLE [ FIRST NaME: I ¥:: [
ADDRESS: R
CITY: MIAMT BEACH STATE: FL z1e: [
[

HOME pHore: N
MODEL YEAR: 2002 MODEL: ESCAFE XLS 4X2
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60172002

VIN: 1FMYUG4152KBD1533 ENGINE: 1 VEH TYPE: T CLOSED: 0
&§/01/2002

S —— T S " — oy gy e o e e e o I e s o e L T T i T e e e T e i T e o e o P T o e o e o e o o .

casT vave: [N STATUS: C
LOSED

TITLE: - FIRST NavE: N MI:

ADDRESS:

QITY: PTLGRIM STATE : RY ZIP: [ ]
[

HoME PHONE: [N

MODEL YERMR: 2002 MODEL : ESCAPE XLT 4X4

MILEAGE: 7500

DEALER NAME: MOORE FORD LINCOLMN BALRS CODE: F475951 P& A: O
2101

REASON CODE: 2002 WARRANTY - COVERAGE INQUIRY

SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMF

ORIGIN: CACI3A - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTIDN: 69B - PROVIDE INFORMATION ACCORDING TO PHRASEOLDGY

DOCUMENT : ANALYST: ZKHAN ZUBAIR KHAN

ACTTION DATA/COMMENTS:

2002/06/01
11.29.31 CUSTOMER SAYS: VEH DIED ON ME TWICE WHEN I WAS GOING D
OWY
THE HILL EVERY TIME AND THIS HAPPENED 4 TIMES -CUST BAI

v E SEAL ON THE BACK DOOR CAME LOOSE AND ALOQT OF AIR COMIN
& ™ 31DE PER CUSTOMER, DEALER SAYS: ~-HCHE CAC ALVISED:
) POSSIBLE WAFRANTY/ESP COVERAGE FOR YOUR CONCERN. - PLEA
=7 AKE YQUR VEHICLE TO THE F/L/M DEALERSHIP OF YOUR CIICICE
:z z AVE THE VEHICLE INSPECTED TO DETERMINE IF ANY WARRANTY/E

ILL BE APPLICABLE INFERENCE CASE ID: 5409
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM ITI

13.37.38
- INFORMATION ISSUE CASE NBR: 0
399001282

REQTON: 56 DENVER ZONE: D1 CPENED: 0
51042002

. VIN: 1iFMCUOZBXZKBS8654 ENGINE: B VEH TYPE: T CLOSED: 0

5/10/2002

rasT nave:  NNNIIENEGEGE STATUS: C
LOSED

TITLE — FIRsT navE: R MI

ADDRESS A

CITY NEVADA STATE Co zI1P: [

HOME FHONE: 303-9400134

MODEL YEAR: 2002 MODEL : ESCATE XLS 4X4

MILEAGE: 6700

DEALER NAME: JOHN ELWAY FORD WES SALES CODE: F56007 P& A: O
1108

REASON CODE: 2354 DSB - APPLICATION REQUEST

SYMPTCMS : 607793 STALL/OUITS DECELERATION ALL ENGINME TEME

ORIGIN: CACI3IB - US CONCERN CASE BASE COMMUNICATIOM: PHONE

ACTTON: 57 _ ADVISE CUST INFO HAS BEEN DOCUMENTED AND DSB AFP

I8 BEING S

DOCTMENT ; ANALYST: PSILVERB TDEARL SILVERBERG

ACTION DATA/COMMENTS :
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®
BEGINNING OF CONTACT

G6/18/2002 _ MASTER OWNER RELATIONS SYSTEM IIX
13.27.38
INFORMATION ISSUE CASE NBR: 0
397001282
REGION: 56 DENVER ZONE: D1 OPENED: 0
5/08/2002
VIN: 1FMCUC2BEX2KBO9H654 ENGINE: B VEH TYPH: T CLOSED: D
5/0B/2002

MODEL YEER 2002 MODEL: ESCAPE XLS 4X4
MILEAGE: 6600 _
DEALER NAME: J0OHN ELWAY FORD WES SALES CODE: F56007 P &A: D
1108
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
. SYMPTOMS : 607753 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORI{&IN: CACI38 - US CONCERN CASE BASE COMMUNICATION: FHONE
ACTTION: Bb8 - ADVISE INFO WILL BE SENT TO DLER; CDNTACT CBM
DOCUMENT : ANALYST: ANFORBES ANESHA FOEBES
ACTION DATA/COMMENTS : :
2002/05/08
10.5%.44 VLCOCGBTCUSTOMER SAYS: = HAS A& COMPLAINT ABOUT THE VEH
HAS BROUGHT THE VEH IN FOR A NUMBER CF TIMBES FOR THE CON
CERN
- THE VEE LCOES NO DECCELERATE , ROUGH IDLE/REVE ITSEL
F ,
THE VEH STALLS , = TEE VIEH HAS BEROUGHT THE VEH IN T
WICE
AND HAD THE ENGINEER LOOEK AT THE VEH TWICE =SPETO O
THER
ESCAPE CWNERS AND THEY ARE HAVING THE SAME CONCERN @=
DOES
NHOT WANT THE VEH , WANT THE LOANER CANCELLED, WANTS HER
MON
EY BACE = THIS I8 THE FOURTH FORD VEH THAT HAS MESSED
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OopP
. = WILL NOT PAY FOR A VEH THAT SHE DOES NOT FEEL SAFE
DRIV
ING = WILL GO TQ THE MEDIA DECIDED TO CALL FORD FIRST
DOES XOT WANT THE VEH IN THE SHOP , DOES HOT WANT TIE VE
B HE
PAIRED , DOES NOT WANT A LOANER VEH = WANT A NUMHER, W
HO D
EALS WITH THE CARS PER CUSTOMER, DEALER SAYS: CAC A
VIS
ED: - WE RECOMMEND THE REPAIR BE PERFORMED BY A FORD/LM
DEA '
LERSHIF - INFORMATION WILL BE SENT TO DLR, CUSTOMER SHO
LD
CONTACT CRM/SERV MGR INFERENCE CASE ID: 4521
CONSUMEER AFFAIRS 06/18/2002 DMMFAXFPRG
1
BEGINNING OF CONTACT
0671872002 MASTER OWNER RELATIONS SYSTEM II1
13.27 .38
INFGEMATION ISSUE CASE NER: 0
436661302
REGION: 21 ATLANTL ZONE: Bl OPENED: 0
5/10/2002
VIN: 1PMYU0310Q2EB450153 ENGINE: 1 VEH TYPE: T CLOSED: ©
5/10/2002
st nae: [ STATUS: C
LOSED
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PITLE: I FIRST NAME: MI: |
‘I' ADDRESS -
CITY: WOODSTOCK STATE: GA zie: |
I
HovE pHonE: NN
MODEL YEAR: 2002 MODEL : © ESCAPE XLT 4X2
MILEAGE: 1
DEALER NAME: TEAM FORD OF MARTET SALES CODE: F21005 P&a: O
0243
REASON CODE: 3017 PROD/COMP DUR/PERF - KNOWN/NO FIX AT PRESENT
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALY ENGINE TEMF
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PRONE
ACTION: 726 - ADVISE CUST CRC WILL FOLLOW UP
DOCUMENT : ANALYST: DPANDOO DEEBIE PANDOO
ACTION DATA/COMMENTS :
2002/05/10
11.57.28 CUSTOMER SAYS: =CUTS OFF @ ANY TIME 8 40/ 50 MPH =
e RI
GHT TURN VEH STALLS =CAN RESTART AFTER COMPLETE STOP
=THE
AM FORD CHECKED VEH AND SAID THEY CANT FIX TILL CHECK EN
GINE
LIGHT COMES ON =WANTS TO BE PUT IN COMPARABLE VEH TIL
I. PR
. OBLEM SOLVED =I WANT SOMETHING COMPARABLE TC MY VEH IE
EXP
LORER SPORT =CUST HAS VEH NOW =WANTS PROBLEM RESOLVED
PE
R CUSTOMER, DEALER SAYS: - TEAM FORD SAID WE HAVE BEEN
INF
ORMED BY FORD THAT WE ARE RWARE OF IT BUT TILL THE CHECK
ENG
INE LIGHT COMES ON WE ARE NOT ALLOWED TQ DO ANYTHING -
WE T
ARE YQU NAME AND PUT YOU ON A LIST - 8/A SCOTT CEPICK
Y 8a
ID HERE IS # TO CALL PORD - FORD SAID THERE WILL BE A
RECA
LL ON THIS CAC ADVISED: - CRC UNABLE TC REACH DEALER
CRC WILL RE-CONTACT DERLER NEXT BUSINESS DAY TO DISCUSS
YOUR
SITUATION - FOLLOW UP WITH CUSTOMER **¥%%¥%* _ QuC
0 8/
M FRED - LEFT VOICE MATL TO CONTACT CRC ON ISSUE I
NFER

ENCE CASE ID: 5405

S S S S S N ————————— T PR e el
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CONSUMER AFFAIRS 06/18/2002 MMFAXDRG
1

BEGINNING OF CONTACT

06/28/2D02 MASTER OWNER RELATIONS SYSTEM IXIX

13.27.38

INFORMATION ISSUE CASE NER: 0

667941162

REGION: 72 SAN FRANCISC %0NE: A2 OPENED: 0
4/26/2002

VIN: 1FMYUJ0O4112KB97371 ENGINE: 1 VEH TYPE: T CLOSED: 0
4/26/2002

LAST NAME: STATUS: C
LOSED

TITLE ] FIRsT NavE: [N MI [

ADDRESS: I

CITY: HILO STATE: HI ZIP: [ |
I

noe pHONE:

MODEL: YEAR: 2002 MODEL : ESCAPE XLT 4X4

MILEAGE: 1300

DEALER NAME: ORCHID ISLE AUTO CE SALES CODE: F72414 PEA: O
7761

REASON CODE: 3025 PROD/COMP DUR/FERF - VERICLE GQUALITY

SYMPTOMS : 607793 STALL/QUITS DFECELERATION ALL ENGINE TEMP

ORIGIN: CACI3B - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTTON: 5§68 - ADVISE INFO WILL BE SENT TO DLR; CONTALT CRM

DOCUMENT ANALYST: KMUIRHEA KERRY-ANN MUIRHEAD

ACTION DATA/COMMENTS:

2002/04/26
1B.33.00 CUSTOMER BAYS: *- VEH DIEES WHEN GOING DOWN HILIL. AT 40
MILE
g A HOUR *- THIS STARTED ONLY TCDAY VEH HAS NOT BEING D
IAGO
NOSED BY THE FORD DLRSHIP *- CUST HAD A& 2001 ESCAPE AND
EHE
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LAST NAME: STATUE: C
LOSED
TITLE: ] rirst vaveE: [N MI: N
ADDRESS ; I ——
CITY: FOLSOM $TATE: PA 2IP: 1
I
zomz pHone: (N
MODEL YEAR: 2002 MODEL ; ESCAPE XULT 4%2
MILEAGE: 6761
DEALER NAME: RORIN FORD SALES CODE: Fl&023 - PEA: O
1356
REASON CODE: 0424 DEALERSHIP - UNABLE TO DUFLICATE COMCERN
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN:  CACI38 - US CONCERN CASE BASE COMMUNICATICN: PHONE
ACTION: 623 - DEALER CAN'T RESOLVE CONCERN IF THEY CAN'T DUPFLI
CATE THE CONCERN
DOCUMENT : ANALYST: NYEMAM MAKDA YEMAM
ACTION DATA/COMMENTS:
2002/04/17
20,05.33 VLCO6BUCUSTOMER SAYS: =CUST STATED VEH IS STALLING, HA
& BE
. EN TO DLR FOR THIS ISSUE ONCE ALREADY, REPROGRAMED DPOWER
CON
TROL MODULE, BACK 03/11/2001 =TOOK VEH TO DLR ACATN FOR
THE
SBME ISSUE AND THEY COULD NOT DUPLICATE ISSUE BUT ATTAC
HED
A FLIGHT RECORDER AND INFORMED TO TOUCH THE BUTTON WHEN
VEH
IS STALLING SO IT COULD BE RECORDED =CUST IS CONCERNED
IN R
EGARDS TO SAFTEY PER CUSTOMER, DEALER SAYS: =ROBIN FO
RD
CAC ADVISED: - FOR THE VEHICLE TO BE REPATRED, THE DEAL
ERSH
IP WOULD FIRST NEED TO DUPLICATE THE SYMPTOM. - THIS WO
LD
ASSIST THE DEALERSHIP IN DIAGNOSING THE VEHICLE. - IF T
HEY _
CANNOT DUPLICATE THE CONCERN, THE DEALERSHIP WILL BE UNA
BLE
TO REPAIR WHAT THEY CANNOT FIND - ADVYSE CUSTOMER TO CO
NTAC

T DEALERSHIP AS SOON AS (INTERMITTENT) CCNCERN IS HOTICE
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. CUST WAS ADWISED BASED ON THE ABOVE DOCUMENTATION INFERE
NCE

CASE In: 4462

CONSUMER AFFAIRS DE/18/2002 MMFAXDRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
. 13.27.38
INFCRMATION ISSUE CASE NER: 0
759361082
REGION: 44 PITTSBURGH ZONE: C3 OPENED: 0
4/18/2002
VIN: 1FMYUO41lX2KC60693 2 ENGINE: 1 VEH TYPE: T CLOSED: O
4/19/2002
rast navz: [N STATUS: C
LOSED
TITLE: I rIRST NAME: [ MI: |
ADDRESS : .
TALLMADGE STATE: OH ZIP: ]
HOME PHONE:
MODEL YEAR: 2002 MODEL; ESCAPE XLT 4X%4
MILEAGE: 550
DEALER NAME: PARK FORD SALES CODE: F44213 P& A: 0
3853
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS : 607793 STALL/QUITS DECELERATICN ALL ENGINE TEMF
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| — e} —fermirar]

LAST NAME: STATUS: ©
Lohs I

TITLE: - FIRST NaME: [ ur: i

ADDRESS I

CITY: LOCKPORT STATE: IL zie: [
I

some peoNE:

MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X2

MILEAGE : 2100

DEALER NAME: SALES CODE: ? & A

REASON CODE: 4102 ICCD - CUSTOMER INFORMATION ONLY

SYMPTOMS : 607783 STALL/QUITS DECELERATION ALL ENGINE TEMP

ORIGIN:  ICCD - ICCD COMMUNICATION: SURVEY

ACTION:  ICC001 - ICCD INFORMATION ONLY, NO ACTION REQUIRED

DOCUMENT : ANALYST: MLEWISI9 MICHELLE LEWLS

ACTICON DATA/COMMENTE:

2001/10/1¢&
21.33.20 CUSTOMER SAYS: ENGINE HAS DIED 3 TIMES SINCE PURCHASE
DEALER BAYS:NONE
CAC ADVISED: THIS CUSTOMER WAS CONTACTED EY THE ICCD TEA

" A D THE KANSAS CITY ASSEMELY PLANT. WE ARE SENDING YOU THI
5 e NTACT AS AN ERRLY INDICATOR THAT THIS CUSTOMER MAY ADCRE
T HTIS CONCERN AT YOU DEALERSHIP IN THE NEAR FUTURE. PLEASE
Z:I: AIL OASTS WITH SPECIFIC REPAIR INFORMATION. THANK YOU IN

ANCE ,
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CONSUMER AFFAIRS 06/18/2002 MMFAXFRG
1
BEQINNING OF CONTACT
06/18/2003 MASTER OWNER RELATIONS SYSTEM III
13.27.38
INFORMATION ISSUE CASE NBR: 1
343953461
REGION: 10 SDR ZONE: Cl OPENED: {
272572002
VIN: 1FMCUO041XZKA27360 ENGINE: 1 VEE TYPE: T CLOSED: 0
2/25/2002
LAST NAME: STATUS: O
LOSED
TITLE: N rirst nave: [N MI: -
ADDRESS I
CITY: KOLEMONT STATE : EA ZIP: B
HOMF, PHONE:
MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X4
MILEAGE: 5000
DEALER NAME: INDEPENDENCE FORD I SALES CODE: F16568 P &k A: O
1314
REASON CODE: 0424 DEALERSHIF - UNABLE TO DUPLICATE CONCERN
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACI3B - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 623 - DEALFR CAN’T RESOLVE CONCERN IF THEY CAN'T DUPLI
CATE THE CONCERN
DOCUMENT ANALYST: PDIMITRQ PEPPI DIMI'TROPOULOS
ACTION DATA/COMMENTS:
2002/02/25
18.14.38 CUSTOMER SAYS: =CUST PICKED UP VEH ON OCT 172001 =INT
ERMI
TTEN CONCERN WITH STALLING WHEN GOING DOWNHILL - ENGINE
STAL

L& =CHECE ENGINE LIGHT, CHECHK OIL LIGHT AND BBRAKE LIGH
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471572002
VIN: 1FMCU04172KC27712 ENGINE: 1 VEH TYPE: T CLOSED: 0
471572002
mme—mmeze T T
waeT vaveE: R ' STATUS: C
LOSED
PTTLE : ] rrrst navE: N MI:
ADDRESS: I
CITY: AUSTIN STATE : = ZIP: [
[ ]
voMeE phone: N
MODEL YEAH: 2002 MODEL : BSCAPE XLT 4X4
MILEAGE: :
DEALER NAME: COVERT FORD, INC. SALES CODE: F52302 P& A: 0
4437
REASON CODE: 3017 PROD/COMP DUR/PERF - KNOWN/NO FIX AT DRESENT
SYMPTOME : 607793 STALL/QUITS DECELERATION ALL ENCINE TEMD
ORIGIN: CACTI8 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 735 - ADVISE CDUST NO REPATR PROCEDURES AVATLAELE
DOCUMENT : ANALYST: CPARRIS CHUMSIE PARRIS
ACTION DATA/COMMENTS :
2002/04/15
10.22.34 CUSTOMER SAYS: -VEH IS HAVING STALLING CONCERNS . -CL
ATMS
THE VEH STALLED TWICE IN MARCH{03/25: ABOUT 8:30 @ 30 M
HP O
N A SLIGHT DOWN GRADE PUT VEH IN NEUTRAL AND RESTART WHI
CH W
AS HAFPENED IMMEDIATELY. -03/30/2002 ABQUT 2PM DRIVING
30-3
5 MPH JUST GOT OFF A SLIGHT UPGRADE AND THERE WAS HALF T
ANK
(A5 MILES 844 AND IT START UP RIGHT AWAYT, IT WAS TAKEN
TO T
HE DLR (COVERT FORD} AND THEY HAD CONTACTED THE ENGINKEER
ING
WHO RECOMMENDED SEVERAL TEST,WHICH WAS DONE AND THE DLR
WAS
UNABLE TQ DUPLICATE THE CONCERNS . -THE VEH WAS RETURN
ED T
O HIM AND WAS ADVISED IT WAS SAFE TO DRIVE. -THINKS THE
RE T
S A SAFETY CONCERN IN THE VEH BECAUSE THE VEH WAS NOT R
EPAI
RED FOR THE STALLING CONCERN. - CUSTOMER SERVICE MARKET
MGR

-TIM DOUFFY WAS ALSC INVOLVED -THIS IS5 A REPLACEMENT
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STED. -THE DECISION BEING UNTIL THE CONCERN IS5 DUPLICAT

ED T
HERE WILL NQ REEAIR ATTEMPTE. -CHM ADVISED THAT THE REFP
ATR
WHICH WAS DONE CAME DIBRECTLY FROM THE ENGINEERS BUT IT
DID
NOT SOLVE THE CONCERN.
CONSUMER AFFATRS Q6/1B/2002 HMMFAXPRG
1

BEGINNING OF CONTACT

06/18/2002 MASTER OWNER RELATIONS SYSTEM IIT
13.27.38
INFORMATION ISSUE CASE NBR:

466493931

REGION: 21 ATLANTA ZONE: C1 OPENED:
5/01/2002

VIN: 1FMYU04152KA69294 ENGINE: 1 VEH TYPE: T CLOSED:
5/701/2002

LAST NAME STATUS
LOSED

PITLE: ] FIRST NeME: I

ADDRESS I

CITY: MONROE STATE: GA ZIP:
[

uovE pronE: TS

MODEL YEAR 2002 MODEL: ESCAPE ZLT 4X4

HILEAGE: 13000¢

DEALER NAME: UNIVERSITY LINCOLN- SALES CODE: L26045 P & A:
0084

REASON CODE: 3025 PROD/COMP DUR/FERF - VEHICLE QUALITY

SYMPTOMS:

e077%3 STALL/QUITS DECELERATION ALL EMNGIHE TEMP
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CONSUMER AFFAIRS 06/18/2002 MMFAXPRG
1
BEGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS SYSTEM III
13.27.38
_____ INFORMATION ISSUE ° CASE NBR: 1
696511072
REGION: 27 WASHINGTON ZONE: Bl OPENED: D
4/17/2002
VIN: I1FMCU04162KC60667 ENGINE: 1 VEH TYPE: T CLOSED: D
4/17/2002
s} s e — e ft——t——— g e b 4w rdeade
L.PLS‘I‘ NAME : STATOS: C©
LOSED
TITLE: | FIRST NaME: [ MI:
ADDRESS ; I
CITY: POTOMAC STATE : MD zir: A
.
HOME FHONE: I
MODEL YEAR: 2002 MODEL ESCAPE XLT 4X4
MILEAGE: 600
DEALER NAMF: SHEEHY FORD OF GAIT SALES CODE: F270320 P&A: G
D664
REASON CODE: 3025 PROD/COMP DUR/PERF - VEHICLE QUALITY
SYMPTOMS ; 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 668 - ADVISE INFO WILL BE SENT TO DLR; CONTACT CRM
COCTUMENT : AMALYST: PFDIMITRO PEPPI DIMITROPOULDS
ACTION DATA/COMMENTS:
2002/04/1%
19.20.13 CUSTOMER SAYS: =CUST HAS OWNED VEH FOR 3 WEEKS =WHILE
cug
T WAS GOING DOWN A HILL THE VEH HAD STALLED ON DECCELERA
TICH
=FOOT WAS OFF THE GAS, SO WHEN CUST STEPDED ON THE GAS
THE
TACOMETRE WAS IN THE zERO READING =CHECK ENGINE LIGHT
CAME
ON =VEH RESTARTED AND DROVE TO THE DLRSHP =VEH IS CUR
RENT
Y AT THE DLRSHP BUT NOT FULLY DIOGNOSED YET PER CUSTOME
R, D
EALER SAYS: SHEEHY FORD 901 NORTH FREDERICK AVE. GAT
THER
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soure, ¥o 20879  EL: I
® =

CAC ADVISED: -~ WE RECOMMEND THE REPAIR BE PERFORMED BY

AF
QRD/LM DEALERSHIP - INFORMATION WILL BE SENT TO DLR, CU
STOM
ER SHOULD CONTACT CRM/SERV MGR =ADV CUST MO FSA OR COSP
ON T
HE VEH INFERENCE CASE ID: 4591
CONSUMER AFFAIRE 06/18/2002 MMFPAXTPRG
1
REGINNING OF CONTACT
06/18/2002 MASTER OWNER RELATIONS EYSTEM III
13,27.38
CONCERN ISSUR CASE NER: 1
395090687
REGION: 44 PITTSBURGH ZONE: Al OPENED: 0
3/09/2002
VIN: 1FMCU04122KA38756 2 ENGINE: 1 VEE TYPE: T CLOSED: D
3/08/2002
LAST NAME I STATUS: C
LOSED
TITLE: [ FIrRsT NavE: [ MI: B
ADDRESS ki
CITY: MURRYSVILLE STATE : FA ZIP: [ ]
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MODEL YEAR: 2002 MCDEL: ESCAFE XLT 4X4
MILBAGE: 2800
DEALER NAME: EKENNY ROSS FORD SALES CCDE: F44417 PEaA: O
7350
REASON CODE: 1105 AWA - W/N CRITERIA, REQUEST AWA AFTER REPAIR
SYMPTOMS : 607793 BTALL/QUITS DECELERATION ALL ENGINE TEMP
ORICGTIN: CACI28 - US CONCERN CASE BASE COMMUNICATION: VISIT
ACTTION: 731 - PFROVIDE CUST WITH APFPROPRIATE RESPONSE
DOCUMERT': ANALYST: RBISSESE RISHI BISERESSAR
ACTION DATA/COMMENTS :
2002/03/09
10.58.25 CUSTOMER SAYS: VEH HAS STALLED 6 TIMES. STALLED OCT 3¢
TH,
NOV 218T, 14TH DEC, 247TH JAN, 4TH FED SEFKING T9 GET THE
VEH
REPATRED. BEEKING LOANER AESIST WHILE THE VEH WIL BE AT
THE
DRI, FOR REPAIR. CUST WAS AT THE DRL TODAY PER CUSTCOMER
, DE
ALER EAYS: DRL SAYS 2-3 OTHER VEHSE DOES THE SAME THING
. BU
. T NO REPAIR FROCEDURE AVAILABLE. SOME REPFATRE WORK AND 5
OME
DOES NOT CAC ADVISED: - I WOULD LIEE TO BE YOUR ADVOCA
TE I
N THIS SITUATION. TO ENSURE YOUR REQUEST RECEIVES PROPER
CON
SIDERATION, PLEASE ALLCOW ME TO RESEARCH TEIS FURTHER. -
Is
THERE A TIME THAT IS5 MOST CONVENIENT FOR ME TGO CONTACT Y
oy
-——CS5R S5POKE WITH PHIL(S5EV WRITER),., WHO ADVISED CSR TH
AT T
HE CUST HAS AN APPOINTMENT SCHEDLILED FOR THE 27TH MARCH.
-ONCE THE VEH IS DIAGNCSED FOR THE CONCERMN, THEY WILL BE
ABL
E TO LGOK INTO LOANER ASISST , IF SHE DOES NOT HAVE A ES
P IN
FERFNCE CASE ID: 5388
ORIGIN: DEALER - DEALER COMMUNICATION: VISIT
ACTION: DACO12 - FORD COVERED REPAIR MADE - WARRANTY
DOCUMENT : ANALYST: R-YOURIC KENNY RCSS FORD

ACTION DATA/COMMENTS :
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2002/04/09 )
09.11.54
CONSUMER AFFATRE 06/18B/2002 MMFAXPRG
1
REGINNING OF CONTACT
(6/18/2002 MASTER OWNER RELATIONS S¥STEM ILI
13.27.38 ;
REGION ISSUE CASE NBR: 0
637263091
REGICN: 44 PITTSBURGH ZONE: €2 OPENED: 0
6/13/2002
VIN: 1FMYU041562KA35333  ENGINE: 1 VEH TYPE: T CLOSED:
LAST NAME: STATUS: ©
PEN
TITLE I rrrsr NavE: [ 2« N
ADDRESS : |
CITY: LAKEWOOD STATE: OH ZIP: B
I
HOME PHONE: I
MODEL YEAR: 2002 MODEL: ESCAPE XLT 4X4
MILEAGE: 150400
DEALER NAME: LIBERTY FORD SOUTHW SALES CODE: F44124 P&A: O
3273
REASON CODE: 30RA PROD/COMP DUR/PERF ~ REGIONAL ASSISTANCE
SYMPTOMS : 607793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIQIN: CACIA8 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 776 - ADVISE CUSTOMER OF DEALER'S RESPONSE
DOCUMENT ; ANALYST: CORAHAM CHURNLEY GRAHAM
ACTION DATA/COMMENTS :
2002/06/13
Q5.00.50 CUSTOMER SAYS: =VEH HAS BEEN TO DLR 3 TIMES FOR INTERM
ITTE
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‘I' ' BEGINNING OF CCITACT
0D&8/18/2002 MASTER OWNER RELATIONS S¥YSTEM III
13.27.28
RAV ISSUE CASE NBR: 0
cZ24480852
REGION: 71 CALIFCRNIA ZONE: Al OPENED: ©
4/15 /2003
VIN: 1FMCU03122FKA39343 ENGINE: 1 VEH TYPE: T CLOSBED: 0
4715/2002
LasT vanz: BTATUS: ©
LOSED
TITLE: [ rrrsT Nave: R MI: [
ADDRERS: I
CITY: VAN NUYS STATE: CA Z21P: [
]
HOME FHONE: NN
MODEL YEAR: 2002 MODEL : ESCAPE XLT 4X2
MILEAGE: 1640
DEALER NAME: GALPIN FORD SALES CODE: F71040 P& A: O
5536
REASON CODE: (526 RAV - NUMBER COF REPAIR ATTEMPTS
. SYMPTOMS ; §07793 STALL/QUITS DECELERATION ALL ENGINE TEMP
ORIGIN: . CARAV - CONSUMER AFFAIRS - REACQUIRED VEHICLES COMMONIC
ATION: MAIL
ACTION: RAV105 - QPEN CASE FOR GOODWILL REFLACEMENT - QWNED
DOCUMENT : ANALYST: GGUTHERY GWENDOLY GUTHERY
ACTION DATA/COMMENTS :
2002/04/15
13.52.26
ORIGIN: CARAV -~ CONSUMER AFFAIRS - REACQUIRED VEHICLES CCMMUNIC
ATION: MAIL
ACTION: RAV112 - RECORD CHECK ISSUANCE FOR GCDODWILL REPLACEMENT
DOCUMENT : ANALYST: EHANSEER EYVETTE HANSBERRY
ACTICN DATA/COMMENTS :
2002/04/18
g9 .3a5.14
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