INFORMATION REDACTED PURSUANT TOTHE FREEDOM
OF INFORMATION ACT (FOIA), 5 U.S.C.552(B)(6)



BEGINNING OF CONTACT

01/22/2010 VOICE OF THE CUSTOMER TRACKING SYSTEM 08.00.02
OGCISSUE CASE NBR:
REGION: N1 NEW YORK ZONE: A08 OPENED: W
VIN: 2FMDA5143YE ENGINE: 4 VEHTYPE: T CLOSED: 01/21/2010
%‘?L NAME: CIRST NAME ?ATATUS: gLOSED
ADDRESS: I
CITY: STATE: NJ ZIP: -
HOME PHONE:
MODEL YEAR: MODEL: WINDSTAR LX 4X2 3-DR WAGON
MILEAGE: 100000
DEALER NAME: TOM'S FORD LINCOLN SALES CODE: F13469 P&A: 20639
REASON CODE: 0796 LEGAL - ALLEGED INJURY
SYMPTOMS: 306200 TIRES/WHEELS AIR LOSS
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 705 - CONTACT ADVANCED TO OGC BT e
DOCUMENT: ANALYST: JBRUNNE2 BRUNNER (JBRUNNE?2).JULIE
DATE: 01/21/2010 TIME: 08.42.28 :
ACTION DATA/COMMENTS: DI By N
CUSTOMER SAID: -FATHER (PETER} IS CALLING QN D ER'S BEHA FUTI e
LF-FATHER STATES DAUGHTER'S LAST NAME ISWAND SHE P I
URCHASED THE VEH NEW-FATHER VERIFIED ADDRESS AND HOME PHONE B
[0 — VEH INVOLVED IN ACCIDENT 1/20/10 AROUND 5:45 PM-R
EAR AXLE SNAPPED IN HALF-HAPPENED WHILE DAUGHTER WAS DRIVING
ON THE HIGHWAY-VEH ENDED UP ON THE GRASS AND SPUN SEVERAL T
IMES-FRONT WINDSHIELD CRACKED, TIRES BLEW QUT-SHE DID NOT HI
T ANYTHING TO CAUSE THIS-ACCIDENT HAPPENED ON GARDEN STATE
PARKWAY NEAR EXIT J STATE POLICE RESPONDED-POLICE REPOR
T NUMBER UNAVAILABLEDAUGHTER IS COMPLAINING OF PAIN THIS MO
RNING-FATHER ADVISED HER TO GO TO A DOCTOR-SHE WILL BE GOING
TO DOCTOR TODAY, FATHER HAS NO DETAILS ON WHAT THE INJURIES
ARE-NO CLAIM HAS BEEN FILED WITH INSURANCE COMPANY-DOES NOT
BELIEVE VEH TO BE REPAIRABLE-VEH WAS TOWED TO TOM'S FORD LA
ST NIGHT-SAW ONLINE WHERE THIS HAS HAPPENED TO OTHER WINDSTA
RS-CUST FEELS THIS IS A FORD PROBLEM-CUST SEEKING TO KNOW IF
VEH IS REPAIRABLE AND WANTS FORD TO PAY FOR THOSE REPAIRSDE
ALER SAID: -TOM'S FORD LINCOLN MERCURY200 STATE HIGHWAY 35KE
YPORT NJ 07735(732) 264-1600CRC ADVISED: | WILL FORWARD YOUR
INFORMATION TO FORD'S OFFICE OF THE GENERAL COUNSEL. YOU S
HOULD RECEIVE A WRITTEN RESPONSE WITHIN 15 BUSINESS DAYS TO
YOUR CONCERN.NOTE TO CCR: REMEMBER TO VERIFY ALL CUSTOMER CO
NTACT INFORMATION BEFORE SENDING ISSUE --——mmv —ADVISED OF
SAFETY RECALL 09S09 —~—— CALLER
HONE ----OWNER INFO
ON | OME # I /.Y /CEiL
CONSUMER AFFAIRS 01/22/2010 FAXOGC1






BEGINNING OF CONTACT

03/25/2010 VOICE OF THE CUSTOMER TRACKING SYSTEM 10.04. 13
OGCISSUE CASE NBR:

REGION: A1 SELECT DEALE ZONE: A1 OPENED: 03/24/2010

VIN: 2FMZA5148YB ENGINE: 4 VEH TYPE: T CLOSED: 083/24/2010

LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: ] MI- z
ADDRESS: . . o —
CITY: TATE: T ZIP;

HOME PHONE:

MODEL YEAR: MODEL: WINDSTAR LX 4X2 3-DR WAGON
MILEAGE: 95000

DEALER NAME:  HOFFMAN FORD INC SALES CODE: F11203 P&A: 09195
REASON CODE:  0772LEGAL - ACCIDENT

SYMPTOMS: 509250 AXLE CONGERNS REAR WHL DRIVE FUNCTION

ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE

ACTION: 791 - ADVISE CUSTOMER INFO WILL BE SENT TO OGC

DOCUMENT: ANALYST: DBURSON BURSON, DENISE

DATE: 03/24/2010 TIME: 13.24.15:
ACTION DATA/COMMENTS:

FIRE ] ACCIDENT
CUSTOMER SAID: -CUS REQUESTS RESPONSE QUICKLY, IS OUT OF WOR
K AND NEEDS TO KNOW [F SHE WILL HAVE ASSISTANCE WITH VEH REP \
AIRS*™ ==+ HEARD CLUNKING SOUND YESTERDAY-WHILE DRIVING, L R
SUDDENLY MADE CLUNKING SOUNDS AND WHEELS WERE BOWED-AXLE BR ~ @iiM& T anl i
OKE-CAUSED ACCIDENT-CALLED TOW TRUCK FROM AAA-TOWED TO NON-F

ORD MECHANIC********1 DATE OF THE ACCIDENT 3/Jil02. WHA

T THE CUSTOMER IS ALLEGING THE PRODUCT DEFE THAT CAUSED

ACCIDENT REAR AXLE3. IF THERE WERE ANY INJURIES SUSTAINED N

04. LOCATION OF THE VEHICLE WHEN THE ACCIDENT GCCURRED DRIVI

NG ON ROAD5. WHETHER OR NOT THERE WAS A POLICE REPORT FILED.

NOS6. IF A POLICE REPORT WAS FILED, WHAT THE FINDINGS WERE.

N/A7. THE POLICE REPORT NUMBER AND THE CITY OR COUNTY IN WHI

CH THE REPORT WAS FILED. N/A8. WHETHER OR NOT THE CUSTOMER H

AS FILED A CLAIM WITH THEIR INSURANCE COMPANY. NOS. IF A CLA

IM HAS BEEN FILED WITH THE INSURANCE COMPANY, WHAT 1S THE ST

ATUS OF THE CLAIM. N/A10. WHETHER OR NOT THE VEHICLE 1S REPA

IRABLE. PER MECHANIC, YES11. NAME AND ADDRESS OF CUSTOMER'S

ATTORNEY (ONLY IF THE CUSTOMER MENTIONS THEY HAVE SOUGHT ONE

}, CUS INDICATED SHE MAY CONTACT AN ATTORNEY BUT AT THIS DAT

E, HAS NOT12. WHAT THE CUSTOMER IS SEEKING FINANCIAL ASSIST

ANCE TOWARD REPAIR, EST. $1200DEALER SAID: HOFFMAN FORD INC6

00 CONNECTICUT BOULEVARDEAST HARTFORD CT 06108(860) 289-7721

CRC ADVISED: | WILL FORWARD YOUR INFORMATION TO FORD'S OFFIC

E OF THE GENERAL COUNSEL. YOU SHOULD RECEIVE A WRITTEN RESP

ONSE WITHIN 15 BUSINESS DAYS TO YOUR CONCERN. NOTE TO CCR: R

EMEMBER TO VERIFY ALL CUSTOMER CONTACT INFORMATION AND DOCUM

ENT INCIDENT/ACCIDENT DATE PRIOR TO SENDING ISSUE.

CONSUMER AFFAIRS 03/25/2010 BMAR25LF CONFIDENTIAL






BEGINNING OF CONTACT
08/28/2009 VOICE OF THE CUSTOMER TRACKING SYSTEM 08.00.06

OGC ISSUE CASE NBR: W
REGION: N1 NEW YORK ZONE: AQ5 CPENED:
VIN: 2FMDA52462 ENGINE: 4 VEH TYPE: T CLOSED: 08/27/2009

LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: _ MI:
ADDRESS:
CITY: STATE: NJ ZIP: [ ]
HOME PHONE:
MODEL YEAR: 2002 MODEL: WINDSTAR SE 4X2 4-DR WAGON
MILEAGE: 80000
DEALER NAME:  FULLERTON FORD SALES CODE:  F13476 P&A: 20651
REASON CODE:  0772LEGAL - ACCIDENT
SYMPTOMS: 509250 AXLE CONCERNS REAR WHL DRIVE FUNCTION
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 791 - ADVISE CUSTOMER INFO WILL BE SENT TO OGC FORD MoTOR
DOCUMENT: ANALYST: MPEREZ98 PEREZ (MPEREZ98),MICHELLE RECE/COMPANY
CLAIMS i
DATE: 08/27/2009 TIME: 11.48.25: NIT
ACTION DATA/COMMENTS: AUG 2 8 2009
FIRE / ACCIDENT A OFFICE OF TH
CUSTOMER SAID: -CUST'S DAYTIME PHONE NUMBER 1SM GENERAL oot
I /. OF ACCIDENT o/2000- 1-REAR AXLE QUNSEL
HE TIRE -WERE THERE INJURIES (BACK AND NECK PAIN)
-LOCATION OF THE VEH WHEN ACCIDENT OCCURRED: RIGHT BEFORE EX
j 87 NORTHBOUND, NEW JERSEY (NEAR METUCHEN APPROXIMATE
L SURE OF CITY)-POLICE WERE BUSY AND COULDN'T COME OUT
UNTIL TOW TRUCK WAS ABOUT TO TAKE THE VEH-POLICE DROVE AWAY
(SHE WAS COMPLETELY IGNORED BY THE POLICE DEPT)-VEH LIMP OVE
R TO THE SHOULDER, IT WAS A HORRIFIC EXPERIENCE-IF A POLICE
REPORT WAS FILED, WHAT THE FINDINGS WERE-287 STATE TROOPER,
NEW JERSEY-CLAIM WAS DENIED BY THE INSURANCE COMPANY THEY SA
ID IT IS A MANUFACTURER'S DEFECT-VEH MIGHT BE REPARABLE BUT
T MIGHT BE OVER $1,000.00 -VEH IS CURRENTLY AT HER INDEPEND
ENT MECHANIC-FORD CAN PICK IT UP, BUT A FLAT BED IS NEEDED-S
EEKING FOR FORD MOTOR COMPANY TO BE RESPONSIBLE FOR THE REPA
IRS/SEEKING TO KNOW IF THERE ARE ANY RECALLS AS WELLDEALER S
AID: -FULLERTON FORD1044 U.S. ROUTE 22 EAST SOMERVILLE, NJ 0
8876 TEL:(800) 975-2500CRC ADVISED: | WILL FORWARD YOUR INFOR
MATION TO FORD'S OFFICE OF THE GENERAL COUNSEL. YOU SHOULD
RECEIVE A WRITTEN RESPONSE WITHIN 15 BUSINESS DAYS TO YOUR C
ONCERN.NOTE TO CCR: REMEMBER TO VERIFY ALL CUSTOMER CONTACT
INFORMATION BEFORE SENDING ISSUE.-ADVISED CUST OF GENUINESER
VICE.COM FOR DLRSHP INFORMATION AND RECALLSADVISED CUST CCR
WOULDN'T BE ABLE TO LET HER KNOW WHAT TO DO BECAUSE WE ARE N
OT TRAINED TO HANDLE THIS CASES-ADVISED CUST OF REFERENCE NU
MBER AS SHE REQUESTED-ADVISED CUST THERE ARE NO OPEN RECALLS
ON THE VEH-ADDRESS CO D TO BE CORRECT: '
LSBOROUGH, NEW JERSEW
CONSUMER AFFAIRS 08/28/2009 FAXOGC2






BEGINNING OF CONTACT

07/02/2009 VOICE OF THE CUSTOMER TRACKING SYSTEM 10.04.56
OGC ISSUE CASE NBR:

REGION: ZONE: OPENED: 06/30/2009

VIN: 2FMZA534518 ENGINE: 4 VEH TYPE: T CLOSED: 06/30/2009

LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: I ME:
ADDRESS: g
CITY: TATE: IL ZIP:
HOME PHONE: ——
MODEL YEAR: 2001 MODEL: WINDSTAR SEL 4X2 4-DR WAGON
MILEAGE: 110000
DEALER NAME: SALES CODE: P&A:
REASON CODE: 0799 ACCIDENT/PRODUCT LIABILITY
SYMPTOMS: 303155 STRG/HANDLING FUNCTION LOSS OF STRG
ORIGIN: CRCBCP - TIER ONE - MELBOURNE COMMUNICATION: PHONE FORD MOTOR Cotspiy
ACTION: T1120 - TIER ONE CLOSE ISSUE CLAE i
DOCUMENT: ANALYST: CGOSSEL! GOSSELIN (CGOSSELI),CASSANDRA
¥
DATE: 06/30/2009 TIME: 14.43.02 JUL 02 2009
ACTION DATA/COMMENTS:
OFFICE OF TH=
-CUST SAYS:-DATE OF THE ACCIDENT?-06JJllP9-WHAT THE CUSTOMER GENERAL COUNSE,

IS ALLEGING THE PRODUCT DEFECTIS T CAUSED ACCIDENT?-REA
R AXLE BROKE-IF THERE WERE ANY INJURIES SUSTAINED?-NO-LOCATI
ON OF THE VEHICLE WHEN THE ACCIDENT OCCURRED?-ST. JOE, MICHI
GAN-WHETHER OR NOT THERE WAS A POLICE REPORT FILED?-NO-WHETH
ER OR NOT THE CUSTOMER HAS FILED A CLAIM WITH THEIR INSURANC
E COMPANY?-NO-WHETHER OR NOT THE VEHICLE IS REPAIRABLE?-YES-
WHAT THE CUSTOMER 1S SEEKING?-FINANCIAL ASSISTANCE FOR REPAI
R---CRC ADVISED---| WILL FORWARD YOUR INFORMATION TO FORD'S
OFFICE OF THE GENERAL COUNSEL. YOU SHOULD RECEIVE A WRITTEN
RESPONSE WITHIN 15 BUSINESS DAYS TO YOUR CONCERN-DID NOT OF
FER MARKETING

CONSUMER AFFAIRS 07/02/2009 DJULC1BF CONFIDENTIAL






BEGINNING OF CONTACT

04/24/2009 VOICE OF THE CUSTOMER TRACKING SYSTEM 11.55.54
OGC ISSUE CASE NBR:
REGION: N1 NEW YORK ZONE: AO03 OPENED: 04/20/2008
VIN: 2FMDA5140XEJSENNE ENGINE: 4 VEHTYPE: T CLOSED:  04/20/2009
LAST NAME: STATUS: CLOSED
TITLE: FIRST NAME: - MI: M
A STATE NY ZiP I
CITY: : :
HOME PHONE:
MODEL YEAR: 1999 MODEL: WINDSTAR LX 4X2 3-DR. WAGON
MILEAGE: 100000
DEALER NAME: BEST FORD SALES CODE: F13034 P&A: 03620
REASON CODE: 0772 LEGAL - ACCIDENT
SYMPTOMS: 509250 AXLE CONCERNS REAR WHL DRIVE FUNCTION
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 791 - ADVISE CUSTOMER INFO WILL BE SENT TC OGC
DOCUMENT: ANALYST: HNABB HEATHER NABB (HNABB)
DATE: 04/20/2009 TIME: 11.43.23 :
ACTION DATA/COMMENTS:
EORD MOTOR COMPANY
FIRE / ACCIDENT RECEIVED
CUSTOMER SAID: 1. AXLE- ON APRIL ATH, WHILE DRIVING, CUST LO CLAIMS UNIT
ST CONTROL OF STEERING WHEEL- WHEN TRIED TO TURN WHEEL IT WO
ULD NOT TURN- VEH BECAME UNCONTROLLABLE- VEH ENDED UP HITTIN APR 2 4 2009
G A WALL- THERE WERE NO INJURIES- CALLED POLICE OFFICERS- NO
REPORTS MADE- POLICE OFFICER AND TOW TRUCK LOOKED AT VEH AN OFFICE OF THE
D SAW THAT THE AXLE HAD BROKEN- BEING TOLD AXLE SHOULD NOT B GENERAL COUNSEL

RAKE, FEELS MANUFACTURING DEFECT- DID NOT FILE WITH INSURANC

E COMPANY, DO NOT HAVE THE COVERAGE- WAS TOLD TO CALL TO KNO
WIF TS NORMAL OR IF ANYTHING CAN BE DONE ABOUT IT- VEH HAS

NOT BEEN DIAG YET- CUST CURRENTLY HAS VEH- VEH NEEDS TO BE
TOWED- WAS TOLD AXLES SHOULD NOT BREAK- MANUFACTURING DEFECT
* SEEKING * IF FORD WILL COMPENSATE CUST FOR THIS- WANTS FOR

D TO HELP FIX VEH- NEEDS A VEHDEALER SAID: - 9-50
JERICHO TURNPIKE FLORAL PARK, NY 11001TEL:%RC
ADVISED: | WILL FORWARD YOUR INFORMATION FICE O

F THE GENERAL COUNSEL. YOU SHOULD RECEIVE A WRITTEN RESPONS
E WITHIN 15 BUSINESS DAYS TO YOUR CONCERN.NQTE TO CCR: REMEM
BER TO VERIFY ALL CUSTOMER CONTACT INFORMATION BEFORE SENDIN
G ESSerjE\'/-é.l:r ADVISED CUST OF ABOVE- THERE ARE NO OPEN RECA

LLS O s

CONSUMER AFFAIRS 04/24/2009 DAPR23LF CONFIDENTIAL


















17.  Inasmuch as the defendant has warranted that the minivans are fit for their usual
uses, the proclivity for structural failure affecting these minivans violates the defendant’s express

warranties.

18.  PlaintifF | | ov s 2001 Windstar.

19. At the time of purchase, plaintiff Jjjjdid not know and could not reasonably

know that his minivan contained the design flaw described above.

20. Sometime after the purchase of his Windstar, in May 2010, the axle of Plaintiff
-minivan cracked and completely failed from internal rust. This failure occurred while

the minivan was being operated.

21.  The experience of the above representative plaintiff is typical of the experiences

of the other class members.

22.  As adirect and proximate result of defendant’s conduct as set forth above, and as
gives rise to the causes of action contained in the enumerated Counts below, plaintiff(s) and the

class:

a. Seek final injunctive relief compelling the defendant to refund the total
value of the vehicles owned by the plaintiff and the class members, or
institute a recall program during which the vehicles will be repaired at no
cost to the owners; and

b. Demand a finding that the 1999-2003 models of the Ford Windstar violate
the implied warranty of merchantability and the express warranties which
apply to the minivans; and,

c. Seek any other appropriate legal or equitable relief as deemed fair and just
by the Court under the circumstances.







































Customer Data Link - CuDL Page 1 of 1

All Action Details for Issue

Year: 2002 Model: WINDSTAR  Case: || NN

VIN: 2FMZA534928

Name: Owner Status: Subsequent WSD: 2002-01-12

Symptom Desc: AXLE CONCERNS REAR WHL DRIVE FUNCTION Primary Phone:

Reason Desc: LEGAL - ACCIDENT Secondary Phone:

Issue Type: 10 OGC Issue Status: CLOSED

Action: ADVISE CUSTOMER INFO WILL BE SENT TO OGC

Dealer: 02370 MULLINAX FORD NORTH CANTON, INC. Origin Desc: US CONCERN CASE BASE
Odometer: 91000 M Comm Type: PHONE

Analyst Name: IRIZARRY, OTTO Analyst: OIRIZAR1

Action Date: 05/06/2010 Action Time: 12.27.30.850 Action Data: Yes

Comments CUSTOMER SAID: COMPLAINT ABOUT SAFETY ISSUE: REAR AXLE BROKE YESTERDAY ON THE
FREEWAY. WHEN GOOGLED THEY FOUND MANY WEBSITES WITH SIMILAR PROBLEM. NEW YORK TIMES HAS AN
ARTICLE ON THIS. SAME THING HAPPENED TO A FAMILY MEMBER. CUST FEELS THAT THIS SHOULD NOT
HAPPEN. AN AXLE SHOULD NOT SNAPACCIDENT:1. DATE OF THE ACCIDENT - Sjjjjjp102. WHAT THE CUSTOMER
IS ALLEGING THE PRODUCT DEFECT IS THAT CAUSED ACCIDENT - AXLE BROKE ON THE FREEWAY3. IF THERE
WERE ANY INJURIES SUSTAINED - NO.4. LOCATION OF THE VEHICLE WHEN THE ACCIDENT OCCURRED - |-77
NORTH OF CANTON OHIO. 5. NO POLICE REPORT FILED. 6.N/A7. N/A8. NO INSURANCE CLAIM FILEDS. IF A CLAIM
HAS BEEN FILED WITH THE INSURANCE COMPANY, WHAT IS THE STATUS OF THE CLAIM. N/A10. WHETHER OR
NOT THE VEHICLE IS REPAIRABLE. - YES - APPRCX §3, 000.0011. NO ATTORNEY12.CUST SEEKS THAT FORD PAY
TO REPAIR THE AXLE AS WELL AS THE TWO TIRES THAT WERE LOST. SHE IS GOING TO REPORT THIS TO
NATIONAL HWY TRAFFIC AND SAFETY ADMIN.DEALER SAID: MULLINAX FORD N. CANTON, INC. 5900 WHIPPLE
AVENUE NWNORTH CANTON, OH 44720 TEL:(877) 765-5196FAX:(330} 491-2488CRC ADVISED: | WILL FORWARD
YOUR INFORMATION TO FORD'S OFFICE OF THE GENERAL COUNSEL. YOU SHOULD RECEIVE A WRITTEN
RESPONSE WITHIN 15 BUSINESS DAYS TO YOUR CONCERN. NOTE TO CCR: REMEMBER TO VERIFY ALL
CUSTOMER CONTACT INFORMATION AND DOCUMENT INCIDENT/ACCIDENT DATE PRIOR TO SENDING ISSUE.

Data Eiement Name Data Value

FIRE /ACCIDENT A

Ford Confidential

https://web.cudl.dealerconnection.com/Issues/CuDLIssueActionsAllPrint.asp?Action=Act_





