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Subaru Service
Quallty Monltowing Reports
Raword 1D Cranind By Raport Dae Lawirt Lpdtirke Dk FRaglon Daaler Dbt
8155 vEap 2710402 S50 101
Sacilon Bentiom
Brakes ABS
Vin# Engina® Teara ¥ Mllsaps
- 9600
Fallkim Sode Fallure Dxis Technichan Dupicaied Condition
Jep4s 2502 Yas
Part# R Number Job Ficture inchucad
No
Raporier's First Naraa Raporter's Last Name Reporier's Bmk

Customer's Dascripion of Complaint

SRDIN01S; HOId219b; ABS cyptam actvataa whan spplying brakag slowing down.

Tachrdihen's Cwniai pllbon of t i o

Customar applying light brake pedal prestsure siowing vahkde down on dry clean road and can feel vibrabdon In brake
padal. Favw reports around 35-40 mph. See attached excel Ne for list,

Vehicis Spsad HPH Ambant Tamparsturs F N of Passsngars Total e
Althtude Ft Humidity % Gold Jowk Hre  Min Het Sonk Hre  Min
Waathar Condifions
Othar
Typa of Road

VIN Remainder Saks Dl ‘Wamranly Star: Date Produaton Doale
I 0011005 anniion3 20010601
Criginal Engins ¥ Trana Type Dass Modsl Year Modal

280583 BSFD 2002 1C

Color Option Spac

WHM

hitp://test]127sas. subanumet.com/QMR/gime. final.asp?record id=9155 4/6/2004
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Subaru Service
Quality Montoring Reports

Record ID Crented By Report Data Lewt Update Date Region  Dsalur  Déstrict
o180 YXBp 118403 E50 101
Gactlon Spriion

Brakes ADS
Vin ¥ Engine # Tramt # Milsage
] 5201

Fallure Cody Fallura Date Teohniclan Dugiicaied Conditian

QP43 /702 Yz

Pt W RO Numbar Jobr Plabary (nakaded

Na

Ruporter's Firsd Name  Raporter's Lest Nars Reporisr's Emall

Craptomyr's Dasoription of Complakn

05537008 ARS prernaburs oparation.

Techniclan's Descrigiicon of gondMion

ABS opur whan show braking

Vehiole 3pssd MPH Ambient Temperstura F Ko of Paysengen Total s
Altiuds Ft Humidiy % Cold Soek Hrs Bn Hot Sosk Hre  Min
YWazther Conditions

Cthar

Typa of Road

VN Remalnder Sala Dutw Warmanty Start Date Produntion Dals

20020315 20020313 0020111

Original Engine # Trana Typs Dest Model Yewr Wodal

500434 SEPD . 2002 2

Color Option Bpac

BLB

hitip:/fteatl 27 sas. subamnet.com/QMR/gmrfinal.asp?record id=9180 4672004
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Subaru Service
Quality Manitoring Reparts
Regcond ID Crapind By Rapart Delw Lasi Updrin Dxln Raglon Daplar Crieirict
9304 vEEp 5202 550 101
Saction Sectioa
Binlas ABS
Y¥ind Engine¥ - Trana # Milsage
I 039
Fallure Gota Pty Dabe Techniolan Dupitonied Conditioa
QCPa3 5/1/02 Yas
Partd RO Mumber Job Picturs inoluded
No
Reporter's First Narmas Raporter's Laat Maiv Raporiar's el
Customars Gesoription of Compiainl
HQId2156; ABS system nctivates when applying hrakes siowing down.
Teohnici‘s Daaoription of oandition '

AS BOON AE YOu PLE your foot on the braks padal tha ABS acthvalas for short ima and then tha padsl will drop & Iitde,
Trare s no notiospble problem with the vahicke stopping just the fealing in the pedsi.

Vahiale Spesd MPH Aumib it Tanaparsiim F Na of Pastangem: Total M
Adtude Mt Hunwdity % Coid Sotk s Min Hot Boak Hre  Min
Wanther Comndiilonk
Othar
Typa of Road !
VIN Remmaindsr Bais Duis Warranty Sturt Dule Produotion Dwis
[ 20010731 20010726 20010113
Origirml Englna Trarm Typm Deno Mode| Yewr ogkel

164439 002 g
Color COption Spac

REP

P& L

hatp://test12 7sas suberunet. com/QMR /qmr_final.asp?record id=9304 : 4/6/2004
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Subaru Service
Quality Manltoring Reparts
Reoord D Crusind By Report Date Last Updule Duin Region Dasier  Diwirict
9515 adew /503 LT 101
Saciion Saction
Brokes ABS
Via & Engine# Tearin ¥ Mileagpn
I 2096
Fafure Code Fallure Date Tachnlclan Dupficated Condnion
QCP43 9/2/03 No
Parth G MU ~Jobr Pioturs Incluted
490162 Mo
Reporier's First Nema Raporter's Lasi Naana Raporter's Emall
Albert CawWalt adewalt@subaru.com
Customer's Dascription of Connphabnt

Customar stated that tha brake pedal droppad, thare was no stapping power bnd that the brake pedal may drop and
brakag than ckart by grab.

Tachniglan'y Desoription of condilion

The conditions as deecribed by the customer ware not duplicated. The baas breke and ABS systems wera inspected and
besbed and wara found 1o be functionally properfy.

Vahicie 3psed MPH Amblant Tamparsturs © No of Passsnsere Total e

35 75 4
ARtttude Pt Humidity % Cald Soak Hre Ml Hot 8cak Hra N
Yikmathar Canditions

Sun
Othar Uneven road gurfsce {broken concnetw)
Type of Road

Concrata, Suburban
WIN Ramainder Sals Date Warmnity Sinrt Dals Production Dats
] 20020325 20020335 20011213
Original Sngina ¥ Trana Typs Deaa Model Year Model

481287 55PD 2002 Jc
Color Cption [

BLB

FG C

hittp://testl 2 7sas.subaronet.con/QMR/qmur_final.aspPrecord id=9515 4/6/2004
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Subaru Service

Quality Monitoring Reports
Rwoord ID reated By Report Dirm Last Updete Date Raglon Deunlar - Distniot
5979 Ran 1p/15/00 140 275 z
Suction ' Bactlon
Brakesa MiscelincsoLs
Yin# Engina A Tmnn # Misage
s 311758 815209 24899
Falurs Coda Fullury Dty Technizian Duplicsted Condition
QZF85 10714463 Yas
Past ¥ RAD Nunribar Job Ploture Included
124690 Mo
Reporie's Firgt N Reporier's Last N Raporte’s Emall
Lawry Tanzar lmnzer@subord.com
Customar's Deacription of Complaint
Inbermittamty, whan braking, the pedal will sink arrd go to the floor, or coss ta It
Teshnician’s Dascription of condition

At request of Karl Stuart, I'rmmlSI:IATuhHﬂplhl,hmnnldtndm-umurhuwlﬂmuthumdmm I1dM s3, on
this date. Onca tha tachpician showed me how to dupicete the condition, I could do o aimost avery time. 'Wivlke T haye
mrmamgmllh s, and do not know what & causing His phancmenon, I ballave the hydraulks ara
working progarly and tha condition 15 tha result of changes in angne vacuam affecting the powar brake boostar, Theoe I8
et svough roam to fully describe ﬂhg:nnthll QMR form. Full detalls will be suppiiad In a separate »-mail messaga,

which wil reafsrence this §MR.

Yahials Spead NPH Ambdent Temparature F No of Paswsingers Tolal b
L11] 4
FY N Hianleitty % Cold Soak Mrs  Min Hot Scmk Hre  Min
S00 75
Weather Comnditions
Ooudy
Cihar
Typs of Roxd
Asphalt, Highwey
VIN Rgortalnder Sala Dais ' Warranty Start Dals Production Dale
20020102 20011231 20011002
Oviyinl Bnglne § Tearm Typs Dasc Modal Year Mol
371758 S5SPD T 2002 /=
Calor Oplion Speo
BLy NG C

hitp:/#test] 27s8s. subarunet.com/QMR/qmr_final.asprecord id=9979 4/6/2004



* Image not available. Please comtact your admirnisirator.

Subaru Technical Services

Case Report with Journals
040572004 4:00 FM
Case Number: SZ7958 Assigned To:  Karl Stuari
Contact Name: Cluck Spisak Casc Statws:  Closed
Service Phone: (248) 519-9807 Priority: 2 - Medium
Aleriz Daie Closed: ~ 08/14/2003

Reglon Dealer: 70/469
Dealer Nams: SUBLRBAN STUUBARLS
Dir Address: 1790 MAPLELAWN DR TROY, MI 488099

l-.lla‘!l"l a

VIN: ] Prod Date: 12/13/2001

Emiysion Spee: C

Model: *$2002 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE**
Engine Nember; Transmission:

Engiwe Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 487347 RO Date:  08/03/03 Corrent Milesge: 21697
Failure Code/Description:

Keyword: Pedal Feel, Oceurence: [None]
Comdition: pedial drop over bump.

Created By:  kstu Date Created: 0B/14/2003

Journals(Total; - 2 tems):

Customer atates that when going over small busnps while braking that pedal drops to fleor, Tech has not
duplicaicsd. Customer has been out to Internet. Advised tech to thoroughly inspect brake system and

attempt to duplicate, Also call DSOM and make him aware.
Created By:  ksm Date Created: 08/14/2003

FHI investigation revoaled that the ABS was being activated when the customer conclucted aggressive

braking manuevers on uneven road surfaces. The syatem was operating a5 designed.
Created By:  adew Date Created:  09/16/2003

file:/AC\WINDOWS\TEMP\-002.htm

4/5/2004
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* Image not available. Please confact your adminisirator.

Subaru Technical Services

Case Report with Journals
0405/2004 4:01 PM
Case Number: 3529740 Assigned To: Doo Bangs
Coniset Name: * Art Azzacito Case Statmy:  Closed
Service Phone: (203) 744-8383 Priority: 2 - Medium
Alert: Date Closed:  08/20/2003

Region Dealer: 107157
Dealer Name: COLONIAL SUBARU, INC,
Dir Address: 120 FEDERAL ROAD Danbury, CT 06811

VIN; IF1GG2963 I Prod Date: 02/04/2002

Emisalon Spec: C _

Maodel: *¥2002 SUBARU IMPREZA WEX SPORT WAGON ALL-WHEEL DRIVE™

Eagine Number: Tragsm ission:

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Namber: 189182 RO Date: 08/20/03 Curreat Mileage: 13629

Failure Code/Description:

Keyward: Ermtic, Occureneer [ntermittent

Condition: ;ﬂnmmn.m.ﬂ:aABSwﬂlacﬁmuﬁmaafnrnummiﬂuwnwhm
ng. .

Created By:  dben Date Created: 08/20/2003

Journals{Total: - 1 Kem):
Roferred Tech to the S/Bulletin for replacement of the ABS ECTJ.

Created By: dban Date Created: 08/20/2003

file://C\WINDOWS\TEMP\-002, htrn 4/5/2004
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* Image not available. Please contoct your administrator.

Subaru Technical Services
Case Report with Journals
04°05/20404 4:02 PM
Case Number: 535487 Antigwed To:  Rows Sellers
Contact Name: Cuase Statms:  Closed
Service Phone: Priority: 2 - Medium
Alert: Date Closed:  09/08/2003

Ragion Dealer: 707298
Dealer Name: GERALD OLDSMOBILE-SUBARU, INC.
Dir Address:  Pob 856/1210 B, Ogden Ave Naperville, IL 60366

YIN: JF1GD2962 I Prod Date: 121972001

Emissiom Spee: C '

Model: #2002 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE**

Engine Number: Transmbssion:

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 149820 RO Date:  (09/04/03 Current Mileage: 23885

Fallure Code/Deacripton: UCD40 ABS Electronic Control Unit-Meter Incorrect or Inoperative
Koyword: Erratic, Occarence: [None]

Conditlon:  ABS activates when'slowing down with you foot slightly an the pedal

Created By:  1sel Dnte Crosted:  09/05/2003

file://C:AWINDOWS\TEMP\~002.tm 4/5/2004
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* bnage not awallable, Please contact your adminisirator,

Subsaru Technical Services
Case Report with Journals
04/05/2004 4:04 PM
Case Number: 548970 Amigned To:  Normaa Humsinger
sarvice rrone: N Mt 2 Modies
Alert: Date Closed:  10:220/2003

Region Dealer: 70/481
Dealer Name: EAST SUBARI)
Dir Address: 4430 28TH ST S E Kentwood, MI 49512

VIN: FI1GG290 Prod Date: 03/28/2002

Emisslon Spec: C ,

Model: *$2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: Tramamissipm:

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 68635 RO Date:  10/20/03 Current Mileage: 18000

Faflure CodeTescription:

Keyword: Pedal Feel, Occurence: [None]

Condition:; PEDAL DROPS WITH BRAKES APPLIED ON BUMPY ROAD SURFACES.
Created By: nhun Date Created: 10/20/2003

file://CAWINDOWS\ TEMP~002.htm 4/5/2004
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* image not avatiable. Please contact your administrator.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:22 PM
Case Number: 540236 . Amigned To:  Don Bangs
cre =~ o i
Alert: Date Closed:  09/23/2003

Reglon Dealer: 140/671
Dealer Name: SUBART OF PUYALLUP

Dir Address: 800 RIVER ROAD Puyallup, WA 98371

VIN: JF1GG2e65 Prod Date: 06/19/2002

Emission Spee: C

Modei: *2003 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE*
Engine Number: Transmisaion:

Engiue Desc: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 123735 RO Date: 09/19403 Cwrrent Mileage: 5550
Fallure Code/Description: QCP43 ABS / TCS Hwdraulic Control Unit-Erratic Operation

Keyword: DTC, Occurence: Iniermitient
Condition: 03 WRX, ABS Code 51.
Creatsd By:  dban Date Created: 09/23/2003

Journals(Total: - 1 Hem):
Su;mhdiumgﬂmﬂmrdmmmsattheﬂﬂﬂmdmkhsmthﬂpuwmm
connections ave clean and tight.

Created By:  dban . lht:ﬂnntvd. 09/23/2003

file://CAWINDOWSNTEMP\~002 Itm 4/5/2004
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* Image not avallable. Pleate contact your administraior.,

Subaru Technical Services
Case Report with Journals
$4A05/2004 4:04 PM
Caze Number: 548018 Asigned To:  Jack Muska
Contact Name: Case Statms:  Closed
Service Phone: Prioxity: 2 - Meadium
Alert: Date Closed:  10/1672003

Reglon Degler: 40/623
Desler Namw: SUBARU OF RICHMOND
Dir Address: 9177 W BROAD STREET RICHMOND, VA 23294

VIN: JF1GD2959 I Prod Date: 04/25/2002
Emiasion Spee: C

Model: 42002 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE**
Eagine Number: Transmigsbon;

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 290603 RO Dae: 10/16/03 Current Mileage: 21702
Fallore Code/Description:

Keyword: Erratic, Occuremce: [None]
Condidon: carly abs activation

Created By:  jmas Date Created: 10/16/2003

Journala(Totsl: - 1 Hem):
tech will ask customer if they ever had the spare tire on the vehicle. he will then replace the abs control

vt only.
Created By:  jmas Date Created:  10416/2003
file/CAWINDOWS\TEMP-002.him 4/5/2004
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* Image not ava@iiabls. Please contact your administrator.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:23 PM
Caze Number: 548970 Asgigned To: Norman Humsinger
Contact Name: Cato Stuiust  Closed
Service Phome: Priority: 2 - Medium
Alert: Date Closed:  10/2052003

Region Desler: 70/481
Dealer Name: EAST SUBARU
Dir Addvess: 4430 28TH ST S E Kantwood, MI 45512

VIN: TF1cG2e¢0 N Prod Date: 03/29/2002

Emission Spec: C

Model: #%2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: Tramsmissfon:

Enpine Dege: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Nomber: 68635 RO Date:  10/20/03 Curreat Mileage: 18000

Failure Code/Description:

Keyword: Pexinl Fool, Occurence: [Nene]

Condition: PEDAL DROPS WITH BRAKES APPLIED ON BUMPY ROAD SURFACES.

Created By: nhun - Date Crested: 10/20/2003

file:/CAWINDOWS\TEMPA~-002 htm 4/5/2004
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* Image not avatleble. Please contact your administrator.

Subaru Technical Services
Case Report with Journals
D4SO5/2004 4:05 PM
Case Number: 554045 Astigned To:  Jaek Maaka
Countact Name: Case Status: Cloged
Service Fhone; Priority: 2 = Medium
Alert: Date Cloged: 11/04/2003

Regiom Dealer: 10/241
Dealer Name: SUBARU OF MILFORD, INC.
Dir Address: Nashua Street, Rie 1012 Milford, NH 03055

VIN: Jr16a2963 I Prod Date:  07/01/2001

Emission Spec: C

Model: *#2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
‘Engine Number: Transmimion:

Engine Dege: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 61718 RO Date:  11/04/03 Current Mileage: 32611

Failure Code/Description:

Keyward: Erratic, Ocewrence:  [None]

Condition: premate abs activation

Created By:  jmas . Date Created:  11/04/2003

Journals(Total: - 1 item):
tech will find out if the customer had the apare tire on the vehicle, he will replace the abs ecu to correct

the concermL
Created By: Jinas Date Created: IIMﬂﬂﬁl

file:/CAWINDOWS\TEMP~002 hittn 4/5/2004
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* Image not available. Please contact your administrator.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:05 PM
Case Number: 554568 Asvigned To:  Karl Stanrt
v B~ o v
Alert: Dats Closed:  11/05/2003

Roglon Dealer: 70/486
Dealer Name: SUBARU OF MICHIANA
Dir Address: 51176 US HIGHWAY 33 SOLITH BEND, IN 46637

VIN: JF1GD2960 I Prod Date:  01/24/2002
Emission Spec: C

Model: *52002 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE**
Eugine Number: Transmission:

Engine Desc: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Namber: 200601 RO Date: 11/05/03 Corrent Mileage: 33840
Fallore Code/Description:

Keyword: Ertatic, Occoronce: [None]
Condition: ABS activates on etop

Created By:  kstu Date Created: 11/05/2003

Journals{Total: - 1 liem):

Car has aftermarket whoels and tires, Thera wers spacers inste]led at one time and studs were broken off
of one wheel. This was advised at end of conversation. What I advised was check for installation of
spare, chack wheel speed signals is one wheel faster than others? Check wave patiasns with scope.
Check gir gep. Look for cracks in tone wheel or distorted tone wheel, Contact DSOM., Take pictures if
looks like not a matter for warmnty.

Crested By: kstu Date Created: 11/05/2003

file://CAWINDOWE\TEMM\~002 him 4/5/2004
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* Image not available. Pleace contact your administraior.

Subaru Technical Services
Case Report with Journals
04/0572004 4:06 PM
Case Numbes: 563763 Anigned To:  Karl Stusrt
serioeone: [N rieky: | 2- et
Alert: Date Closed:  12/03/2003

Region Dealer: 20/166
Dealor Name: BILL RAPP PONTIAC, INC.

Dir Address: 3451 Bumet Avenue Syracuse, NY 13206

VIN: halelerlty] | Prod Date:  10401/2001

- Emlsslon Spec: C
Model: #3002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: Tramamisslon:

Engine Desc: 2,0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 387061 RODate:  12/03/03 Current Mileage: 51865

Failure Code/Description:

Keyword: DTC, Occurenee: [None]
Conditlon: ABS light on, no communication

Created By:  kstu Date Created: 12/03/2003

Journals(Total: - 1 ftem): '
ABS light is on. Cannot access system either with NSM or diagnosis connector. Advised to tronbleahoot

for "Commumication For Initielizing Impossible.* Page ABS 96
Created By: ksin Dste Created: 12/03/2003

file://CAWINDOWS\TEMP\~(02.htin 4/5/2004
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* Image not awmilabie. Please cantact your adminisirator.

Subaru Technical Services

Case Report with Journals
4052004 4:15 MM
Case Number: 367822 Avsigned To: Don Bangs
Contact Name: - Case Status: ~ Closed
Service Phone: Priority: 2 - Medium
Alert: Date Clozed; 12/15/2003

Region Dealer: 14/409
Dealer Name: WENTWORTH CHEVROLET COMPANY
Dir Address: 107 8.B. Grand Avenue Portland, OR 97214

VIN: JF1GD29X Prod Date: 01/24/2002
Emisglon Spee: C

Model: *3002 SUBARU IMPREZA WRX SEDAN ALI-WHEEL DRIVE**
Engioe Number: Transmission:

Engine Desc: 2.0 LTTRE ENGINE, 4 CYLINDERS,

RO Number: 231389 RO Date: 12/15/03 Curreat Mileage: 26067
Failare Cade/Description: .

Keyword: DTC, Oceorence: Imtermitbent
Condition: '02 WRX, ABS light was on, Code 41 in memory.

Created By: dban Date Created;  12/15/2003

Jowrnalw(Total: - 1 ftem):

Car has a/market tires, wheels, calipers and rotors installed. F/Frame data showed 158 MPH. Referred
TEch to the $/Bulletin 06-31-03 for separate compouent availability.

Created By:  dban Date Created:  12/15/2003

file://CAWINDOWS\TEMP\--002. htm 4/5/2004
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* Image not avaliable. Piease contact your administrator.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:16 PM
Cass Number: 570039 Asvigned To:  Normam Hunsimger
sorvcsrreer: I ieity: 2~ adim
Alert: Date Closed: 1272272003

Region Dealer: 140/668
Dealar Name; RIMROCK STUBARU
Dir Address: 324 8 24th W/Pob 80208 Billings, MT 59108

VIN; JR1GD296X I Prod Diate; 051372002
Emission Spee: C

Model: 482002 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE**
Engine Number: Tramsmission:

Engine Deac: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Namber: 6027390 RO Date: 12/22/03 Cwrrent Mileage: 11678

Fallure Code/Description:

Keyword: DTC, Occurence: Roproducible
Condition: AES CODES 21,23

Created By:  nhun Date Created: 12/22/2003

Journals(Total; - 1 hem): )
Hrdmdm.ﬂm&dmﬁmNnmdiﬂmﬂomhvehicl&Hmdmedmrhinmuﬂ Circuits check

good. Recommended he change ABS/ECL,
Created By: - nhun Daie Created: 12/22/2003

filec//CAWINDOWS\TEMP\~002 hitrn 4/5/2004
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* Imaga not avatiable. Please contnct your administrator.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:16 PM
Case Number: 584930 Assigued To:  Jaek Maska
=]
~ Alert: Date Closed:  02/02/2004

Reglon Dealer: 140/266
Dealer Name: AUBIIRN SUBARU
Dir Address: 3025 Auburn Way North Aubum, WA 98002

VIN: Jr1GG2ees N Prod Date:  (6/27/2001

Emiesion Spec: C

Model: *+2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: . Tramamission:

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 21974 RO Date: 02/02/04 Current Mileage: 24095

Failure Code/Deseription:

Keyword: Drivembility, Occurence: [None]

Condition: early abs activation

Created By:  jmas Date Crested: 02/02/2004

Journals(Total: - 1 ttem):
tech will replace the aba acu as per service bulletin 6-31-03

Created By:  jmas Date Created: 02/02/2004

file:/ICAWINDOWSATEMPM-002 Intm 4/5/2004
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* Image not available. Please coniact yoirr administrator.,

Subara Technical Services
Case Report with Journals
04/05/2004 4:17 PM
Cnse Number: 591962 Amigtied To:  Ross Sellenn
Contact Name; Cnase Status; Closed
Service Phone: - Priority: 2 - Medinm
Alert: Date Closed:  (2/20/2004

Raglon Dealer: 40/661
Dealer Name: RIVER CITY SUBARU
Dir Address: 5223 US HWY &) E Huntington, WV 25705

VIN: JF1GD2951 I Prod Date: 10/03/2002
Emisslon S8pec: C

Model: *2003 SUBARU IMPREZA WRX SEDAN ALL-WHEEL DRIVE*
Engine Number: ~ Transmission:

Engine Desc: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: RO Date: Current Mileage: 15646
Faflure Code/Description:

Keyword: DTC, Occurence: {None]
Condition: ABS light code 27

Created By: el Dpis Crested:  02/20/2004

Jonrnals(Total: - 1 tem):
e replaced the harness becanse of a wiring problem. the wheel sensor is still setting a code. he will
check the eiginal at the sensor and then go cloaer to the control unit to sec where he looses it.

Created By: el Date Created: 02/20/2004

file://CAWINDOWSNTEME-002 hitm 4/5/2004
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* fimage not available. Please comtact your adminisiraior.

Subaru Technical Services
Case Report with Journals
04/05/2004 4:18 PM
Case Number: 592438 Amigned To:  Jack Masks
Contact Name: Cane Status:  Closed
Service Phome: Priority: 2 - Medium
Alert: Dute Cloged;  02/23/2004

Reglom Dealar: 10/296
Dealer Name: SUBURBAN SUBARU
Dir Addrems: 24 Hatiford Turnpike Vernon, CT 056066

VIN: JF1GG29%7 I Prod Date: 05/01/2001

Emisslon Spec: C

Model: 42002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Numbher:; Transmission:

Engine Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Nmmber: 271879 RO Date: (2/23/04 Current Mileage: 32779

Fafture Code/Description: '

Keyword: Erratic, Occureace: [None)
Condition: premeture abe activation

Created By:  jmas Date Created: 02/23/2004

Journals{Total: - 1 item):
tech will find ont if the customer ever the the spare tire on the vehicle. if 50 he will replace the abs ecu as

Created By:  jmas . Date Created: 02/23/2004
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Subaru Technical Services
Case Report with Journals
(/052004 4:18 PM
Case Number: 600162 Assigned To:  Karl Stuart
Alert: Date Closed:  03/10/2004

Region Dealer: 40/651
Dealer Name: ROYAL SUBARU-ISUZU
Dir Address: 1580 CHURCH STREET DECATUR, GA 30033

VIN: FicGos: N Prod Date:  01/11/2002

Emission Spec: C

Model: *#2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: ' ‘Fransmalsaion:

Engino Dese: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 20266 RO Date:  03/05/04 Current Mileage: 35699

Fallure Code/Description:

Koyword: Erratic, Occorence; [None]

Condition: ABS activates anytime youo apply brakea

CrestedBy:  ksin Date Created: 03/10/2004

Jourmals(Total; - 3 items):
Tech states all wheel speed sensors read the same. Anytime you apply brakes ABS activates. Customer
just had brand new tires installed on car. Started after new tires were installed. Advised to find out if

different size tire was on. Could need ABSCM.

Created By: kst Date Created: 03/10/22004
Costomner drove 7 miles on flat and 10 on spare. George has ovarnighted new ABSCM.
Created By: Istu Date Created: 03/10/2004
New ABS/HCU fixed the vehicle,

Created By: rihon Date Created: (3/1222004
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Subaru Technical Services
Case Report with Journals
04/052004 4:18 PM
Case Number: 604471 Assigned To:  Don Bangs
Contact Name: Case Status:  Closed
Service Phone: Priority: 2 - Medium
Alert: Dato Closed:  03/19/2004

Reglon Dealer: 140/667
Dealer Name: SIERRA SUBARU OF MONROVIA
Dir Address: 1450 8 SHAMROCK AV/POB 60 MONROVIA, CA 91016

VYIN: JF1GG29% Prod Date: 0571372002

Emission Spee: C

Model: *02002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE**
Engine Number: Transmission:

Eagiue Desc: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 777214 RO Date: 03/18/04 Current Milenge: 13493

Fallure Code/Description: QCP43 ABS/TCS Hydraulic Control Unit-Erratic Operation
Keyword: Erratic, Occuremce: Reproducible
Condition; ‘02 WRX, ABS activates un-necessarily.

Crentad By: dban Date Crested: 03/19/2004

Journgls(Total; - 1 Hem):
Recommended replacement of the ABS ECU and refarted Tech o the S/Bulletin for parts availability.
Created By: dban Date Created: 03/15/2004
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Subaru Technical Services
Case Report with Journals
04/05/2004 4:18 PM
Case Number: 609013 Assigned To: Tony Saban
Contart Name: Case Status:  Closed
Service Phone: Priority: 3-Low
Alert: Date Closed:  03/30/2004

Reglon Deales: 140/511
Dealer Name: MAITA HYUNDAL INC.
Dir Addresa: 2436 Avbum Boulevard Sacramento, CA 95821

VIN: IR GG2967INNEGEG_ Prod Dats: 05/01/2001

Emieqion Spee: C

Model: #2002 SUBARU IMPREZA WRX SPORT WAGON ALL-WHEEL DRIVE®**
Engiwe Number: ' Transmission:

Engine Deac: 2.0 LITRE ENGINE, 4 CYLINDERS,

RO Number: 160577  RODsate: 03/30/04 Current Mileage: 30391

Fallure Code/Description:

Keyword: Padal Feel, Occurence: Intermittent

Condition: customer complant of pedal feel when stopping from about 40 mph.

Created By:  tsab Date Created: 03/30/2004
otal: - 1 item):

tech will check vehicle history for prior aba repairs. if none then will ask cpstomer if spare tire has ever
been on car. if #o the directed him towards service bulletin 06-31-03 for proper ordering. >>> toby
reports that after spesking with the customer she did recall the spare tite being on for about 45 minutes.
this happened as the customer waz on her way to have the tires replaced.

Created By: tsab Drte Crested:  03/30/2004
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Complete SAMI Case Report
Monday, April 5, 2004 1:32 PM
INFORMATION
Case Number; 531966
CRIS Case Number: Case Type: Vehicle Repair
Caze Btatms: Pending Priority: 2 - Medium
Lnt Name: - First Name: [ Attachments:
CRIS Letiers;

Model: IMPREZA Model Year: 2002.0 Manufactured Dage:  12/13/2001
vIN: HEEEE  VINPrefix: JF1GD2963 Curreat Milengs: 22000
RO Number: RO Date/Fallure Date: RO Mileage/Fadlure:

Region/Dealer: 70/331  Company: SUBURBAN MOTOR CO

Subject: ABS vehicle - available for Inspection by FEI/cust sending in fax/pending check

Closed By: Asslgned To:  Mickel Follow Up Date: tlrgﬁg;r:gna
Close Date: Contact Media Type: Phone CS Impact:

Alorts
Croated By: pmic Date Created: 08/27/2003 12:53: 4
Last Modly By: walo Last Modify Date: 02/05/2004 15:31:09
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ISSUES

Case Number: 531966
Total - 1 tem

ISSUE#1

Category: Vehiclo Statns:  Open
Resson: Ermtic Operstion Resolntion:
Customer Snates

Tople: Suspension/ Steering or Brake Systems Topic Dednil: ABS Systemn Components
Occurremce: Hbarmittent

Daealer States
Component Group: Compaonent Type:
Crested By: pic Date Created: 08/27/2003 13:01:39

Last Modify By: rhic Last Modify Date: 08/27/2003 13:01:39
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NOTES

Case Number: 531966
Scmmaty of Notes - 12 ltenws

Aetion: Call Vialbility: Private
Suobjeet: Called custome: reluted to Bob case 527958

Note:  Customer states that he is willing for our engineers to check his vehicle. Customer states that
it haan't happened since last week when new tires were installed. Prior to that, it did happen
fairly often, but no discernable patiern. There are some roads near him that it occurs on (but
not every time). Customer has never had to use his donut spare, Asked when he first noticed
it. When he picked up his car after a servicing (1,200 nidles) the "brake pressure folt
different”™. A day or 5o later he experienced the problem. Ho comtacted the dealer and they
advised that they did not do anything to the brakes, only "checked” thern during the service.
Cugtomer is very egrocable to have us inspect his vehicle. Noxt Monday, he is having an
aftermarket exhaust put on. I advised thet this should hot inpact thet, He i3 available all
week other than that. Compensation - offered an accessory (up to $500) or to pay for the 30K
servios. Custoamer will think shout it and advise,

Created By: pmic Dute Created:  08/27/2003 13:0_2:26
Action: Call Visibility: Privats

Subject: I've left two messages for this customer to schedule the vehicle.

g.:ud By: pmic Date Created:  08/29/2003 10:50:18
Action: Call Vighitity: Private

Subject: Customer called back. His modification to the sxhanat

Note:  appointment has beon changed to Tueadey and they want the car for a "few days®. Tried o
sway him to chenge the appointment, He's not compelted to do that since he's had to wait 80
long. Advined that I wonld try to get $1350 for hit (1/2 the cost of the exhaost
modification), would he be swayed then - note - T explainad that it would be flat out goodwill
because we cannot condone the mod. He understends and states that he might be swayed
with that kind of offiar. Spokas to Ed Griendling - I'm concemed becauss we're not even sore
this customer can duplicate it. Bd is checking with FHI to see if they would be willing to

w‘
Created By: pmic Date Created:  (08/20/2003 10:57:14
Action: Call Viudbility: Private
Subject: Got the customer to agree to work with us.
Note;  He will bring the vehicle into the dealership on ing. Customer will need a
decent loaner. He will be available by cell phone . We will issue the

cugtomer 4 goodwill reimbursemnent in the amount of $1350 once the meeting is over.
Customnear will be bringing his old tires for the dealer to put on so they are sble to duplicate
the problem.

Cremted By:  pumic Date Crested;:  08/29/2003 12:05:03
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Actlon: Call Visibility: Privete

Subject: Called the dealer - the Bervice Manager is Dave Knolls - he will

Note:  will set everything up. Agreed to give him a PA number for the rental and the time to put the
otiginal tires back on the car, then off again once the testing is done.

Created By: pmic Date Crented:  08/29/2003 12:10:10
Action: Cali Vialhility: Private

Subjectz Cust clld

Note:  wanied to speak to Patti—conferenced to vmail A/P Patti

Created By: cdan Date Created:  10/28/2003 12:30:49
Action: Call Visibility: Private

Subject: Clid cust
Note:  adv ip fax over receipt for exhaust so Patti can process--cust egreed email Patti
Created By: codm Date Created:  10/31/2003 15:20:14

Actiom: Call Vidbillty: Private
Subject: cust called

Note:  Was following up on Fax that was sent in . Adv cust that I did not soc & note that the fax was
ever received. Ady to please resend and that [ would let Patti be aware that the fax was
coming. Would follow up with Patti that she rec;'d the fax.

Crepted By:  wolo Date Created: 01/26/2004 11:28:43
Action: Call Viubility: Private

Subjectr Will await fax and process.

Note:

Created By: pmic Date Created:  01/26/2004 12:24:42
Action; Call Viubikity: Private

Smhject: Called Cust

Note: To cenfirm that he sent the fax. Cost stated he had sent it last night to the fsllowing: I
I fix line. Adv cust to resend to my fax number and also provided cust with the
a¢ldresa i send hard copy, Cust atated be would try both. A/P Patti M

Created By: wclo Drate Cremted:; 017272004 15:35:17
Actlon: Call Visbility: Private

Subject: Will check for the fax in the AM

Note:

Created By; pmic Date Created:  01/27/2004 17:24:12
Action: Call Visdbility: Privete
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Subject; Called Cust
Note:  Adv cust thet check is being cut for $1350 per P. Mickel and he should rec within the next 2

Created By:  welo Date Created:  02/05/2004 15:30:25
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FINANCIAL INFO

Caso Number: 531966
Financial Info - 1 #tem

Acct. Nbr:  Goodwill Statos: 1350
First Name: - Last Name:  Pald
For assistance with an investigation X .
Amount paxts goodwill Auth, Date: prnuc
Check Type: Check
Creatod By: Edveard Date Created: 02/05/2004 12:46:06
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ADDRESSES

Case Number: $31966
Total = | items

Type: Mail To
Addressi: NN

City: Birmingham Seate/Prevines: Ml zip Code: G
Created By: pmic Date Crented: 27-AUG-03
Last Modify By: pmic Last Modify Date: 27-AUG-03
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Complete SAMI Case Report
Monday, April 5, 2004 1:33 PM
INFORMATION

Case Number: 532724

CRIS Cane Number: ‘ Case Type: Veliicle Repair

Caae Statog; Closed Priority: 2 - Medium

Last Name: First Name: I Attachmeents; X

Day Phone: Ext: cell CRIE Letters:

Model: IMPREZA Model Year: 2002.0 Muannfacinred Date:  04/01/2001
VIN: [ ] VIN Prefix: JF1GD2963 Cmrrent Mileage: 32000

RO Number:; RO Date/Fallure Date: RO Mileage/Failure:

Reglon/Dealer: 20/160 Company: SALFRNO DUANE SUBARU KIA

Veh. Regs. Survey - e-mail sent. Awaiting response: gave Dominick at dir PAR#13P102 see
Subject: ..

Closed By: rpoz Atsigned To: Pouniak Follow Up Diter (/o g3 -
- 11/21/2003
Close Dabe: 15:07:33 Contact Medin Type: InHowse CS Impaet:
Alexe:
CreatedByr  pmic Date Creatsd:  08/29/2003 09:47:03

Last Modify By: rpoz Last Modify Date: 11/21/2003 15:08:37
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ISSUES

Case Number: 532724
Total - 2 Htems

Page 2 of 25

ISSUE#1

Statms: Closed
Resolution:

Topic Detadl:  Vehicle Model Line

Component Type:

Pate Cresfed: 0872972003 09:48:02
Last Modify Date: 08/20/2003 09:48:02

ISSUE #2

Cutegory: Vehicle Stutus: Closed

Reason: Ematic Operation Resolntion:

Customer States

Tople: Suspension/ $toering or Brake Systema 'l‘uplr.]}e"tli‘l: ABS Systam Components
Ocenrremee:

Degler States

Component Group Component Type:

Date Created: 11/21/2003 15:08:11
Last Modify Date: 11/21/2003 15:08:11
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NOTES

Case Number: 532724
Summary of Notes « 111 itemns

Acetion: Call Visibility: Private

Subject: Sent the following e-meil to the costomer

Note:  Good Morning! Some time ago (October, 2001} you contacted our affice about a conoem
yeu had with the brakes on your WRX., Believe it or not, we're still gathering information
about this concern. I'm hoping you can ansist ua bry anewering a few questions, Do you atill
have 8 concemn with the ABS 1n your WRX? Heve you been able to duplicats the concem for
your dealer? How many miles do you corrently have on your WRX? Do you still have the
originel equipment tires on the vehicle? Have you ever had to use your "donut” spare? Who
maintaing your WRX? If you could provide a response to these questions, I would greatly
appreclate it! If you have any questions, please feel free to contact me at 1-800-SUBARUS!

Have @ wonderful, safe holiday weekend!
Created By: pmic Date Created:  08/29/2003 09:48:38
Actlon: Call Visibility: Privaie

Sabject: Customer called me:

Note:  Has had two braking concems, 18t - at 30MPH - sevare vibration thronghout the vehicle
when "steady” firm braking on an off ramp, No longer a problem. Hasn't ocourrad for over a
yoar. No desler diag, 21 - Brake podal "drops”. Customer can readily duplicate this. He haa
adjnsted his driving habits to eccomodate the problem. ™ At lower speeds (10°20/30 mph)
and braking on a "rough® surfice, the brake pedal will drop. There is a feeling of slight hrake
pedal registance just prior to the drop of the padal”. Braking distance ia increased. Customer
is atill ruming on eriginal OEM tires {front showing some weer), Has mot used the domut
spare ever. Mileage is 32K. Will be going to the dealar for service socn. Asked him to have
the dealer Service Manager call us when the car goes in to see if ' we cen help in any way.

Created By: pimic Date Cremted:  08/25/2003 10:13:47
Action: Call Vistbility: Private

Subjeet: Customer is best reached through e-mail.

Note:

Crepted By: pmic Date Created:  08/29/2003 10:17:59
Action: Call Visibility: Private

Subject: Spoke to Ed G. - would like to heve the team
Note:  look at this vehicle next Thurs. and Frl. (9/4, 9/5) et Salerno Duane.
Creatad By: pmic Date Created:  08/29/2003 11:23:44

Actlom: Call Vinlbility: Private
Subject: Epoke to the customer. He's fine with this,

Note: Offering to pay for 30K sarvice and up to $500 towards tireg, Custotner is very happy. Loves
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Subaru and considers this an "honos™ to help us.
Created By: pmic Date Created: 08/29/2003 11:24:24

Action: Call | Visdhility: Private

Subject: Spoke to Rich Guadagno, Service Manager at Salerno Duane
Note:  he's fine with this. Will set up the loaner and call me for the PA for the service/tires. I
ndvised him that Ed . it Sve. will take care of notifying Berry end Don Allen.

Created By:  pmic Date Created:  08/29/2003 11:28:34

Action: Call Vinlbility: Private

Subject: Per Grogg Fedlore

Note:  gotto dirat 11am, Generated RO. Customer stated "brike pedal drops when hraking over
butrps, Then when preasing brake pedal second time, trake pedal feel too hard, this is
onormelly during dry conditions at 20-30 MPH....The dIr, Grogg, and enginoers from Subaru
inspected vehicle. Vehicle was deemed not to be modified, or in any accidents etc. Cust
etated it happenad on roads that wers like washbosrd, Vehicle has 36,000 miles on it about
now and it is the original brakes. So they did find a similar rond and did feel the sensation
but all tests and mondtoring found condition normal, abs normal all within specs and nming
as designed. Cust is in car now and was told thet reports would be sent 10 FUJI end if
gnything negative was found they would contact him. Also, [ advised Ghregg that T will call
dir and advise them that Patti's offer of 30k end $500 townrds new tires is standing and I can

issue APA,
Created By: ifou Date Created:  09/08/2003 14:51:42
Actiom: Call Visibility: Privare

Sabject: 1spoke to Dominick as Rich G was not avail

Note:  Told him we will pay for our 30k in book end 4 new tires up to $500. He took my name and
mumber and will get back to me with info on prices etc. He will call customer and set op
appt. I will then give PAR.

Created By: lfon Date Created:  09/08/2003 16:13:03

Actiop: Call Visibility: Private
Subject: rec'd e-mail from Dan Dalton
Nots:  where we aro to trade the cust out of this veh and into an '03 WRX (vin 3G500123) which is

from the demo flest.
Created By: r1poz Date Created:  09/22/2003 08:30:32
Actem: Call Vidlbility: Private

Subject: called DSOM Donald Allen

Note:  to discuss this veh and that the cust is to be traded out of the veh. DSOM said he was not
involved in the decislon to trade the cust out of this vehicle and the last time that he spoke to
the cuet, he explained the operation o fthe braking syztern which cust eccepted and was fine
w/ it. DSOM said it took a follow-up call to the cust a year later from SOA when the brake
ismue remarfaced.

Cremted By: rpoz Date Creatsd:  09/22/2003 10:54;53
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Actlom: Call Visibility: Privaie

Sabject: reviewsd w/ Dan Dalton,

Note:  where we are working on repurchase of this veh and putting the cust into a demo veh. Onece
the: transaction is complete, the cuat vah will be going back to Fuji atd hope to do 50 on
9/26. Presently, wo are awaiting auth from SDC to proceed w/ the trade assist. Upon my
getting the auth to proceed, I will call the cust to explain sbout the trade assist and once he
agrees to it, [ will request peyment to the lisnholder and make arrangements to get the
roplacement vehicle to the customer and bring hia veh back to SOA,

Created By: oz Date Created: 09/23/2003 08:33:12

Action: Call Vinibility: Private

Suhject: roc'd auth that SDC

Note:  has agreed to proceed w/ the transaction. 1 wil notify the cust and then eatl the dir..
Crested By: rpoz Date Croated:  09/23/2003 09:35:34

Actiom: Call Viibillty: Privais

Bubject; called dir, spoke to Chico in Sales

Note:  and asked ifhe could plesse provide me the BOS and Lienholder info for this veh? Chico said
he will look for it and give me a call. I then tried to call the cust but the # in the case is a
wrong #. 1 will send the cust an e-mail and ask that he call me directy.

Created By: 1poz Date Created:  09/23/2003 09:45:02

Actlon: Call ' Vialhility: Private

Subject: callod the dlr,

Note:  spoke to Domrinic in Srve to ask if be had any other contact #s for the cust? Dominic said he
has 2 other 4 SSSNESSRUUNIEINNN Docniric also sdded thit the veh wes rocantly st
the dlx after the cust complained it spun ouL Also, Dominic said that & window renlator has
to be replaced and also the veh has to go to the body shop as the movement inside the door
pane] (of the regulator) caused the holea to eecure the regulatar become enlarged. I called the
cust ot the 212 # bt the person who answered said there is no such person w/ that name at
the #. I then called the 201 # and left a message requesting a call back on my direct line.

Created By:  rpoz Date Crested:  09/23/2003 10:16:56

Actlon: Call Visibility: Private
Subject: rec'd call from Chito in Sales
Note:  who aaid that he waa wmable to find the BOS and said the dir only keeps the gales records for

one vear after the sale.
Created By: rpoz Date Croated: 09/23/2003 11:50:41

Action: Call Yhibilty: Private
Sobject: rec'd v/m from cust '

Notez  who provided a cell # to call him at. I cotrected the # in the case and called cust where I left
him a v/m.
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Created By: 1poz - Date Created:  09/23/2003 12:47:34

Action: Call Visibility: Private

Subject: cust called back ‘

Note:  where I explained we would lke to replace his veh w/ one from our demo floet and that we
will take his veh back for tosting. Cust was agreeable to that. I provided info on the
replaceament vehicle and then asked who the lienholder is w/ his veh? Cuxst said Capital One
and he will e-mail me later the account info. 1 also asked cust 4o call the lienholder and give
them authorization for me to discuss the account which is recuired due to privecy laws,

Cronled By: 1poz Date Cregted:  00/23/2003 12:56:52

Actlon: Comment Vialbllity: Privato

Subject: oust o-mailed

Note: the following lienholder info: Capital 1 Auto Finance Payment Processing 3905 Dallas
Parkway Plano, TX 75093 acct # 5491154 1-B00-546-0332

Created By: 1oz Date Created:  09/23/2003 14:37:23

Action: Call Visibility: Privaie

Smbject: called the lienholder BO0-946-0332

Note:  spoke to CS Rep named Barbara who seid the payoff on this veh is $19,161.86 good thiu
10/3/03. I asked sbout how long it would take to get the title after we paid the veh off?
Barbara said 3-7 calondar days and there is no way to oxpedite that.

Created By:  1poz Date Crested:  09/23/2003 14:42:05

Actlom: Call Visibility: Privaie

Swbject: called lienholder

Note:  apokeic Keith in the Titles Dept to ask if a sub of collatera] could be done and if thet would
get us the title quicker? Keith said asub of collateral is not possible as the cust as already
been making payments on the vish, Keith also added that if that was at all posible, it would
heve to be reviewed and that process would take a longer time. I asked about expediting the
title bick to SOA after we paid the lien off? Keith said that after they receive a payof!, it
talces 1-2 days to show the balance as $0 and then tekes a basiness day 1o get the title
released and then there is the shipping time poriod. Keith sald if we sent the chack this date
via overnmight, the earliest we would get the title would be 9/27.

Created By: rpoz Dato Created:  09/23/2003 15:41:15

Action: Call Visbility: Private
Sabject: rec’d vim from Dan Dalton

Note:  ihat we will anticipats taking the replacenwnt vehicle to 020-160 926, scll that veh to the dlir
for $20k and then we will purchage the cust veh from the dir for $20k and give the dir $250
for doing the peperwork. This date ] prepared all the docs we are requiring the cust to sign
which I will take w/ me t0 awitch fhe cars,

Crested By: rpoz Date Created:  09/24/2003 09:34:18

Action; Call VisibiMity: Private
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Subject: called accounting
Note:  spoke to John Carney who said that the check did not "come out” this em and suggested [
<all back tomorrow and speak to Debbie Wood?

Created By:  rpoz Date Created:  09/24/2003 13:25:43

Aetion: Chall Visibility: Private
Subject; rec'd call from Dan Dalton
Note:  who said that acetg needs 3 W-9 form in ordex to process a check to Capital One. T will call

Capiinl One to got that document.
Created By: rpoz Date Created:  09/24/2003 15:15:36
Action: Call Visibility: FPrivate

Subject: called Capital One

Note:  spoke to Eddie in Cust Srvc, explained that I am in nead of a W-9, he wamn't familiar w/ such
& form and then checked w/ someons named Car] Williams in the Title Dept. Catl auid that
he was aware of such a form, I then left a message for Mr Willisme asking that he call me

back and to fax me 8 W-9,
Created By: 1poz Date Craated:  09/24/2003 15:39:53
Action: Call Vindhility: Private

Bubject: rec'd infio from acetg
Note:  that I will heve the payofY check tomorrow.
Created By: rpoz Date Created:  09/24/2003 16:26:48

Actiom: Call Vidbility: Privata

Subjsct: called Capital One this date,

Note:  spake to Liz i the Title Dept, advised of the W-9 I needed to be completed so we can pay off
the lien. Liz asked thet I fax the W-9 to her at 838-722-51177 I faxed the doc this dete,

Created By: 1poz Dste Cremted:  09/25/2003 10:15:36

Actiom: Call Vidhility: Privaie
Subject: [ called DSOM
Note:  and asked who I should spesk to at the dir to discuss thig tramsscticn? DSOM said he wasn't

qure & thare have been many personnel changes and suggested [ speak directly to the DSM
Jack Young. I called SDC and left a v/m for DSM Jack Young requesting he call me back,

Created By: 1poz Digte Created:  09/25/2003 10:18:15
Action: Research Vilbility: Privets

Subject:

Note:

Created By: rpaz _ Date Cregted:  09/25/2003 10:23:30
Action: Call : _ Vinibility: Private
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Subject: Jack Young called back
Note:  and suggested I speak to David Kasliner, but he is off this date and suggosted 1 speak to his

assistant Chito.
Created By:  1poz Date Created:  09/25/2003 10:27:13
Action: Call Vielbitity: Private

Subject: called the dir

Note:  spoke to Chito in Sales to discusa this situation. I explained the #'s and that we need the BOS
to reflect the dir selling the veh to the cust for the loan balance of $19.2k and then SOA
would fund the tax and registration to the dir and also give $250 for doing the paperwork.
Chito was fine w/ that and then asked ahout the cust financing the $19,2k as he said he won't
release the new car w/out cust receiving the finencing? I explained the cust hag to get
financing for that amount for either thru the dir or his own finencial organization. I explained
to Chito that presently the cust is financed thro Capital One. To that, Chito explained there
must have beon & problem w/ the customet’s credit by going thru that financial institation. I
said to Chito I just wanted to, preliminarily, explain how we would like to proceed and I

would call back Iater to
Created By: ipoz Date Created:  (9/25/2003 10:38:39
Actiom: Call Vislbility;: Privaie

Sabject: rec'd both the
Note:  lienholdedr payoff check and the W-9 from the lienholder, I will send the payoff check this
date and will enclose the W-9 in the case file folder.

Crested By: 1poz Date Created: 09/25/2003 12:02:36

Actlon: Call Visibility: Private

Subject: cust called

Note:  whare he asked if we coukd make the transaction time a little serlier (closer to 11am) as he
has to be et work at 2pm? I explained I don't forsee that being n problem..Cust also anked for
the vin # for the replacernent vshicle so he ¢an contact his insurence agent? I pravided the
vin. Also, I explained that he will have to secure financing for the loan amount of approx
$19.2k. Cumt aid no problem,

Created By: 1poz Date Created: 05/25/2003 12:54:08

Action: Call Vivibility: Private

Subjoct: rec'd the UPS iovoice '

Note:  of the payoff sent to the lienholder and having tracking # 1Z9AW3940197456007.
Created By: 1poz Date Created:  09/252003 14:08:44

Action: Call Visibility: Private
Subject: tac'd call from Chito asking for cust #

Note:  ashe wants to call cust to "get the hall rolling” reganding a cradit check. I providad Chito the
cuat cell #.

Created By: 1poz Date Created:  09/25/2003 15:13:45

file//C:\Documents%20and%20Settings\dbes\L ocal%20Settings\ Temp\CDS-Case-532724....  4/5/2004



Page 9 of 25

Actiom: Call Visihitity: Privete

Subject: took replacement veh to the dir

Note: mgﬂﬁmuchangewfmat'aﬁalspnkamﬂlﬂtnin&nlunnﬂ&whmidﬂmhnhadaﬂ

the necessary puperwork in ordes and also hed the finapeing yecured.. When T arived at the

dir, T was advissd that Chito was off and that the transaetion would be completed thru Salea
Manager Bill Klisenin, Bill advised that all of the paporwork was not completed and Mr
Santillana purchased his veh w/ his mother secaring the financing, whose name appears on
the title end she must algo be to sign the docs and secure financing for the
replacement vohicle as was denied financing on his own... I
originally said he was to bring his mother o/ himn but abe was suddanly unavailable, I walted
at the dir until approx,. 4:30pm in the event Ms. Santillane was able to come to the dir to co
gign the loan. The cust never called the dir and T retumed the replacement vehicle back to
S0A. Also, after I left the dir, the DSOM Donald Allad witad until spyprox 5:30 pin and the
cust still hadn't caled back. Donald did call the cust who said that he couldn't make it bt sald
he probably <ould on 9/27. 1 then agreed that I would return to the dir 9/27 w/ both the cuat
and his mother being present aftes first ensuring that they hed insurence as well.

Created By: 1poz : Date Crested:  09/29/2003 15:06:38

Action: Call Vishitity: Private

Subject: called the dir 10am on 927

Note:  spoke to Chito who said that he is waiting on a retumn call from the cust regerding insurance
after eaving several messagea for him, 1 then called DSOM who said it is improbablo this
transaction would happen this date. T then called Chito back around noon who said that the
cust sald he wes unable to contact his insuramce us their office closed at 4pm on 9/26 and
asked to move the transaction until the evening of 9/307? I explained to Chito thet I cennot
comnmit to that date but I would be back in touch w/ him,

Crested By:  1poz Date Created:  (09/20/2003 15:22:28%
Actiom: Call ' Vhibikity: Private
Subject: called cust

Note:  to ask if he has rec'd the insurance info a8 requested? Coat said he has not as the insurence
compeany is giving him a hard time for switching veh's already after juat getting a policy w/
them, 1 then asked if he wes spproved for financing the new veh? Cust sald he believes o as
ﬂaedhhm&mmﬂmdmyﬂ:ingmdmjustfowmm&emmputnfm I asked
ocust to pleass call me onoe he hears from the insurance company.

Created By: oz ]Jltﬁ Crnud 09/29/2003 15.25 33

Actiom: Call vumum Private
Sabject: left v/m for Chito asking that he call me back

Note:  todiscuss if the cust was approved for financing and the cuerent status of the replacement?
Created By: 1z Date Created:  09/29/2003 15:33:57

Action; Call Visibility: Private
Subfect: called DSOM Donnld Allen '
Note: who said that the last he heard from the dir was that the cost was approved for financing, w/
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a cogignes, and the mothly payment is roughly $500/month. DSOM said he is not sure if the
dir commumicated that to the cust yet? I explained I am awaiting a call from Chito to discuss

that,
Created By: 1poz Date Created: 09/29/2003 15:34:41
Action: Chalf Viaihility: Private

Subject: called Captial One Auto Finance,

Note:  spoke to Noreen in Cust Srve and asked that she put a hold on the payoff. Noreen said the
payoff was already applied to the payoff9/26, I asked if there was any way fo reverse that
tréngaction? Noreon seid thet she has to speak w/ the Payoff Manager and would have to get

back to me in 72 hours,
Created By: 1poz Date Created: 09/29/2003 16:13:06
Actlon; Call Visibitity: Private

Subject: called accounting
Note:  and requested & stop pay be istued om check # 1283805,
Created By:  rpoz Date Crested: 092972003 16:22:28

Action: Call Vistbility: Private

Subject: lefi a v/m for cust

Note:  on his coll phone offereing the option, in Yieu of the replacemant vehicls, to pay off hiz veh,
SOA will take possession of his veh. T asked cust to call me back ASAP w/ his decision.

Crested By: 1poz Date Created:  09/29/2003 14:45:18

Action: Call Visihility: Privaie

Subject: rec'd call from acctg

Note:  who issued a stop pay on the lienholder check.

Cresicd By: 1oz Date Created:  05/30/2003 08:50:31

Artlon: Call Visihility: Privaic

Subject: rec'd call from cust

Note:  retuming my call pertaining to just paying off the veh and cust would be free of the lien and
able to purchass the veh of his choosing, Cust said he is not really interested in that as he
needs & car but said that it would be nice not to have the loan. 1 asked cust 1f he has any add1
info regarding the insurance? Cust said not yet but the insurance company is upset as they
would have to rewrite the policy as his mom now has to be listed on the policy. I asked cust
to let me know ASAF what his intentions are? Cust said he would,

Created By: moz Duate Created:  09/30/2003 12:38:34

Actiom: Call Visibiltity: Privato

Subject: rec'd call from Chite :

Note:  who said the cust stoppad in this date, his mother will be on the insurance policy and to trade
into the now veh will be in approx 1 week.
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Created By: r1poz Date Created:  09/30/2003 14:05:37

Acton: Call Visibility; Private
Subject: Geve Dominick at the dirship PAR#

Note:  #13P102 for Tires and oil changs etc. total $589.45. Put in cds today.
Crested By: lfou Date Created:  09/30/2003 14:53:17

Action: Call Vislbility: Private

Sabject: rec'd call from cuat

Note:  who sald there is another "hiccup” and that hia mother had let her license expire and is not
able to get insurence. Cust also asked if there was amy way we could finanee him divectty
thru SOA? [ explained that ix not possible as Chase is the finance co. working w/ Subaru and
finance those w/ only A or B credit and hia credit is not at that level. Cust then commented
that he knows we need hie car and what he was asking was to glve us hig car back and have
us arrange the dir to give him a loaner Mitsubishi Lanoer? 1 explained that would not be

possible.
Created By: rpoz Dute Created:  10/01/2003 12:37:45
Aetion: Call Visibility: Private

Subject: reviewsd the case w/ Dan Dalton

Note:  where I explained the cust most recent contact. we agreed to advise cust we would be unable
tn unables to sccomodate hls reuest for finacing thn Chage becauss of his credit rating and
cannot take his voh and have the dir provide him w/ a loaner veh, Also, we discussed
advising the cust that this just won't work out, we have to move on and epproach the next
cust end present our offer of a velicle exchange. I will give cust a last effer of allowing SOA
to repurchase the veh and giving him an add $1k

Created By: r1poz Date Crested:  1001/2003 12:45:21

Actiom: Call Vislbility: Private
Smbject: called the onst

Note: mdn&naedﬂutmwmﬂdbemabletuprwwdwﬂhempmmofhswhmdthatwﬂ
would not be able to finance him fhwn Chase doe to his credit rating. Cust said he
underytands, Furﬂ:ermure,lexplmaﬂlwmﬂdp:uemﬂmnffaromﬁnﬂﬂmethnt,ifhem
intereated, would pay off his veh, give him $1k, SOA would take possession of hia veh and
he would be free of the Hen and can choose hit next means of transportetion. Cust said he
would ask his mother and call me back by the end of the day.

Created By: 1oz Date Created:  10/02/2003 10:41:47

Actiom: Call Vidbility: Private

Subjeet: rec'd call from cust

Note: who said that he declines our offer snd will just keep his car. Cust said that he doesn't want
to go any farther in to debt by taking the replacement car.

Created By: 1pOZ Date Creatad:  10/402/2003 16:17:28

Action: Call Vinibllity: Privato
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Subject: called dir
Note:  spoks to Chito in Sales to advise that the replacoment will ot take place. Chito sxid he knew
it wonldn't and said thero ere evan mors recent ismes w/ the customer’s insurence in that the

inswrance provided a policy to the cust in error,
Creatsd By: oz Date Created:  10/02/2003 16:18:22

Action: Call Visibility: Privato
Subjeet: called Cepitel One

Note: o speak to the Payoff Manager. | was trangfarred to someons named Tem who said they
aren't allowed to give oot thelr last name buot his intials are TJA. 1 aaked ebout reversing the
peyoff? TIA said that is not possible. 1 asked if there are any other options? He said no.

Created By: 1poz Date Created:  10/02/2003 16:24:48

Action: Call Vialbilily: Frivate

Suhject: left message

Nete:  w/ cust asking if he would reconsider the replacoment vehicle? Furthermore I discusasd his
comment of 10/02/4)3 that he didn't wanted to go lnio debt even further. I 1cft on the message
that this transaction would not increase the debt ag the loan for the replecament vehicle is the
lcan balance of the present vehicle and not requiring any additional § firom him. I then added
that the monthly payments on the new loan are actaally less than whet he is payving now. 1
asked cnst to call me ASAP w/ hin decision.

Created By: oz Date Created:  10/06/2003 12:12:01

Aetlon: Csil Vislbility: Privete

Suhjeet: spoke to the cust

Note:  who is still interesied in the replacement vehicle. I aaked if his mother had addressed the
expired driver license izaua? Cust said yes and that and the ingurance ghonld be taken care of
today. I asked cust to call me es soon aa it is teken care of 7 Cust said he would.

Created By: 1poz Date Created: 10/06/2003 14:32:19

Action: Cull Visibiiity: Private
Subjeet: cust left s vvm
Note:  that the license and insurance has been taken care of and he is Interested in trading into the

new Car.
Created By: 1poz Date Crented:  10/08/2003 08:56:59
Actlon: Cail Visibility: Private

Subject: cailad the Sales Manager Dave K
Note: end explainad that the trade nssist deal is back on. I explmined I wonld follow-up w/ him
anmlmnﬂrmadata;ndﬁmaﬁn‘ﬂﬁnhmmﬁontnt&keplm

Created By: 1poz Date Created:  10/08/2003 09:08:25

Actlom: Call Viubility: Private
Sabject: rec'd faxed BOS from the Saies Manager
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Note:  which shows SOA's contribution of $3,907.66. I will draft a letter to the dir confirming

SOA's comtribution.
Created By: 1oz Date Created:  10/08/2003 10:21:22
Action: Call \?islbﬂilr Private

Subjeet: called cust to follow-up

Note:  roganiing the insurance? Cust said that he will have the quote by the end of the day and
belicven he should have coverage by tomarrow. I asked cust to call me 8a soon as he has
add" info and then we can schedule a date and time to complete the transaction. [ did explain
to the cust that he has to notify the dir of the insurence so they could verify the inaurance w/
the carrier of the policy. Cust said he is aware of that.

Created By:  rpoz Date Created:  10/0B/2003 14:57:45

Action: Call Visipility: Priveie
Subject: left v/im for hoth cust
Note:  and Chito. The message 1 left for Chito is in response to a message he left on my pascnal -

call phone,
Created By: rpoz Date Created:  10/05/2003 15:48:08
Actlom: Call Yiaibility: Privete

Subject: called cust to ask ebout insurance?
Note:  Hesald he is still workmg o it and should kastrw something by tonorrivr,
Created By: rtpoz Date Created: 1040972003 15:52:1%

Action: Call Viaihility: Privaie

Sobject: called cust

Note:  who zaid that he spoke to the insuance company and they policy hes been accepted but the
approval takes a week, I asked cust to provide me the name of the inmurance oo, agent name,

phone # policy # he sald he didn't have that end I asked that he call me back w/ that infa?

Cust said he wonld.
Created By: rpoz Date Created:  10/10/2003 14:54:38
Action: Call Vidbility: Privete

Swbject: left message for the cuat

Note:  asking thet he call me back and provide insurance info as I would like to have that ASAP so
maybe we could complete the transaction 10/17.

Creaied By: 1poz Date Created:  10713/2003 15:29:19

Action: Call Visthility: Private

Subject: left ancther messags for cost

Note;:  asking if hax any further info regarding insuranoce? 1 stressed the importance of gaining that
info as we would like to schedule the replacement transaction by the end of this week.

Crested By: r1poz Date Created: 1071472003 11:27:32
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Aetion: Call ' Viaihility: Private

Subject: rec'd call from cust

Note:  who said that he has inswrance thro Prodential, the agents name is Linds and can be reached
at 201-564-1030. Cusi said the agent was looking for aome type of "buyer's alip"? [
explained I do have a copy of the Monroney label and I could photocopy that if thet is wha
the agent needs. Cust said he would cell the dir, epeak to Deve Kasliner and see if he knows
what the agent ia looking for and then have him speak directly to the agent.

Created By: 1poz Dato Created:  10/1472003 15:53:07

Actiom; Call Vhsibility: Private
Subject: left & v/m for Linds (the inautrance agont)
Note:  auking that she call me hack to discuss the insurance for the replacement vehicle and what

document she is seeking from Suberu?
Created By: 1poz Date Crasted:  10/14/2003 16:12:19
Agtlon: Call Viibility: Private

Subjeet: rec'd call from cuat

Note:  who sald that he apoke to his insurance agent and all she needed waa the vin # of the
replacement veh, which he provided, I than asked whet date he conld make it to the dir to do
the exchange? Cust asked for Swturday? I explained thet iz not possible and this would have
o occur during the week. Cust said that his mom does get off some Friday's and she may be
able to go to the dlr this Friday, I asked that he ask hes if sho can make it and then let me

Inow.
Created By: 1poz Date Created:  10/1472003 16:49:26
Aetion: Call Vialbflity: Private

Suhject: left measage for cust
Note: asking if he han spoleen to his mother and if they can make it to the dir 10/177

Created By: rpoz Date Crested:  10/15/2003 11:57:40

Actiom: Call Visibitity: Private

Subjeet: cust called back

Note:  and he said he should know tonight if his Mother can make fi to the dir Priday. I asked cust
to please call me tomorrow. Cust asked for the vin # of the replacement veh, which

provided.
Created By: 1poz Date Created:  10/15/2003 13:58:16
Actiom: Call Viibiltity: Private
Sabject: rec'd call after hours last night

Note:
fro the costomet's insurence agent. The agent was seeking & buyers order which has the

replacement vehicle vin # on it? I explainad the dir has it and she could get that document
from them. The agent also explained thet was in her presence at the isyrance
agency when 1 aaked if I could speak to her? [ if she could go to the dir

10/17 at 10 am , w/ her son, to sign the neceasary doos so the veh transfer can take place? I
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WO s2id =ho would clear it w/ her boss end would be sble to be there at 10 am on
10/17. I asked if I needed to confirm w/ her 10/16 thet we are still on for the 17th?J

I s»id that is not necesaery as she will be there,
Created By: rpoz Date Created:  10/16/2003 09;17:56

Action: Call Visibility: Private
Subject: 1 called DSOM
Note:  and explnined thet the transaction is on for tomorrow. DSOM said he would meet e ot the

dkr,
Created By; tpoz Date Created:  10/16/2003 09:22:58
Action: Call Vigibility: Private

Subjeet: rec’d call from Chito (Salee)

Note:  who sald that he spoke to the insurance agent last night (after [ did) and ahe seid the
insurance policy won't be effective until 10v22. 1 said I was advised the policy would be in
foroe by weeks md, Chito spid he would call the insurance agent and call me back.

Created By: r1poz - Date Created:  10/1672003 14:56:19

Action: Call Visibility: Private
Subject: Mr Santillana called

Note:  and said that he heard from the insurance agent and there won't be a policy for tomorrow and
it will take a couple of more days. Cust said the problem is that his hrother {s also on the
insurance policy and the insurence company has to verify some vital info for the brother.

Created By:  1poz Date Created:  10/16/2003 14:58:54

Actign: Call Visibility: Private

Subject: called the customer's insurance agent

Note:  and left a v/m asking for a call back as to the status of the policy?
Created By: 1poz Date Created:  10/17/2003 11:09:54

Acthon: Call | Visibility: Privede

Subject: called Insurance Agent,

Note:  spoke to Linda and asked for the status of the insurance policy? Linda said that she is
whiting fior the cust to come back in w/ 2 check to pay for the policy end after getting the

check, there would be & 7 day waiting period for the policy. Linda anid it bad been difficutt
metting thia eust to come in and also getiing infh from her. Linda said that she has all the info

now but the cust was only giving it to her in "dribs and drabs”.
Created By: 1poz Date Created:  10/20/2003 10:41:14

Acton: Call Viibility: Privaic

Sabject; left v/im for the cast

Note:  asking that he call me back w/ regards to the insurence policy..

Created By: rpoz Date Creadedl:  10/20/2003 11:37:26
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Actlon: Call Vialbility: Private

Subjeet: left vim for Insurance Agent

Note:  asking if she has heard from the cust? Upon the agent's call back, I will ask what amount of
funding is required to activate the insurance policy? Upon getting that amownt, I wiil
consider funding that amount either by check or credit card to get the policy activated.

Created By: 1poz Date Created:  10/21/2003 09:58:21

Action; Call Viaibilkty: Private

Subjeet: spoke to inmuwence agent (Linda)

Note:  who said that they have all the info for the policy except for the customer'y other son's date
of birth and algo a payrment. Linds said his name has to appear on the policy as he reeides mt
I : ccidcnce. I asked Linda how much the payment is that i required and if
SCA could fund that by either & check or credit card? Linda said she doesn't yet know the
amount of the polcy untl she gets the other son's dete of birth to enter into the system and
they would not be able to accept payment from SOA az it can only come from the policy
holder. Linda also commented ™wait till they get the price of the policy having such & young
person also on the policy and the cost of the policy were most likely be doubled”,

Created By: 1poz Date Created:  10/21/2003 10:17:55

Action: Call Vislbility: Private

Subject: loft message for cust

Note:  asking that he call me back to give an update to the insurance sitoation?
Crested By: rmpoz Date Created:  10/21/2003 11:01:03

Action: Call Visihility: Private

Sobject: rec'd v/m from cust

Note:  who said that they are secking other alternatives for insurance as the quote they rec’d from
Purdential is 3x what they were previously paying. Cust also said thet Prudential ia looking
for 2 $2k downpayment. Cust zaid he would keep me updated.

Created By: 1oz Date Created:  10s21/2003 15:51:48

Actiom: Call Vinibility: Private

Subject: spoke o I

Note:  where I asked about the status of the insurmnce I ==id that Prucntial was too
apeasive and she is now trying to get insurance thre Acord Insuremce, I asked when does
she anticipate knowing if she will get inmwance thra that company? Cust said she didn't
know yet ad she stil] had to send a copy of her license to the Insurance commeny. Cust said
ahe will fax that document to the insurance company tomorrow. I asked cust to please call
me a5 500n a3 she gets add'l info? She aaid she would.

Crested By: rpoz Date Created:  10/2272003 14:56:45

Artion: Call Viability: Private
Subject: reviewed w/ Dem Dalton

MNote:
_ whiare wo discusaed that this transaction has to teke place by 10/27 or the desl is off. We
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further discussed that we can offer to increase the contribution to activate the insurance

policy to $2k,
Created By: 1moz Date Cremted: 102272003 17:00:44
Actlon: Call Visibility: Private

Subjoet: I callealNNNN

Note:  sud explained the urgency of the sitvation and that it hea to ocour by 1(/27 or the deal is ofE
I o2id the insurance info has all been sent to the agent and they are waiting for a
call back. I asked I to have the insurance agent ¢all me first thing in the w.m. so
I can discusy w/ her whet it would take to activate the policy ASAP,

Created By: rpoz Date Created:  10/22/2003 17:07:01

Action: Call Visibility: Private
Subject; called NN

Nots:  and siso explained to him the urgency of the situation and that I need to hear by tomorrow,
the status of the insurance policy and if I don't have an asnwer by Friday 10/24 then the

transaction is off,
Created By: 1oz Date Created:  10/22/2003 17:09:05
Action: Call Viibility: Private

Subject: callodi
Note: o ask if ahe has heard anything from the Insurance agent? Cunst said that her son took all of
the rexquired docs to the agant yesterday and the agent (Paula) said she would call me this

date. I said that I have not heard from her yet when agsured me she would call
todny.

Created By:  1poz Date Cremied:  10/23/2003 11:23:36

Action: Call Viglolllty: Private

Subject: calle I
Note:  and aaid that I haven't heard from the insgrimce agent yot. [N srid she would call

the agent and call me right back,
Crested By:  1poz Date Created:  10/23/2003 16:18:24
Actlon; Call Visibitity: Private

Subject: rec'd call from N

Note:  who said that all of the paperwork haz been dropped off o the insurance company and his
mom is to go there this evening to sign the policy. He said that he spoke to the agent and
expressed thet this has to be done ASAP,

Created By: rpoz Date Created:  10/23/2003 16:34:35

Action: Cati Visibility: Private
Subject: calledNNEGTENININS At the work #

Note:  but she wasa't in this date. 1 called the home INEEENb .t there was no angwer nor
answering machine. I then left a v/m for NN on his celi phone. _
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Created By:  tpoz Date Created:  10/24/2003 09:45:05

Action: Call Vieibility: Private

Subject: rec’d call from N

Note:  who said that he took all the paperwork (the DMV file) to the insurance agent last night, he
s his mother are going o the agency tomorrow to sign all the docs and anticipates having
the policy by either 10/27 or 10/28. The agents name is Paula and the agency pbone # is 973-
589-2300,

Created By: 1oz Date Crested: 10242003 11:42:30

Actiom: Call Viulbility: Privaio

Snbjeet: called Paula (Insurance Agent)

Note:  who suid that she just rec'd the application and is waiting for the DMV reports, after getting
that it normally takes 5 business days for the policy to become effective. I asked for the time
frame? Prula enticipatas the firgt or second week of 11403,

Created By: 1oz Date Crested: 10242003 11:48:49

Actlon: Call Visibility: Private

Subject: called cust

Note:  where [ presented the following offer: 1) I meet him at the dir, w/ his Mother, 10/25; they
sign the POA, Release and Odometer Disc Statement 2) I take possoasion of his car 3) he
will be retumn to the dir once he verifies insurance to sign the note for the new car 4) I will
provide $1000.00 for his use of alternate trangportation Cust agreed to those terrms and said
he could be at the dir approx 12:30 or 1pn tomorrow.

Created By: r1poz Date Created:  10/24/2003 16:21:30

Action: Call Vihibility: Private

Subject: cust veh

Nate:  retumed to SOA 10/25 by myself The cust signed the release, Power of Atiorney and
Ododmeter Disclosure Statement which is inchaded in the case file foldex. Also, I am
requesting a check this date, to the cust for $1000.0¢ for transportation. The reason this
amoant is being requested is that the cust agreed to rel=ase his veh to SOA prior to his
ownership of the repiacement veh and needs trasnportation gntil he gets invarance and signs
the note for the replacement veh., Cust said it should take approx 2 woeks to purchase the

new vehicle,
Created By: 1poz Date Created:  10/27/2003 0B:46:49
Action; Call Visibility: Privaie

Subject: rec'd call from Chito

Notet who said there is another problom aa he just heard from IRt she wanted to
comwe in tomorrow to pick up her new car. However, Chito leamed that has
loat her job. He asked her sbout her emnployment and she said she was laid off 10/30
asked to still come in and purchase the cat bt Chito advised that would not be
possible as the finance company would bave to verify her amployment before acoepling
financing I said that her son would pay the loan when Chito reiterated that her
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name i3 primary on the financipg and she has to verify enployment.
Created By: 1rpox Date Created:  11/04/2003 10:39:25

Action: Call Visibitity: Private

Subject: called DSOM

Note:  2nd advised of the call I rec’d from the dir.

Crested By:  rpoz Date Created:  11/04/2003 10:42:58

Action: Call Vhibility: Private

Swhject: rec'd call from Chito

Nate:  who said that the [ just showed up at the dir asking Chito to call me and ask how
we are going to assist them into the replacement cer. [ explained to Chito that presently I do
not heve add info but I would have to call me back and suggest that ho ask the cust to loave

83 the answer would not be immediate. _
Created By: 1oz Date Created:  11/04/2003 11:52:39
Actlon: Call Vialbility: Privete

Sabject: rec'd check from accty
Note: sending to cust this date,
Created By: 1poz Date Created:  11/04/2003 11:57:30

Action: Call Vislbility: Privaie

Subject: spoke to Dan Dalion

Note;  to advise that R has lost her job and uneble to get finencing and we ware asked
what we are going to do about it? We agreed that there i3 nothing further that we can do as it
is the cust responaibility to securs finencing. Dan explained that the dlr has not yet been
charged for the replacement veh and if they are not interegted in keeping the veh for the
agreed upon price, then we would bring that veh back 1o SOA.

Created By:  1poz Date Created:  11/05/2003 10:06:56

Aetlon: Call Visibility: Private

Subject: left message for Chito Encarcione

Note:  of the dir after he left a message for me.

Created By:  rpoz Date Created:  11/05/2003 10:12:28

Actlon: Call Yislbillty: Private

Sabject: rec’d call froen Chito

Note:  who asked what the status of this issue is? I explained the cost was sent the $1k as offered
mnd that thers ia nothing further we can do. Also, 1 asked if they are interested in keeping the
voh we sent up theee? Chito said no s Dave Kasliner said $19.2k is too high. 1 explained
that we would make arrangements to bring that car back to SOA. I then Jeft a vm for DEOM
adviasing that we are bringing the veh back to SOA.

Crestod By: tpaz Dute Crested:  11/05/2003 10:25:44

file://C:\Documents?20end %208 ettings\dbea\Local?620Settings\Temp\CDS-Case-532724.....  4/5/2004



Page 20 of 25

Artion: Call Visibllity: Private

Sabject: I called

Note:  and said that ho did receive the check this date but he is in a "panic-y" situation as he said
her mother has lost her job. I soid that also he spoke to the insurance company
who said the policy went into effect yesterdsy for the new veh and he spoke to the agent
ebout cancelling it and she sgid thet in order to do so, they would get e pro-rated refund that

changes daily.
Created By: 1moz Date Created:  11/05/2003 14:09:09
Action: Call Visibility: Private

Subfect: rec'd call from Greg Federer

Notwt  who aked me to explain thia sitnation when it began until we brought the veh back to SOA.
Thig is being arked as the veh is now at Fuji end the brakes appear to have heon
comtaminated. Grog said that the veh was tesi drivem by him and a couple of engineers 9/4/03
end 9/5/03 and they were nnable to verify the complaeint of the ABS activating. However,
Greg notad that the brakes opevated ax designed. I explained that when I drove the veh back
to SOA, the breke pedal went to the floor, the steering wheel pulsed and the veh voered to
the left. Greg asked if I inew of the voh being sarviced between the time he and the
engineers drgve the veh (9/5) and the date ] brought the veh back to B0A (10257 1
expleined not that I am aware of but I did leave a messpge w/the cust where [ asked that he
provide brake history and also to elaberate when I left the dir w/ his car and his comments
about tha brakes not fimetioning properly, Greg and I reviewed the case and of our offer of
the 30k sarvice and tires. Grege called the dir, spoke to Rich and Dominic in Srvc who aaid
that they did indeed pecform the 30k service on 9/4. Gregg explained to them that when he
waa it the dir 9/4 and 9/5, the 30k service was nnt dooe nor were there new tires on the veh.
The dir seid the rfo is noted 9/4 but that may have been the date they opened the ro but
completed the service after the engineers left.

Creatod By: rpoz Date Created:  11/10/2003 09:51:40

Actlon: Call Viudbillty: Privete

Subjeet: called cost

Note:  to inquiro when he first noticed the brakes went to the floor? Cust sald about the second
weell of 10v03 when he noticed "some play” end they (the brakes) begen goiting worse
*slowly progresmive” and thought thet maybe a brake line was the cause. [ agked the cust if
he contacted the dir? Cust said no a3 he knew he was getting into a replacement car, I agkad
if anyone seyvicad the brakes or if anyone added fluid? Cust swid no as he only went to the
dlr for service except for one time when Pep Boys performed a LOF but that was well before

Created By:  rpoz Date Crested:  11/10/2003 10:55:21
Apgthon: Call Vidbiity: Private

Subject: called thedlr,

Note:  spoke to Rich in Srve and adked that he send me the back of the r/o heving the punch times
and tach commanta? Rich siad he would send those but it may take a day or 5o as the Srve
shop is moving mmd he will have to ssarch thru boxes to find this r/o. Rich said he would call
me onca he gets it.
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Created By: tpoz Date Crested:  11/11/2003 09:28:31

Action: Call Vhibility: Private
Subject; calld dir spoke to Rich

Note:  and agked if' he located the rfo yet? Rich asid he has not yet but has to go thro szveral boxes
as they are in the procees of moving. I then asked Rich what type of brake fluid is used by

the dir? Rich said DOTA4,
Created By: r1poz Date Creabed:  11/13/2003 09:06:48
Actlon: Call Visibility: Privaic

Subject: spoke to Donald Allen

Nota:  whare I saked if he would be sble to call the dir end find out what brand of brake fiaid they
use? Donald said be would and call me back by the end of the day. Also, DSOM commentad
that he was called by BOA Service and they said the brakeo sysiemn was defindtely

Created By: 1poOZ . Date Created:  11/14/2003 10:45:46

Actlon: Call Visibility: Private

Subject: rec'd the following e-mail from FHI Srvc Rep

Note: Thank you for your information ahont investigation schadule at Salerno Duane in NJ. Will
you ask the DSOM of SDC to take a digital phote of the fluid boitle, which was replenished
in the repurchased 2002 WRX vohicle a3 well? We have found that the fluid which was
collected frem the master cylinder was oil in which minera] ingredient was contaimed in our
investigation. In the left bottle shown in the attached photo, liquid separation can be seen.
The liquid was collectad from brake master cylinder of the repurchased 2002MY WRX. The
lower substance i3 confirmed to be brake fluid and the vpper liquid was confirmed nineral
oil. We are not able to specify what the mineral 0il is but at loast the minerai oil is not
contained in brake fluil. (Generally speaking, mineral oil is comtained in power steering oil,
engine oil, ete.} We presumne that different fluid (mineral oil) was replenished in brake fluid
reservuir tank during service or maintenance job."

Created By: rpoz Date Croated:  11/17/2003 05:17:5%

Actlon: Call Visibility: Private
Subject: called Donald Allen

Nate:  who said that he will be at the dir thia date aroumd noon and will take digital photo’s of the
fluid the dir added to the brake resevoir whea the fluids were topped-off _

Created By: rpoz Date Crested:  11/17/2003 09:19:18

Action: Call Visbility: Private
Sabjeet: rec'd call from Donald Allen

Note:
who wns at the dir this date. Donald said he went divectly to the Technician and said he
needed brake fluid. The Tech took out a 1/2 full bottle of Subaru brake fluid, The DEOM
then checked the perts dept and they had 4 botiles of Subarg brake fluid. DSOM then
checked the trank of the replacement veh where cust put the fluid bottles from his car into
thet veh. The fluida in that vehicle were a conteiner of antifreeze snd a 1/2 full bottle of
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povwer steering fhuid which ingredients include "petrolevm oil®, DIOM said he took the
power stearing fiuid from the veh in the event we need it for sanalyzis, DSOM also explained
that he got a clear glasa jar, filled it w/ brake fivid, added the power steexing fluid from the
container that was in the customer's veh and the fluid seperated. DSOM said the brake fivid
was on the bottom and the power steering fluid was a clear liquid that stayed at the top. I
asked DSOM to take & digital photo of the test he conducted? DEOM aaid he will thiy date.

Created By: oz Nate Crested:  11/17/2003 14:08:31

Action; Call Vhibility: Privato

Suhject: the following ia the c-mail I sent to

Note: [ FHI Overseas Service Sec: "Upon entaring the dealership today the SDC DSOM,
Don Allen, asked the dealer technician who worked on the car, to provide him with brake
fluid for 8 WRX and it wag correctly provided. Additionally the DSOM looked at the
dealer’s parts inventory and only Subaru brake fluid was on the shelves. In discussing this
with the DSOM, our CDS rep. Rick Pazniak, who originelly picked-up the car, rememmbered
that when the costomer brought their car in to be exchanged the customer had two botties of
liruid in the trunk. These were transfecred by the desler salos manager from. the customers
car trmnk to the SOA deamo trunk that was to be usad for the "swap". This demo ia still at the
dealership aa the customer has yet to secure financing and insurance on this car. At this point
the demo is =till owned by SOA. Rick conrveyed thia to the DSOM and asked that he
investigate the liquids, Without supplying the DSOM with additional background
information, Don Allen obtained the Hquids from the tremk of the demo. In one bottle there
was antifreeze, and in the second bottle Iabeted "petrolenm oil”, the DSOM identified Power
Steering Fluid. It was half full. We asked the DSOM to combine brake fluid and the power
stecring fluid and it separated immediately ---stmilar to your description below. The DSOM
will be able to supply vs a digital photo tomorrow. The vehicle service history in the CDS
gystem indicates that a power steeting pomp wes replaced on 5/19 at the dealership. It would
appesar that the Hquid added to the brake fluid, was power steering fluid. The DSOM believes
the dealer teclmician who worked on the vehicle is experienced, md it would be imlikely that
the technician mixed the fuids. We will forward you the photos as soon as avarlable.”

Created By: rpoz Date Created: 1171872003 00:07:52

Action: Call Viefbility: Private

Subject: the following is the e-mail from

Nate:  N. Inous, FHI Oversens Service Sec: "Thank you very much for your infonnation of the
investigation result at the deater. I think that the bottle of power steering fluid will be seif-
explenatory to the question we are encoxmtering now although we stilt do nat know by
whom it was injected to the brake fluid regervoir tank. We really appreciate you emtire
cooperation and asgistance in this important issue.”

Created By;: 1poz Date Cremted:  11/18/2003 09:09:00

Action: Call Vidbility: Privato

Subject: rec'd notice that the replacement

N

ote: veh will be picked up from the dir tomoenrow and be brought back to 3OA. 1 called thd
DSOM and neked that he meet the rep from SOA at the dir around midday to give him the

fluida that were ramoved from the veh, DSOM said he will get to the dir ebout 11 ox 11:30,
he can't wait at the dir but he would leave the flulds in a plestic bag and leave thowe w/ Dave
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Kasliner.
Created By: rpoz Date Created: 11720622003 09:33:56
Actiom: Chall Vhibikity: Privaie

Smbject: brought the replacement veh back to 30A this date

Note;  along w/ the power steering fhuid that was removed from the cust veh which is the product
believed to have contaminated the brake system of the cust veh. Closing case.

Created By: rpoz Date Created: 11/21/2003 15:06:13
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FINANCIAL INFO

Case Number: 532724
Financial Info - 2 e

Aect. Nbr:  Repurchase Status: 19161.86
First Name: Capital One Auto Finence Last Name:  Paid
Amount: repurehm m'mfmm Auth, Date: oz
Check Type: Chack
Created By: Date Crented: 09/23/2003 15:48:13
Acct. Nbr: Repurchase Stains: 1000
First Name: [N Last Name:  Prid
% is for cust transportation
Amount:  expenses prior to his purchase of  Awth. Date:  1poz
the replacement vehicle.
Check Type: Check
Created By: [ Date Created: 10/27/2003 08:59:49
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ADDRESSES

Case Number: 532724
Total - 1 teins

Page 25 of 25

Type: Mail To

Adarot:

Addresal:

Address3;

City: East Rutherford State/Frovince: NI
Created By: il

Last Modify By: geuc

Zip Code: I

Date Created: 26-0CT-01
Last Modify Date: 26-OCT-01
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* Image not avaliable. Please contact your adminisirator.:

Complete SAMI Case Report
Monday, April 5, 2004 1:44 PM

INFORMATION

Case Number: 532730

CRIS Case Number: : Case Type: Vohicle Repair
Case Status: Closed Priority: 2 - Medium
Last Name: [ First Name: [IJEEEEENN Attachments:
Day FPhome: {) Ext: CRIS Letters:
Model: IMPFREZA Model Year: 2002.0 Mamwiactured Date:  07/01/2001
vin: VIN Prefix: IF1GG2964 Curreat Mileage:
RO Number: RO Date/Fallure Date: RO Milaage/Failure:
Reglon/Dealer: 10/0 Company: SUBARU OF NEW ENGLAND INC
Sabject: Veh. Regs. Survey
Clesed By: pmic Ansigned To:  Micket Follow Up Date: gﬁgﬂa
Close Date: ?ﬁg&gﬁa Contact Media Type: InHouse CS Impaet:
Alerk:
Created By: pmic Date Created: 08/29/2003 10:04:22

Last Modify By: pmic Last Modify Date: 08/29/2003 10:41:25
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ISSUES

Cnse Number: 331730

Total - 1 item

ISSUE #1

Category: Corpornie [ssues Status: Cloaed

Resson: Dislike Resniution:

Customer Staltes

Topic: Vehicle Tople Detall: Vehicle Model Line
Oceurrences

Dealer States

Component Group: Compouent Type:

Crented By: pmic Dato Created: {0B/29/2003 10:05:32
Last Modify By: pmic Last Modify Date: 08/29/2003 10:05:32
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NOTES

Caae Number: 532730
Summary of Notes - 1 fiem

Action: Call Vimibility: Private
Sobjeci: Sent an e-mail to the customer

Note:  Good Moming! Some time age (October, 2001) you contacted gur offioe about & conocern
you had with the brakes on your WRX. Believe it or not, we're still gathering information
dbout this concem. I'm hoping you can assist us by mnswering a few questions. Do you still
have a concern with the ABS in your WRX? Have you been gble to duplicate the concern for
your deajer? How many miles do yon cuxrently have on your WRX? Do you still have the
original equipment tires on the vehicle? Have you ever had to use your "donut” spare? Who
maintains your WRX? If you could provide a responsc to these questiona, I would greatly
eppreciate it If you have any questions, please feel free to contuct me et 1-300-SUBARU3I
Have a wonderful, safe holiday woekend!

Created By:  pmic Date Created:  08/25/2003 10:36:47
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ADDRESSES

Case Number: 332730
Total - 1 items

Type: Mail To

Addren1: [N

Address2:

Addressd;

Clty: Tiverton State/Proviace: RI Zip Code: I
Created By: weat Date Created: 11-FEB-02

Lant Modify By: wear Last Modify Date: 11-FEB-02
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* Image not available. Please coniact your administrator.

Complete SAMI Case Report

Mondsay, April £, 2004 1:58 PM
INFORMATION
Case Number: 545943
CRIS Case Number: Case Type: Vehicle Repair
Clle Stltul. Closed Prlorlty: 2 Mud:mn
Last Name: - First Name: [ Attachments:
Dny Phone: Ext: _ CRIS Letters:
Model: [MPREZA Model Year: 2002.0 Manufactured Date:  03/01/2001
vin: VIN Frefix: JF1GD296X Current Mileage: 50000
RO Number: RO Date/Fallure Date: RO Mileaga/Failnre:
Reg;lon.i’Duler 9&“345 Cnmpun;r: JﬂHN ELW&Y SUBARU WEST
Suhject: ABSmnn:m email - wstmmllhackwrthnppt
Closed By: dmn Amigned To: Nunez-Boldm  Follow Up Date: %gﬂﬂs;?gm
Close Date: 0102903 Contact Media Type: Phone €S Impact:

Alert:

Created By: donun Date Created: 101042003 12:53:11
Last Modlfy By: dnun Lust Modify Date;: 10/10/2003 13:27:23
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NOTES

Cate Number; 545943
Summary of Noted - 3 Hemwe

L R T E AL A AP L T Y L T PP

Actlon; Call Yisibitity: Privaie

Subject: cust called

Note:  per cust he has had an ongoing issue with his ABS brakes not responding when driving over
bungpy pavement - per cust he has pone Shortline Subaru and they were oot able to really
duplicate - cust stated that the last time he was at any auth Subaru dir for this concern was
about 2 years ago - advised cust that we would 1. need to have an auth Subara dlr diagnose
and duplicate hia concerns - 2. advised cust that thers is a posaibility that there is e TSB that
might address his concerns - however we would need for the dir to make thet assessment - 3.
advised cust that a TSB is just that a TSB - its not a recall - advised cust that he has 50K
miles on his vehicle - if there was something defective found within hiz ABS system st this
point his vehicle is OOW - suggested that he bring in with him all documentation that would
support that this was an ongoing issue - specifically the t/o's from the Shortline visits - cust
will call us back with appt date and time - he meay be going ta John Elway West- cust admits
to not pressing the issue as much as he should have -

Created By: doun Date Created:  10/10/2003 13:08:06
Action: Call Yialbility: Private
Sohject: cmnil

Note:  Iam copying my posting on www.nagioc.com concerning Subaru's failure to fix the
defective ABS braking aystern on my 2002 WRX that hae endangered me for 50,000 miles.
When can I expect & fix? What's taking so long? The car has been out nearly three years. |
have had 5-6 cases of ABS/brake failure over bumpy pavement, several of which almoat
resilited in rearending another car at 30 mph. I have pulled my ABS fuse until a fix iz
provided, because the WRX ABS reduces my safety instead of enhancing it. Yet, [ know that
[ am less safe than I would be with properly fimetioming ABS. Subaru should heve initiated &
fix yvoluntarily, If Subam cendevelop a new car model in three years, they can fix a defective
ABS systern In less time. The problam s easily repeatable. 1 invite Subaru's engineers to join
ms over & bumpy stretch near my home tomorrow and show them the probleml I will spare
them the terror of a near accideat. Why does Subaru wait until the NTHSA investigates?
Subam/GM needs to be less shortsighted and show more responsibility. The buck stops with
Subarw/GM corporate leadership. One 20 minwie item on the management committee agenda
could change the policy from one of foot dragping and cost avoidance to one of proactive
safety and delivery of promised value. Of course, the rally car marketing association iz a
complete joke when the car loses its brakes going over a pavement seam! CC; SOA, NTHSA
Superg First name: I ast nome: Bl null 504388

Created By: dnun Date Created:  10/10/2003 13:22:53
Action: Call Visibility: Private

Subject: reply

Note:

DeadlEThank you for contacting Subaru of America, Ing, We ace sorry to leam of
the circumstances that have prompted your measage, Cur records indicate that your concems

file://C\Documents%420and %2 0Settinga\dheat Local 420 Settings\ Temp\CDS-Case-545043....  4/5/2004




Page 3 of 4

are being addressed in case# 545943, Should you have any additional questions or concerns,
Teel free to call our Customet/Dealer Services Department at 1-800-SUBARU-3 (1-800-782-
2783) and refer to the case number that was provided. This will expedite the handling of
your situation. Thank you for giving us the opportunity to be of servics, Subaru of America,
Inc.

Created By: dnun Date Created:  10/10/22003 13:27.07
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ADDRESSES

Case Nwmber: 545943
Total - 1 items

R F I S ST PP [Rp——— [P— iy S R P P g

City: Denver State/Province: CO zip Code: [N
Created By: dnun Date Created; 10-0CT-03
Last Modify By: dnun Last Modify Date: 10-OCT-03
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* hmage not available. Please conlact your adminisiralor,

Complete SAMI Case Report
Manday, April 5, 2004 1:37 FM

INFORMATION
Case Number: 549376
CRIS Case Number: Case Type: Vehicle Repair
Case Statns: Closed Priority: 1- High
Last Name: First Name: I Attachments;
Day Phane: Ext: CRIS Letters:
Model: IMPREZA Model Year: 2003,0 Manufactured Dute:  06/24/2002
viI: [ VIN Prefix:  JF1GG2962 Current Mileage: 15500
RO Number: RO Date/Failure Date; RO Mileape/Fallure:

Region/Dealer: 20/124 Company: BELTWAY BUICK SUBARU

ABS concern 3x at dlr where the dir has been uneble to verify the concern. Cust said that
Subject: while on a bumpy road, the ABS activates and brake effectiveness lessens. 11/21—appt at

Beliway
Closed By: oz Assigned To: Poznink Follow Up Date: (20200
 11/21/2003 Field
Close Date: 1,635 Contact Media Type: poee o CSImpact: X
Alert: 2110
Created By: POz Date Created: 10/21/2003 13:41:29
Last Modify By: mpoz Last Modify Date: 11/24/2003 10:56:18

file:/C:NDocuments%20and %208 ettings'\dbea\Local% 0208 ettings\Temp\CDS-Case-549376....  4/5/2004



Page 2 of 7

ISSUES

Case Namber; 549376
Total - 3 Htems

ISSUE#1

Category; Vehicle Status: Closed
Resson; Resolotion;

leomdr Ms
Tople: Sunpanmon) StaarmS ot Brake Systum Tople Detail: ABS Syshun Cnmpomnm

e+ it s sl = e s hr e ——— i ———— f—— e et e e e ettt i ————t i t1 S = =t s nim s h s == e+ s ma—as

Component Gronp: mﬂ;sm or Component Type: ABS Systemn Components
Created By. TpOZ : Date Created: 10/21/2003 13:45:22
LastModifyBy rpm Last Modify Date: 10/21/2003 13:45:22

ISSUE#2

Category: Product [ssues Status: Claosed
Reason: Poor Resolntion:

Mmm

Topie: Product Features Topic Detail: Product Feature
Oecnrrence:

Mkr SMH

Cnmpnmt Grnup Cnmpnmnt T)‘]:le
Created By: THOZ Date Created: 1072172003 13:45:49
Last Mlﬂﬂff By rpuz Lost Modify Date: 10/21/2003 13 45 49
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ISSUE #3

Category: Dealer Issues Status: Closed
Reason: Resplution:

Customer States

Topls: Wonl hin/Renaits/Servici Topic Detall: mUnahletth:pliute
Occurrence;

Denler Statex

tamea - U S SO ST T RE T DI PERTY TETIET FRPRIC TR VIR E T T A e P

Component Wol hin/Renairs/Servici Component Service Unable to Duplicate
Group: Type: Problem

Created By: oz Dsta Created: 10/21/2003 13:46:48

Last Modify Date: 10/21/2003 13:46:48

eyt e m i s ey = — B mTar BT RS TR IR A E e e =
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NOTES

Cage Number: 549376
Summnrr of Notu 12 Itmﬂ

Action: Call vm:iutg Private
Sabject: rec'd call from DSOM Steve Trook

Note;:  who said that the veh has been to the dir 3x, is coming in again 10/23 for the complaint of
the ABS activating while on a bumpy rosd, traveliing approx 30 mph and the breke power is
ineffective and the veh brakes as though attempting 1o stop on ice. The dir has driven the veh
and unable to verify the concern. DSOM said that whete this happens is a on a very bumpy

asphalt road.
Cruhd B)f rpuz Dllte Creliaed. 1&"21.-"2003 13 4'}' 13
Action: Call Vhibiltty= Private

Suobject: spoke o Steve Trook

Note: who said that he personally drove the veh, w/ the SM, approx 14 miles in conditions the cust
said the concern happens (on rough roads, some cobblestone) at approx 30-40 mph, applied
the brakes, the ABS did activete and the stopping power was diminshed ag though braking
on ice. Steve said that condition occurred because the brakes had nothing to "grab onbo"
when braking on a bumpy surface. Steve is of the opinion that the brakes are operating as
designed. Also, Steve said the cust complained of a difficulty downshifting into 1st and a
loud noise from the rear of the veh, Steve said he downshifted into st pear peveral times
wiout a problem and is of the opinion that the cust is trying to downshift into 18t at too high
a speed. For the concern of a noise from the rear, Steve was umable to verify the concern
becuano there was a lot of itemns in the trunk of the veh that were rolling around and making
8 noise. Steve said the veh is ready for cust pick-up and he knows, as the cust tofd him, the
veh is not safe. DSOM suggested offering the cuet an OLI

Created By:  rpoz Date Crented:  10/23/2003 13:59:39

Actiom: Call 1Ir'illliellli:y' Private

Subject: called the # in the cascli|| NG
Note:  buta recording came on that the # has been discormected. 1 then called the dealer and rec'd

other contact #3, 8 work and cell #
Created By: rpoz Date Created mrzsrzms 14 ﬂﬂ 23
Action: Call Visib#iity: Privatc

Subject: called cust and DSOM on conference call

Note: where we discussed all 3 concems. Cust refarred 10 & complaint on NHTSA's website
regarding the ARS. Steve said he is aware of the complaint and [ told cust I wasn't which
cust found peculiar, Steve explained he dove the veh on the same toad as the cust said the
concern happened and the ABS did activaie when driven on the bumpy road and Steve said it
(the ABS) was operating as its design intent. We then discuasad the difficylty downshifting
ito 1st. Steve said he downshifted into 18t gear at 3-4 ooph and never had a problem shifting
into 1st. Cust disputed that and said he could make it happen, is progressively getting worse
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and made sure the dir typed that onto the r/o s previously they hand wrote it on the rfo and
now the cust has na record of those handwritten notes. Steve agid thet the concern has been
documented both by the dir and S0A and if something happens w/in a reascnable time after
the warranty, we could address it. We discussed the noise from the rear of the car when
Steve noted about all the items in the car rolling around but he didn't hear any unusual
sounds, Steve asked the cust to describe the noise? Cuat said it sourds like a ‘click’ and he
can make it happen by hitting 8 bump on either the pass side or driver side but not when
hitting a bump when both sides hit at the same time. Cust said hs would be happy to
demonstrate that to Steve. Steve said that he would schedule an appt w/ a Tech Rep where he
and the rep will go to the dlr, in approx 10 days and test drive the veh. Steve also said that
they will pick the cust up from work s0 he can demonstrate the concerns.

Created By: 1poz Dsate Created:  10/23/2003 14:34:31

Action; Call ‘ﬂlibllity Private
Subjeet: rec'd call form DSOM

Note: who said that he and Ron Ward will be at the dir to test drive this veh and will also pick the
cust ap from: work and have him attempt to demonstrate the concern.

Created By: r1poz Date Created:  10/23/2003 16:27.27
Actlon: Calt Wﬂblllty Private

Subject; rec'd call from DSOM who said that
Note:  the cust called the dir and cancelled the 10/31 appt.

Created By: moz l]'ltt Cmted' 104"23.-*201}3 lT'12'4'?

Action: Call Visibility: Privarc
Subject: URFCA Recv'd

Note: Knocking noise in rear over bumps, ABS engages on bumpy roads, tech rep to come and
drive with customer. 3x's in DSOM Notified.

Crented By:  cbez Date Created:  1(v27/2003 10:34:15
Action: Call Vi.liblll}* Private

Snohject: rec'd e-mail from DSOM Steve Trook
Note:  that the concern could not be duped and is trying to make an appt w/ the cust after the cust

cancelled the 10431 appst.
Created By: 1poz Dnt: Cruted. llmﬂm DE 33 25
Actlon: Call Vlslhlllty Private

Subject: rec'd e-mail from Steve Trook
Note: that the cust has an appt 11/21 at Beltway.

Crested By: 1poz Date Created:  11/10/2003 08:33:03
Action: Call Vibility: Private

Snbjeet: c~mailed to 504 Service
Note: for review.
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Created By: 1poz Date Created: 11/1172003 09:39:22
Actlon: Call Visibllity: Private

Subject: rec'd call from DSOM
Note: who said that he and Ron Ward test drove this veh w/ the cust 25-30 miles and there is
nothing wrong w/ this veh. Steve said he added today’s test drive to QMR # 10139,

Created By:  1poz Date Created: 1172172003 14:35:19

Action: Call Visibility: Private

Subject: rec'd the following e-mail from DSOM Steve Trook:

Note:  "ABS concemn 3x at dir where the dir has been unable to verify the concemn., Cust zzid that
while on a bumpy toad, the ABS activates ind brake effectiveness lessems. 11/21--appt at
Beltway. 11/21--Steve Trook and Ron Ward test drove the veh w/ the cuat this date and were
unable to verify a concem w/ the ABS and found the veh to be operating as designed. Steve
added today's test drive to QMR #10135"

Dute Created:  11/24/2003 10:55:50
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ADDRESSES

Cana Number: 549%76
Totnl - 1 tiemmy

U P S R BT SR R et

Type: Mail To

Addresyl: N

Addressl:

Addresad: .

Clty: Brooklyn State/Province: NY Zip Code: I
Created By: TROZ Date Created: 21-0CT03
Last Modify By: rpoz Last Modify Date: 21-OCT-03
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* Image not available, Please contact your administrator.

Complete SAMI Case Report
Monday, April 5, 2004 1:59 PM

INFORMATION
Case Number: 555603
CRIS Cate Number: Case Type: Vehicle Repair
Cm Stlm Clused Prlorlqr: 2 Medmm
Last Nams; First Name: I Attachmentn:
Dl)" lene En: CR[S Latten
Modal MREZA Model Year: 2002.0 anhmn'nd Date:  05/10/2002
VIN: ] VIN Prefix: JF1GD2967 Current Milenge:
RO Number: RO Date/Fsilure Date: RO Mileage/Failure;
Regimu‘llﬂlar 3tm} Compln}' SUBARU OF AMERICA / PENN JERSEY REGION

Subject: Oomplmnts abm:t WRX Deslsn

sl mmmmn ] smman mtapgmes smmr rmemmarm s e mam, e gm m— e

Closed By: vximpmkee  Assigned To: Keefe Follow Up Date: E‘“ g’ig“?'

11/07/2003

Close Date: 12:03:49

Contact Media Type: EMail  CS Impact:
Alert:

Crensted By: vximpmkes Date Created: 11707/2003 12:03:24
Last Modify By: vxtmpmkee Luat Modify Date; 11/07/2003 12:14:26
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ISSUES

Cuse Number; 535603
Total - 4 teman

ISSUE #1

Category: Product Issues Statuns; Closed
Reason: Flawed Resolution: Only)

L‘uslmr M

ﬂomponent Grn-p* Component Type:

Created By: vxtmpmkee Date Created: 1140772003 12:05:33
Last Modify By: vxlmpmkaa Last Modify Date: 1 ]fﬂ?ﬂ"ﬂﬂﬂS 12; 05.33

et o Ak e o Bk ke e Vi ke e m P N SO SN

ISSUE # 2

Chategory: Vehicle Status: Clesed

Reason: Poor Economy Resolution: %Emur Comments (Notification

E'n.:lamr Slam

Tople: Transmission/ Differential and Clutch Tnpic Detail: General - Trangmisgion
Occurrence:

Dﬂlltrﬂm

Cnmpunant Grnnp- Component Ty'pe

Created By: utmpmke: Daie Created: 1170772003 12:09:52
Last Modify By: vxtmpmkee Last Modify Date: 11/07/2003 12:09:52

L P
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ISSUE#3

Category: Vehicle Statna: Closed
Remson! Erratic Operation Renolution: Advised Customer

L‘nmmcr Srm

Topic: Suapmmonf Sw:nngor Brake Systemu Tupil: Detall: ABS Eysinm Conmanentx
Occurrence:

Mm

Cnmponenl Gl'lllp" Enmpmmlt Typa
Crenated By: vxtm;mkea Date Created: 11/07/2003 12:10:28
Last Modify By: vxtmpmkee Last Modify Date: 11/07/2003 12:10:28

ISSUE #4

Category: Corporate [syues Statmp;  Closed
Reason: Dislike Resolution:

Compnnelt Gmp. Component Type;

Created By: 'mmpmkee Date Created: 11/07/2003 12:11:13
Last Modify By: vximpmkes Last Modify Date: 11/07/2003 12:11:13
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NOTES

Case Number: 5553603
Slmmlnrnl'Nnm Tltem

Actions Call Visibility: Private
Subject: CSBmail # 606532

Note:  Subject SPT - Question About SPT Name [N Emzil A&F
Date/Time Received Nov 5 2003 12:57:42 VIN Number Addresa
City/State/Zip w. collingswood NP hone null Dealer Contact Code null Brochure
Description rmll Message Please stert selling more of the "real” sti pecformance parts! I'm a
wix owner that wants more performance the can't go and get a sti. Please bring to market a
warrantied performance package. Or sell us sti engines or a gearset to replace the worthless
one the car has in it now. First name: jesse Last name: lorenz null

Cmudl!r vxtmpmkae Mﬂmml. nmwzm 12:11:48

Action: Call Visibility: Private

Subject: Reply from John

Note:  Replied on Nov 6 2003 6:58:00 Dear Jese: Thank you for your e-mail with suggestions for
offering more performeance parts for the WRX models. Feedback from Subaru owners is our
best souroe for improvements neaded and/or wanted in our vehicles. If you have any future
suggestions, pleass pass them along, They are very hefpful to us!! We appreciate that you
took the time to give us your comments. We will forward them to our Product Planning
Department for their future congideration. In the past, input from our owners has been
hedpful in initiating changes to our newer models. We hope to continually improve our
products ané eppreciate your recommendations. Thenks again for your time snd comments.
Best wishes, John J, Mergen Subaru of America, Ine.

(‘.'rtlted By vximprokee Dltn Crr.ltﬂl llfﬂTﬂmS 12:12:11
Actlon: Call ‘\"iuibﬂltj": Private

Subject: Reply from Cust., Part 1

Note:

Ok, Well while I have you attention I think its unfair the way SOA is marketing the wrx. I'm
in the advertising field and know the target market you went after with the wrx. And the way
youl sold the car, with its performance qualites ete.... Thett on gll the subsru boards on the net
and from people 1 have talked to I hear that SOA and the dealer network treats the owners of
these cars as criminal almost if they have any issues with them. I've heard about the racing or
abuse flag from too many people in too many different regions of the couniry. And I think its
wrong and in o1y mind criminal to market the car the way you do then slap the hands of the
owners that use the car for thoae things. Now I know if you race the car then you are on your
own but it seems that the dealers and soa have gone too far about the tranmy and other issues,
I've had issues with my Sapd for almost 3k now. I've never raced my car and haven't dons
pny rodifications that would alter its power outpot. And I'm terrified to take the car in for
warranty work because I have a gut feeling that T'll he taken advantage of because I have 17
wheels and the shi suspension on my car. Now I don't think that speaks highly of your
warranty OR dealer network at all. And P'm NOT the only person in this boat. ] know you
guys search the boards like nasioc, and clubwrx 30 you hear all about it. I would think it

file://C:\Documents%20and%20Settings\dbes\Local%20Settings\ Temp\CDS-Case-555603....  4/5/2004




Page 50f 7

would be in your best interest to stop treating the wrx owners this way, or this will be my lasi
subaru. And I've LOVED the brand for years, and may buy a turbo legacy down the road.
But if this treatment continues I'll go to another company that understands that you should
treat the customer as pood as you did before they purchased the car.

Created By;:  vximpmbkee ' Date Created: 11/07/2003 12:12:30

= ke i

Actiom; Chall Visibility: Private

Subject: Reply from Cust., Part 2

Notez:  Ch and the wrx tranny iz the weak link on the ger, ﬂnalsmythjrdstmdardtrammsmnm
the first that I bought new and the syncros are shot in it. And there is A SERIOUS issue with
the abs on the wrx also please adress it rather then deny it like you currently are. The us spec
WX Used a ab3 systam that is different then one used in any other market, and that is the
issue. I live and work within 10 minutes of 304 headquarters and would love to demonstrate
this issue to any engineer. I've bad a few too many close calls becanse as I was slowing
down the car hit uneven pavement and ] lost the brakes, You could feel that the car was no
longer slowing down. I'm sorry for my rant but 1 hope this shows the passion that people like
myself have for this car and subary's in genersl and [ hope that SOA steps up end turns a
mlaafunﬂimiuueubnfumﬂmymlmﬁngcum

Created By' vx(:mpmkee Date Created:  11/07/2003 12:13:08

Action: Call Vhibﬂity: Private

Subject: Reply from John, Part 1

Note: ~—--Original Message—— From: Mergen, John Sent: Friday, November 07, 2003 11:42 AM

To: G Subiect: RE: SPT - Question About SPT (E-mail #606932)
Helio Jesse: Thank you for your message below. I have deleted our other emails so that this
is more eaafly reviewed by yourself, First, your comments below will be noted in our
Custemer/Dealer Services database. We use such inforrnation to track the pérformance of
our products with the intentions of improving upon them. We truly do value your apinion as
wall as that of all Subam: owners, Now, if you have a concem with your WRX, you should
oot just assume that we would denry warranty coverage for your concern. If you have not
raced your vehicle, then your vehicle 03 components should not indicate that the vehicle haa
been abused. As with aftermarket products, we do not recommend them and will not provide
wartanty coverage for amy problems that are caused by an aftermarket product. As for the
STi suspension, this does not affect your warteanty at all. The only Owarranty issuel is that
this accessary is sold as is without any wamranty coverage. This is because it may take the
vehicle cut of compliance with government safety and emissions standards. It has no
warrenty coverage because of this reason only. [t ia not becauss it may canse problems that
we do not want to warrant. The following was provided to us by the Technical Services
Deparnment with respect 1o the ARS concern with WRX vehicles: DABS can activate on any
surface where the coefficient of friction of the tires is different from one wheel to another. In
simpler terms, if one wheel has more or less traction when braking then the others, the ABS

will activate.
Crutﬂlﬂy vnmpmkue Date Created: 11/407/2003 12:13:31
Actiom: Call Vislhlllty‘ Private

Subject: Reply from John, Part 2
NOte! e major benefit of ABS is that it keeps the wheels from locking up, thus ensbling the
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driver to maintain steering control. On a bumpy surfisce or loose gravel, the wheels may have
a tendency to lock up when braking becanse of the differences in traction caused by the
lumps or loose gravel. When this occurs, the ABS will control the braking, and actually stop
the vehicle safely. It may fee] as if the braking is less effective to some people, especially if
they do not have experience with 4 wheel ABS, but in reality it is working efficiently and
safely. 0 As a company, we carefully monitor warranty claims and quality survey commenis
to watch for any trends or concerns that cen lead to customer dissatisfaction. Because of the
number of various web wites out there, we cannot menitor the activity in them or report on
anything we may see there, The process we have established works well for us and in turn, it
1% helpful to our customers. Please remember that Subaru is a smell compeany. While the
information presented at Internet sitea, our needs are a bit more specific than what is
supplied there. For example, we would need to track vehicle identification numbers (for
production dates, etc.). An open posting forum is not the best place for a customer to keep
this information in the interest of safety and privacy. Subaru is very commiited to customer
satisfaction. Since the vehicle has only recently been released, we do not have a lot of dats.
We do take a very proactive position if we become aware of & concern via our tracking
methods. Should you have a specific problem with your own WRX, pleaae call our
Customer/Dealer Sarvices Department at 1-800-782-2783 for & one-on-one discuzsion and
resolution, We appreciate vour offer to demonstrate your concerns to us. But, you can only
do this at 2 Subaru dealership, as we rely on their technical expertise to assist owners and

ingpect Subaru vehicles,
Created By:  vximpmbkee Ihta Cruud. 1140772003 12:14:01
Aztion: Call \’idhllity Private

Subject: Reply from John, Part 3
Note:  Thanks for the opportumity to be of assistance. If you need any future assistance, please feel
free to contact us again. Best wishes, John J. Mergen Subaru of America, Inc.

Created By:  vximpmkee Date Created:  11/07/2003 12:14:19
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ADDRESSES

Case Number; 555603
Toisl - 1 items

Type: Mail To

Address1: NG

Addressl;

Aiddreas3:

Cliy: West Collingswood  State/Provimee: NI Zip Code: NN
Created By: vitmpmkee Date Created: 07-NCV-03

Lasgt Modify By: vxtmpmkee Last Modify Date: 07-NOV-(03
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Complete SAMI Case Report

Maonday, April 8, 2004 1:54 PM
INFORMATION

Case Number: 571761

CRIS Caze Number: Case Type: Vehicle Repair

Case Status: Closed Priority: 2 - Medium

Last Name: First Name: [ Attachmenty:

Day Phone: Ext: CRIS Letters:

Model: IMPREZA Model Year: 2003.0 Muanofsetured Date:  06/18/2002
vin: VIN Prefix; JF1GG2961 Current Mileage:

RO Number: RO Date/Faillure Date; RO Mileage/Failure:
Reglon/Dealer: 70/0 Compmny: SUBARU OF AMERICA / MID AMERICA
Subject: ABS question/complaint

Closed By: ssam Assigned To;  Sampson Fallow Up Date: ?Eggm
Close Date; (5202007 Contact Modia Type: Phone  CS Impact:

Alert:
Created By: ssam Date Created: 1242972003 18:58:00

Last Modify By: ssamn Last Modify Date: 12/29/2003 19:14:17
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ISSUES

Case Number: 571761
Total - 1 ttem

w4 g e R ] —— | PP | U bl e s s e e

ISSUE#1
Category: Vehicle | Statwa: Closed
Reason: Resplution:
Customer Stgtes
Topic: Suspension/ Stecting or Pruke Systerns  Toplc Detall: ABS System Components
Occurremce:
Dealer States
Component Group: Component Type:

Crented By: S$AM Date Created: 12/29/2003 18:5%:50
Last Modify By: ssam Last Modify Date: 12/29/2003 18:55:50
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NOTES

Cuse Number: 571761
Summary of Notes - 2 items

Actlon; Cnll Vhibility: Private

Subject; email #611463

Note: 1 have had several scary incidents with my WRX because the ABS caused my vehicle to
overshoot 4 way stop signs and traffic lights when braking on bumpy/imegular road surfaces.
This has happened when the road surfaces have been in good and condition. The sensation is
that the vehicle is pliding with the hrake pedal firmly depressed. [ know the vehicle would
have stopped if the ABS had not intervened. This is my 4th Subaru (previously 970utback,
91Legacy turbo and 928VX)with ABS and I can say thet I em not too impresaed with the
WRX breking system. My Range Rover with ABS does not do this when I am driving the
same roads under similar conditions. The system is working correctly (i.e. no malfimction)
but the ABS action appears too sensitive. I am seriously thinking of pulling the fuse on the
ARBS and running without. Any comments? Please don't suggest a visit to the dealer because
I know the system is functional, 1 think the factory ABS program is incorrect. Are there any
SERVICE updates that can be parformed to elminate/reduce this problem? I love the car but
1 am considering zelling it becanse of this problem. Thanks.. Peter

Created By: 55am Date Created:  12/29/2003 19:02:24

————— ——— AT m——— mam g s s o=

Jpp— m et mim e e mrmm— ——————— ———— = — S+ o e £

Action: Call Vhiblity: Private

Subject; email reply

Note:  DeardE Thank you for visiting the Subaru Web site and for taking the time to e
mail us, We regret the circumstances that have prompted you to email us. Please be assured
that we are sincerely interasted in assuring that all customers receive the best possible
service from all Subam dealers. We are unable ta diagnose your vehicle via email. We rely
on authorized Subaru dealershipa to handle technical matters. Your Subaru dealer would be
in the best peaition to offer technical information regarding your vehicles ABS system, as he
can perform a hands-on inspection and give you a more precise answer to your question,
Please feel free to comtact us with sny future comments, questions and concerns at 1-800-
SUBARILT). When calling, refer to case number 571761, This will expedite the handling of
your situation. Thank you for giving us the opportunity to be of service. Sincerely Steve
Sampson

Created By:  s3am Date Created:  12/29/2003 19:14:02
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ADDRESSES
Case Number: 571761
Total - 1 Hems
Type: Mail To
Addresst: [
Addresa2:
Addresad: :
City: Minnetonka State/Province; MN Zip Code: I
Created By: ¥antive User Date Created: 29-DEC-03
Last Modify By: Vantive User Last Modify Date: 29-DEC-03
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* image not available. Please contact your administrator,

Complete SAMI Case Report
Mondsy, April §, 2004 1:43 PM

INFORMATION
Case Number: 583321
CRIS Case Number: Cane Type; Vehicle Repair
Cm St:tls Clnsnd Prlnrll]r. 2 Mﬂdll.lm.
Last Name: First Name: _ Attachmenty:
lll;r Phone: Kxt: CRIS Letters:
Model: IMPREZA Model Year: 2003.0 Mannisctured Date: 08/02/2002
vin: I VIN Prefix; JF1GD2965 Curreat Milenge:
RO Number: RO Date/Failure Date; RO Milenge/Failure:
Region/Dealer: SWI’J' Cﬂ'ﬂlplll]f SUBARU OF AMERICA! PENN JERSEY REGIDN

Subject: EM ﬁl 53 1 3 D:aler appumtmmt

mmmnm

Close Date: gﬁgﬁg‘” Comtact Media Type: EMail  CS Impct;

Alert:
Created By: pbry Date Created: 01/29/2004 09:16:53
Last Modify By: pbry Last Modify Date: 01/29/2004 09:22:57
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ISSUES

Case Number: 583321
Total - 1 ltem

B tdiame s e s et =k e tmn e IR = e —— J—

ISSUE #1

Category: Vehicle Stutes: Closed

Reasom: Ermatic Operation Resalution: Directed Customer to Dealership
Customer States

Topie: Suspension/ Steering or Brake Systems Topic Detail: ABS System Components

Oecurremee:

Created By: pory Date Created: 01/29/2004 09:18:52
Lanst Modify By: pbry Last Modify Date: 01/29/2004 09:18:52
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NOTES

Case Number: 583321

Summary of Notes - 2 ftems

Action: Call Visibility: Private

Subject;: Fmail 616313

Mote: ! would like to schedule an appointment for my WRX regarding it's ABS, After a fow snow
storms ['ve noticed my ABS kicking in way too preenaturely. When it kicks in I loose all
breaking ability unless i get off the brake and reapply it. This problem also happens on any
‘washboard' type road. It's a scary feeling and it's not something I noticed ever in my MY02
WRX. Pleasc let me know what datea are availeble for me to bring my car in. Thanks.

Created By:  pbry Date Created:  01/29/2004 09:20:24
Actiom: Call Viglbility: Private
Bubject: Reply

Note:  Dead Thank you for visiting the Subary Wehb site and for your message. We gre

: sorry to learn of the circumstancea that prompted your message. Your frustration is
understandable, but we are not in a position to diagnose your vehicle via ¢-mail, We rely on
authorized Subaru dealerships to handle technical matters. If you wish to contact our
Customer/Dealer Services Department and provide further information regarding yvour
concerns, please call us at 1-800-SUBARU-3 (1-800-782-2783) and refer to Cass #583321.
Best wighes! Patricia Bryant Subaru of America, Inc.

Created By: pbry Date Created: 01/29/2004 09:22:50
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ADDRESSES

Case Number: 583321
Total - 1 items

Type: Mail To
Addressl: I
Addrens?;

Addreas3:

City: Allentown State/Province: PA Zip Code:
Created By: Vantive User Date Created: 2%-JAN-04
Last Modify By: Vantive User Last Modify Date: 29-JAN-04
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* Image not qualiable. Please contact your administrator.

Complete SAMI Case Report
Monday, April 5, 2004 1:43 PM
INFORMATION
Case Number: 585281
CRIS Case Number: Case Type: Vehicle Repair
Cm Stntn: Cluaad Priority: 2- Medmm
Last Namne: First Name: [N Atinchients:
nlf Phone: Ext: CRIS Letters:
Model: IMPREZA Model Year: 2002.0 Manufactured Date: 0540872002
vin: R VIN Prefix: JF1GD2964 Current Mileage: 30327
RO Numbser: RO Date/Faiinre Date: RO Milsaga/Faflure:
Regiunmlnalcr. '?EHBTD Compug RUDY LUTHER‘S WHITE BEAR MGTR
thjut Fuel I.r.nkMBS Conms Sent Rupunse 273, 2.-'4 & ﬂlﬂfﬂdl
Closed By: kela Assigned To:  Clark Follow Up Date: 200/ 2004
Close Date:; EIIH 48 Contact Media Type: EMail CS Impact:
Alert:

Created By: kcla Dute Created: 02/03/2004 14:40:36
Last Modify By: kela Last Modlify Date: 02/10/2004 13:01:43
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ISSUES

Cage Number: 385281
Totsl - 2 1tems

ISSUE#1

Category: Vehicle Status; Closed
Reason: [noperative Resolution: Direct To DIr

Cﬂl‘lﬁﬂfr Mﬂ'

Tople: Engmemel Systemnr(lmlmgsm Topic]}ettil General - Funl Byatem
Occurrence:

lear SM

C fa TR+ e mmmmmmr s s e et e e ———  m—————— —

Enmponent Grn-p Component Type:

Crested By;  kecla Date Created:  02/03/2004 14:43:26
Last Modify By: kela Last Modify Date; 02/03/2004 14:43:26

ISSUE #2

Cutegory; Vehicle Status: Closed
Renson: Inoperative Resolution: Direct To Dir

Crxtomer Sigles

Topic: Suspension/ Steering or Brake Sysiems Tnpic Detail: ABS Systam Compunents
Occurrence:

Deukr SM&

e mm mw e emImeT R h LR EREIER os een B <ol m memen Smem s £t im o - ——
nlﬂt Gl"l]'l.l L1 H
L L]
e b e . N

Created By:  kela Date Created:  (2/03/2004 14:44:03
Last Modify By: kela Last Modify Date: 02/03/2004 14:44:03
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NOTES

Case Number: 385281
Summary of Notes - 7 iterms

Acton: Call Visibility: Private

Subject: Email:

Note: *"Email: Cwmer: Y Model: Name: Street;
Address: City: 8t, Paul State: MN Zip: : Brochure:
Contact; VIN: JF1GD29642GIEEN Comment: I wonld like to report two problems with
my vehicle {2002 WRX). First is a pas Joakage problem which the dealer is aware of and
promises to fix as soon as the part errives. [ am VERY leery of driving my vehicle under its
present condition. In addition, 1 have complained to the desler shout the ABS hrakes not
working properly when going over a buropy road. The vehicle is a beauty, and I Iove to drive
it, but the brakes must wark under all conditions, and the gas must not leak. I?'m appalted
that Subaru nor the dealership iy contacting customers to warn them about the gas problem. I
was told by the dealer that the mfgr recommends not driving the car more than 100 miles at a
time. I am very displeased that something this dangerous is hush/hush...

Created By: kcla DII:H Cmnted uzmsrzum 14'-4440

A R TR PR P I " v mwirmrw amaa

Actiom: Call 1i:i"iiﬂ:vnllltj.r Private

Subject: Sent Response:

Note: "Deqr_,Thﬂnk for your recent message to Subaru of America, Inc. We are
aurrytnlwnufmemfﬁﬁﬂwmmmmnzmmmzm&:hmmSmwe
cannot perform a hands on inspectlon of your vehicle, wa wonld not be in a position to
diagnose your vehicle concerns. We rely on the expertise of the factory trained technicians at
authorized Subaru dealerships to inspect, diagnose, and repair our vehicles, and would like to
follow up with your dealer to see what his diagnosis revealed. Please let us know the name
of the servicing Subaru dealership and the date of the inspection, so that we may contact the
Service Manager on your behalf. Again, we are sorry for any inconvenience you may he
encounteting. If you have additional questions, please contact our Customer/Dealer Services
Center sither by email or telephone (1-800-SUBARUS3) and refer to case number 5852R81.

. Thank you for allowing us the opportunity to addresa this matter. Sincerely, Kate Clark
Subar of America, Inc.”

Cl‘eﬂlﬂ‘l Bjr' kcla Ihta Cmtud. 02/03/2004 14:49:52
Action: Call Visibility: Private

Sobject: 2nd Email from Cust:

Note:

*Hi, Kate, Thanks for your reply. [ have been instructed to take my car to the dealership
tomorrow (2/4) and leave the car there until the parts attive and the problem is resolved.
Suberu is picking up the charges for the loaner. The dealership is White Bear Acurs/Sabaru
(651-481-7000). T am happy fo see that the dealership and Subaru are giving this problem
serioys attention, I am very worried about the people who have not contacied their dealers,
though. Shouldn[Jt there be 8 recall?? I would also suggest that you go to the NHTSA
website and read the 45 complaints shout the 2002/2003 WRX ABS brakes, Please check
out NHTSA Action Number FE03029, I prinied out the 45 complaints and will give them to
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the degler tomorrow when [ take my car in. Thenks..,] absolutely love my car. I want fo be
able to drive it aggressively and confidently!

ﬂr:atedﬂy kcla Dnthruted.. 024"04.1’2{!]4121446

Acthon: Call Vidlbility: Private

Subject: Sent Response:

Note:  "DesrlE Thank you for your second message. We appreciate the information. I
will follow up with the dealée regarding your concerns. [ am not aware of this concern being
a recall at this time. The information [ have received is that there 15 8 service bulletin
pertgining to a fael hose repair. A service bulletin is not a recall, but rather technical
information provided to our service technicians to assist in specific repairs and possible
gituations, It is not an indication that this is 8 common concern with this model, but rather a
suggestion to address concerns that may arise. [ will forward your comments on {0 4
Supervisor for review and we thank you fior your feedback. If you have additional questions,
please contact us again. Thanks for taking the time to write. Sincerely, Kate Clark Subary of
America, Inc.™

Cmud]!}" kcla Date Created:  02/04/2004 12:20:37

el ket e TURR Vb TIAT LR = amf T A= ATLFLE. s | AL EL = ¢+ s s R ok e A i B A L e T L R T, At SAmlam Rt R AN

Action: Call Visibility: Private
Subject: Dir Will Call Back-

Note: Ita]kudtnKmmsmHumﬂmvﬂlmatlllmm Haaaysthcﬁmllmkmm:sbung
addressed as per the sve bulletin. He is not sure what i3 happening in ref to her ABS concern,
but will have John in gvc call me back (gince John is working on the veh). 2/6/04 John in sve
at the dlr left me & VM message advising that the veh is there for the fie] line concern and
should be completed today. Ho asked that [ call him bagk. 2/6/04 1 tried to call John back,
but he was not there yet today. Chris asked me to try back later,

Created By:  kcla Duh: Crﬂtad. nzmsrznm 13 [12 [H-

Action: Call \"klllﬂlty‘ Private

Subject: 3rd Email from Cust:

Note: "Hi, Kaie, The fusl line repair was completed on Friday 2/6, and it appears to have solved
the problem. [ really appreciate being able to have the loaner car for 3 days. I will keep an
eye on the ABS brakes. My friend who is  car expert and owns an Audi TT (which we have
hoth driven at the racetrack at Road America) test drove my car over a series of railroad
tracks. We were not able to stop the car on the tracks because the ABRS brakes engage and
then increase the stopping distance, His TT, however, had no problems stopping on the
tracks with his ABS brakes engnged. [ have asked the dealership to please inform me if any
service repair bulletins regarding this issue ave isyued and would ask you to please do the
same for me. Thanks, again, for your responsiveness.

Created By: kcla Ihuﬂmted. DZHM[}M 12 54 52

Action: Call Vhihlﬂy Private
Sobject: Sent Besponse:

Note!  upy., BESSSJSNNN Thank you for the update, I am glad that the fuel line concern has been
resolved. Please let me know if you will be returning to the dealer for the brake concem, and
1 will follow up with the Service Manager while your vehicle is there. We are not aware of
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this being a common concern with this model, and cen only suggest that you ride along with
the dealet to help point out the condition you are experiencing. We appreciate you taking the
tine to tell us about your concerns, and giving us the chance to follow up on these issues.
Please contact me again if you have further questions or concerns. Thanks again for writing,
Sincerely, Kate Clark Subaru of America, Inc.*

Created By: kela Date Created:  02/10/2004 12:59:19
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ADDRESSES

Case Number; 585281
Total - 1 items

Type: Mail To

Addresst: [N

Address2:

Address3: _
City; St. Paul State/Province: MN Zip Code: N
Created By: Vantive User Date Created: 03-FEB-04
Last Modify By: Vantive User Last Modify Date: 03-FEB-04
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* Imaee not avatiable. Please comact vour administrator.
Complete SAMI Case Report
Monday, April 5, 2004 1:27 PM

INFORMATION
Case Number: 58783
CRIS Case Number:; Case Type: Vehicle Repair
CIH Sl!hul. Cloaed Priority: 2 - Medium
Last Name: l”-"lrut Name: - Attachments:
l.'la}r Phone: CRIS I.ntten
Model: IMPREZA  Model Year: 2003.0 Manufactured Date:  10/08/2002
vin: VIN Prefix: JF1GG2967 Current Mileage: 21187
RO Number: RO Date/Fuillare Date; RO Mileage/Failure;

R.aginnmﬂhr* 14{1-"53!]' Cnmpanr TMDNS SUBARU

Subjeet: URFCA: 1x brakes fade. DSOM notified. 3/8: Per dlr, nunublemmﬂlbrakenunwh Dir
'mnmuadhhkcﬂmﬂock&mtmuhsﬁaﬂ.

N E—— —_ - — et - e i emm e e o

Closed By: kqui Asslgned To:  Quinn Follow Up Date: g""n’%g%gm
Close Date: 109200t Contact Media Type: Desler O Impact: X

Alert: 2110
Created By:  kqui Date Created:  02/10/2004 12:38:00

Last Modify By: kqui Last Modify Dater 03/00/2004 11:56:12
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ISSUES

Case Number: 587830
Total - 1 iem

ISSUE # 1

Catoegory: Vehicle Statos: - Closed
Reason: FErmtic Operation . Resolution:

Cﬂﬂ‘ﬂnﬂ'm

ebmats e b o e i s 1 e ki — PR o i mmt s e e e = e s

. Toplet Euspenmonf&temngnrﬂmknsystum Topic Detail; EmkePudnl
Oc¢currence: One time occurance

Mur mmr

Cnmpnnant Grnup Cumpnnent Typn

EE T T S TN ST BT T E T T R R Ik T F T B PRI Bk T ] ETIIRT e T I e et e e miing g e

Created By: kqm Date Created; 02/10/2004 12:49:53
Last Modify By: kqui LutMndIﬁr naw ﬂzunfzum 124953
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NOTES

Caze Number: S87030

Summary of Noies - 6 Htemn

Actina: Call Villhlﬂty‘ Private

Subjeet: URFCA: 1x brakes fade.

Note:

Created By l:qul Date Created: WIMW 13 35 50
Action: Call Vldbilltr Private

Subject: Sent e-mail to DSOM.
Note: Hi Mark, URFCA from dealer, 1x brakes fade. Pls confirm vehicle status/repaims. Thanks,

Karen Guinn
Cruted By kqui Dltl Cruted 02!10.-‘201}4 13.41 jﬂ
Action: Call \?ldhillty Private
Subject: a/p Sophis for status of repairs.
Note;
Created H]P kqlu Date Created:  (3/04/2004 19:03:32
Acton: Call mm‘lj" Private

Subject: Called dir

Note:  Left messege with Pete Evenshen (SM) @ 2:44pm (eastern time) requesting cust update, In
the message [ asked lam to call me back at my directline,

Created H;r smun Date Created:  03/05/2004 14:45:24

. e ——— J—— - aun -~ (PR TR e §

Action: Call Visfbilty: Private
Sebject; Called dir- agnin

Note: Left message again (@3:12pm with Pete Evenshen (8M) who was with a customer and could
not answer the phone. Left message asking him to call me back at my directline ASAP.,

Created By; soun Date Cmted' nsmsmm 15:10:47
Action: Call Vimibility: Private

Subjeet: Dir called

Note:  spoke with Pete--SM~—he said the URFCA was sent back in Jannary—said they saw cust on
1/26 beceuse they could not duplicate problem—Pete said cust was a brake technician so he
asked cust to duplicate concern since they could not—cust got in vehicle and showed with
ruler how close brake pedal going to floor—Pete said it is normal—Pete said to prove he tried
another vehicle that was identica! to customers and it did the same thing—cust asked to try
another one, Pete told cust to pick one and cust did—cunst witnessed it did the seme thing and
spologize because he thought something was wrong--Pete said has not heard from cust since
A/P Sophia
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Created By: cdan Date Crested:  03/09/2004 11:44:55

hle://C\Docoments%20and %208 ettings\dbeat\Local %208 ettings\ Temp\CDS-Cane-587830....  4/5/2004




Page 5 of §

ADDRESSES

Case Number: 587830
Total - 1 1tema

Type: Mzeil To

Addressl: [N

Addresal:

Address3:

City: Lomita State/Province: CA Zip Code: [
Created By: Vantive User Date Created: 10-FEB-M4
Last Modify By: Vantive Usex Last Modify Date: 10-FEB-04
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* Image not available, Please contact your administrator.

Complete SAMI Case Report
Moanday, Aprit 5, 2004 1:18 FM

INFORMATION
Case Number: 589395
CRIS Case Number: Cane Types Vehicle Repair
Case Statos; Closed l'riurltr 2- Medmm
Last Name: First Name; Alex Attachments: X
Dly Phnnﬂ Ext: wm'k (IEIS Lattarl
Model: IMPREZA Model Year: 2003.0 Manufactured Date: 0704/2002
vin: VIN Prefls: JF1GD2962 Current Mileage: 15000
RO Nomber: RO Diate/Failore Date: RO Milcage/Fallore:

Reglnlmﬂler: 90/493 Company: GALLES DAVIS SUBARU

Subjeet: AmdeABSGomu'nE llTnGallmBub fh'ﬂdﬂdmtuS‘I'IB 22-4Cr Requested /

L i AL LB e P B e T e ks g bk e s = ek

03/31/2004
10:36:43

Closed By: dwit Assigned To: Wit Follow Up Date:

03/20d2004

Close Date: 09:44:31

Cantact Media Type: Phone CS Impact:
Al:rl. Anmdmt

Created By: dnun Date Created: 02/13/2004 10:356:43
Luast Modify By: CDS Admin Last Modify Dabe: 03/23/2004 15:46:20
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ISSUES

Case Number: 389395
Total - 1 khem

ISSUE#1

Category: Vehicle Status: Closed
Reason: Ermatic Operation Resolution:

Customesr States

Tople: Suspension/ Steering or Brake Systems Topic Detail; CGemeral - Brake System
Occurrences;

Dealer States

Component Group: Component Type:

Crenated By; dmmn Date Created; 02/13/2004 10:55:15
Last Modify By: dnun Lust Modify Date: 02/13/2004 10:55:15
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ACCIDENT REPORT

Case Number; 589395

Topic: Suspension/ Steering or Brake Systems Death Nbr: 0
Topic Detail; General - Brake System In] Nbr: 0
Ace. Date: 02/12/2004 00:00:00 State: NM
Paralyvis: 0 Lows of Hearing: 0 Child Inj: 0
Brain Inj: 0 Eye Inj: 0 BRAT Inj: 0
Amputations; i Burn Inj: 0 Onher Inj: 0
Created By: dmn Date Created: 02/13/2004 10:55:58
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NOTES

Case Number: 559395
Summery of Noten - 13 lenn

Action: Call, Vislbility: Privaie

Subject: cust called

Note:  Cust called - he was involved in an accident just yesterday - ClUst stated that the light had
turned preen and he and the car in front praceeded to move - Suddenty the vehicle in front of
him stopped - cust pressed on the brake and the brake pedsl went to the floor - there was no
stopping power and the cust rear endad the vehicle in front of them - Cust has been on
internet sites and there have been postings of 2002-2003 Subarus with the seme concern -
Cuast slso found a letter from NHTSA with 45 cases reported - Cuat 19 just concerned becanse
he found himself in a scary sitnation - The vehicle is at a boady shop now - but will he going
to Garcia once the body work is completed - advised that I would forward case to Sr rep for
handling - cust will call us back with date and time of appt at the dir -

Created By: dnun Dll:ﬁ Cremd 02!131’2{)04 10:42:5(1

Action: Call Vlllbllity Private

Subject: Accident info

Note:  Where did the accident occur? Alb, NM Who was driving the vehicle? Cost When did it
occur? 8:30 am - 2.12.2004 Were there any passengers? Alone Were there any other vehicles
involved? Yes - buick Were there any injuries to the driver(s) or passengars of either car? If
%0, 00 injuries Were they treated for any injuries? Or, no Was there any property damage
(l.e. telephone poles, Hght poles, fences, houses, buildings, etc.) caused as a result of the
accident? no What were the weather conditions? (wet, dry, foggy, icy, windy)? cold, windy -
dry - vigibility was ok Was the incident reported to the poelice? If yes, Yes- Ia there a police
report? Yes - Was the incident veported to the insurance companies of the driver(s) or owner
(s) of the vehicles {agency name, contact name, policy #, phono#)? Liberty Mutual Where is
the vehicle now? Body Shop - Foothills Collision Hes anything on the car been repaired
gince the accident? nothing Were the occupmts of the car(s) wearing seatbelts? Yes Did the
airbags deploy? no At approximately what speed was the car moving when the impact
occurred? 10-15 mph What part of the car received the major impact (ie. front, rear, side)?
The front end - the hood folded up - the front bumper Did you contact the dealership? Cust
called them informally taut will be going in &s soon the body work is done - 20, Has the

dealer seen the vohicle? Not yet
thdnr dnun . Dltec.‘reated. umsfzummrsz.zz

Action: Call Vlslbi]ity Private

Sobject: Custotner called )

Note:  Hiz email is||EE He is asking that our letter be sent to him thru the
email. He is also emailing me a letter ro our ABS system that he got from NHTSA. He has
learned that NHTSA is investigating this and seat a letter to Don Beardon with our company.
The lady in front of him was not injured, nor ws he, but now he iz apprehensive about
driving this car when it's finished. It was a scary experience.

Cronted By:  dwit Dute Crested: 02/17/2004 11:24:31
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Action: Call Viglhility: Private

Sobject: Letter faxed to the customer.

Note:  The letter from NHSTA appeara to be from about last July. He also emailed a separate
complaint sheet from all 45 WRX owners,

Created By:  dwit Date Created: ﬂﬂl?ﬂﬂﬂ-i 18:37:19

Actlon: Call Vlllbllity Privato
Subject: Cusiomer to meet Deom
Note: March 1st at 11z2m. Alert to Dsom .

Created By:  dwit Dlte Cmted 024"25.-‘2004 15 2? 19

Action: Call Wsihlllty' Private

Subject: D=om, Alex Portillo, met with customer and

Note:  inspected the vehicle. He found ABS Module Code 56 / G Sensor Signal. Dsom says sub
code of 7500. Per customer, he did run over a small manhole cover just bafore the accidlent
happened. Dsom put customer in rental for now, 1 just called the Dsom back and he was
gitempting to research further. The tech. manual asks if the car was lifted off the ground at
any time and the wheels spon. He called Pat (owner of tha body shop). He checked with his
tech and confirmed that it was. They had it on a 4 jack stand, off the ground, and could have
easily spun the wheels at any time during the repairs. Per Daom, it's possible the body shop
set the code. Alert to Gear.

Cuated B}r dwit Dn’be (’.‘rﬂhd 93.-"0!.."‘2!]04 19 ID‘UG

Actiom: Call ‘Vklhmty* Privata

Suohject: Alex sent copy of page fhom

Note:  the Tech info. [ called and asked about CEL or ABS lights being on. The t/c the dir
generated yesterday says the Customer complaint was that the ABS light was on_. Daom says
there have not been any lights on / dir maybe just assuming thet was the complaint, They
didn't acualty talk to the customer. I left mag for customer to call me and clear up this issue,

Created By:  dwit Date Created: IBF'DZIZGM 09: 15 35

Action: Call Vinlbility: Private

Subject: Customer called back.

Note:  Nao lighis have ever come on / not the CEL or the ABS. Alert to Gear. He did mention that
his Ins. Co, has contacted him. Sounds like they may subrogate. He will scan and anail me
the police report tomorrow, plus the body shop repair is in the car, and it's okay if the dir
faxes it to me. I called the dealership, John Day, srv. mgr., not available, SA (didn't get his
name) is faxing it to me. Per Gear, she will be sending email out to Jim Sinclair, Ron, Dan
Dﬂtoml}unﬂea:donetc.mﬂnsm;ustasmunuwearuumwehaveallﬂwmfumaﬁun
togethet. CC to Ron Grabinger.

Created By: dwit Date Cmtetl. 03/02/2004 11:20:14

Actlon: Call Vhibillt_v Private
Subject: SnntEmuﬂtoRSOWDBDWSﬂ'ﬁn_a
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Note: Pending response.
Crautadllr gt:ar Date Created: 03.-’{}31’200416&331

SETS T UL S AN SR aiTel e P T AT S e mn ity ke b by e T T B AR kB o PPl ] e e ] b Me—— s sl iomdam . eo

Action: Call vmnuy: Private

Subjeet: [ called and talked fo the customer

Note:  Explained our posiition is that this does not match the description of the vehicles that
NHSTA is investigating. He states he is disappointed because we obviously just don't see
what he sees. He betieves his situation matches it pesfectly except that he probably was
going only about 20 or 25mph / he had jast accelerated. He ran over the ripples in the road
and the manhole cover, He is going to send us a supplemental report that he sent to the
police report. He will pick up his car in the morning frorn Garcia and will meet with Ken
Kepler at Galles Subaru. He acceptad $2500 trade assist and will see what they can do, He is
going to try to go into an STI because their brakea are larger. He will get back to me.

Created By:  dwit Date Created:  03/11/2004 18:21:33

Action: Call vmmuty Private

Swbject: Per Dsom / Customer used

Note:  our assist and traded into an ST Went to Galles. Ken Kepler is to fax new buyers order /1
faxed hith the Disclosure notice for new owner.

Created By:  dwit nm Crul?ad. {)3.-"18.52004 15:23:50

Action: Call ‘Vnibiﬂty Private

Subject: Credit requested.

Note:  Traded into 4L523066

Created By:  dwit Date Created:  03/20/2004 09:43:11

Actlion: Comment Vinibility: Private

Subject: Dealer Credit

Note:  solwmitted to region

Created By: hwii Date Created:  03/23/2004 10:34:07
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FINANCIAL INFO

Case Number: S89308
Fimancial Info - 1 item
Acct. Nbr:  Goodwill Loyelty Status; 2500
Flrst Name: Galles & Davis Suharu Last Name:  Paid
- Amount: Traded into 8TI / 4L523066 Anth. Date:  dwit
Check Type: Dealer Credit
Created By: . Date Created: 03/20/2004 09:44:34
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ADDRESSES
Case Number: 589395
Total - 1 itemn
Type: Mail To
Addressl:
Addressl:
Address3:
City: Albuquergue State/Province: NM : Zip Code: [N
Created By: Vantive User ' Deate Creabed: 13-FEB-04
Last Modify By: Vantive User Lnst Modlfy Date: 13-FEB-04
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