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January 24, 2011

VIA CERTIFIED MAIL/RETURN RECEIPT REQUESTED
American Honda Motor Co.

Mail Stop 500-2N-7D

1919 Torrence Boulevard

Torrence, California 90501

Re: .. Amcrican Honda Motor Co.

Our File No. 1155-01

Dear Sirs:

Our law firm iMsel to Mr. | - rcsident of Jacksonville, Florida.

On July 7, 2010, Mr. spine was seriously injured when the rear power liftgate on his
2008 Honda Odyssey suddenly and unexpectedly came down on his back from the fully open
position.

Our research indicates that for years Honda has known about the premature deterioration
in the gas struts which have caused many sudden closures of the liftgates on its Odyssey models.
This product defect presents a serious safety hazard because it allows the liftgates to
unexpectedly close with great force from the fully open position onto the closing path of the
liftgate. Mr.hwas an unfortunate victim of this dangerous condition.

We are prepared to file a suit for compensatory and punitive damages against Honda and
the dealer who sold the vehicle to the i However, before doing so, I want to determine
whether Honda is interested in negotiating a reasonable settlement of Mr. [ NN claim for
compensatory damages. In order to defer the filing of our suit, Honda must contact me in writing
no later than February 15, 2011.

Please direct my letter to the appropriate department within your company for an
effective and timely response.

SDS/mr
CC:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case Details
Case ID: Division : Honda - Auto Condition : Closed Open Date :  6/29/2009 6:26:29 AM
Case Originator : Cristine Perez (Team SC) Sub Division :  Customer Relations Status : Closed Close Date : 7/16/2009 1:01:09 PM
Case Owner .  Candice Sherrard (Team HE) Method : Phone Queue : Days Open: 17
Last Closed By : Candice Sherrard (Team HE Point of Origin : Customer Wipbin :
Case Title : 6F (BROWN'S) — REAR TRUNK LIDS PARTS NO E.T.A ON ARRI No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : - Unit Owner :
Dealer No. : VIN Type / No. : US VIN / 5FNRL38958B
Site Phone No. : Model /Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 24,000
Evening Phone No. : In Service Date : 11/26/2007
Cell / Pager No. : Months In Use : 19
Fax No. : Engine Number : J35A74006553
Address : _ Originating Dealer No. / Name :208370 / NORRIS HONDA
City / State / Zip : PASADENA, MD [l Selling Dealer No. / Name : 208370 / NORRIS HONDA
E Mail : Trim : TOUR
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : WH
Current Dealer No. / Name : 207479 / BROWNS HONDA CITY HONDA & Factory Warranty Start/ End Date :
Phone No. - 410-553-8014 Factory Warranty Cancellation Date :
Address : 7160 RITCHIE HIGHWAY HPP/V/SC Coverage Start/ End Date :
Clty / State / le . GLEN BURNIE, MD 21061 HPP//SC Cancellation Date :
Svc District / Sls District : 96F/B06 Extended Warranty Start / End Date :
Warranty Labor Rate / Date :  $93.00 / . )
Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3. Not Applicable
Party 2 . Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
ﬁ Subcase Close Product Operation 746 Integrated switc
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Issue Details
issue 1D - [ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Candice Sherrard Type 1. Product Status : Subcase Close Open Date :  6/30/2009 7:22:21 AM
issue Qwner : Candice Sheérrard Type 2. Operation Queue : Close Date : 7/16/2009 1:01:08 PM
Issue Title : - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 746 / Integrated switc

Condition Code Desc TrunkLockSwitch 7463
Campaign Code / Desc . /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Repaired/Warranty

Component Category : 16 - Structure
Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report ‘ Run Date : 10/06/2011

Case History

case D |GG case Title:  6F (BROWN'S) - [ BBB@l- REAR TRUNK LIDS PARTS NO E.T.A ON ARRIVAL

*** CASE CREATE 6/29/2009 6:26:29 AM, cperez
Contact =_ Priority = N/A, Status = Solving,.
**#* CASE EXTENDED WARRANTY LOOKUP 6/29/2009 6:27:06 AM, cperez
WARRANTY CHECK 06/29/2009 06:27:06 AM cperez
No data found for VIN.
*** CASE CLAIMS LOOKUP 6/29/2009 6:27:11 AM, cperez
CLAIM CHECK 06/29/2009 06:27:11 AM cperez
The following Claim History information was found
0; 2008-07-24; 207479; 156271; 510; 110199 ; ENGINE ASSEMBLY - REPLACE.
*** CASE CAMPAIGN LOOKUP 6/29/2009 6:27:12 AM, cperez
CAMPAIGN CHECK 06/29/2009 06:27:12 AM cperez
No data found for VIN
*** CASE VSC LOOKUP 6/29/2009 6:27:15 AM, cperez
VSC-CUC CHECK 06/29/2009 06:27:15 AM cperez
No data found for VIN.
*** CASE VSC LOOKUP 6/29/2009 6:32:37 AM, cperez
VSC-CUC CHECK 06/29/2009 06:32:37 AM cperez
No data found for VIN.
*** CASE MODIFY 6/29/2009 6:32:45 AM, cperez
into WIP defauit and Status of Solving.
**% NOTES 6/29/2009 6:34:36 AM, cperez, Action Type : Call from Customer
Verified Customer Information//

Situation: Customer is calling about vehicle
Request: Customer would like to know about power sensor switch.

Probing Questions: Customer states the trunk lid slammed shut on her back, about two weeks, ago, needs new shocks, and the pressure sensor dose not work.
Customer states they cannot get the part. Customer states they have been waiting for 2 weeks, customer states at Brown Honda 4/12/09, and was told by

SA John that the part was not available. Customer was told that the vehicle would be in 4/16/09. Customer states she went back in and was told they

would not get the part in and was told they would get the part in 6/18/09. Customer states she was not given a call back since 4/16/09 about the issue,

and finally she was told that there is not E.T.A on the part. Customer dose not have the part number of the necessary parts. Customer states she also was

not provided a loaner vehicle, and customer states the trunk also fell on her 13 year old before. Customer is not very satisfied, with the help she is getting
from the dealership as well as her vehicle. Customer would like AHM to assist her in obtaining the parts necessary for her trunk latch to work properly, and
not fall on people.

Inbound Summary: ACS documented her concern and for customer satisfaction ACS will be dispatching her case to an RCM for further review she would be receiving
a call back with in 1-2 business days. ACS also advised the customer that it is on a case by case basis that RCM make their decisions. The customer understood
ACS position and no further assistance was needed.

*** NOTES 6/29/2009 6:34:51 AM, cperez, Action Type : Call from Customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D || G case Title :  6F (BROWN'S) | BB - REAR TRUNK LIDS PARTS NO ET.A ON ARRIVAL

best number 4438294466
#+* CASE DISPATCH 6/29/2009 6:36:00 AM, cperez
from WIP default to Queue Honda Team E.
*** CASE ACCEPT 6/29/2009 8:06:42 AM, csherrar
from Queue Honda Team E to WIP Default.
*#* CASE MODIFY 6/30/2009 7:20:53 AM, csherrar
into WIP Default and Status of Solving.
«+x SUBCASE ||| R:A TE 6/30/2009 7:22:21 AM, csherrar
Created in WIP Default with Due Date 6/30/2009 7:22:21 AM.
**+¥ CASE MODIFY 6/30/2009 7:22:30 AM, csherrar
into WIP Default and Status of Solving.
#** NOTES 6/30/2009 7:25:29 AM, csherrar, Action Type : Call to Customer

CM contacted the customer and left a message at the daytime number acknowledging that AHM has received the case and explained that AHM will need to follow
up with the dealership regarding the part shock and contact them on 7/02/2009. CM provided contact information, office hours and ended the message.

**++ CASE MODIFY 6/30/2009 7:25:55 AM, csherrar
into WIP Default and Status of Solving.
*** COMMIT 6/30/2009 7:25:58 AM, csherrar, Action Type :

Made to || << 07/032000 07:26:00 AM.
DCS Follow-Up

*** NOTES 6/30/2009 7:27:38 AM, csherrar, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 7/3/2009 7

This customer contacted our office regarding the following issue(s):
1. Trunk hydraulic shock
The customer contacted our office and indicated that the part is not available. Is the part on CBO?

In the interest of customer satisfaction we would like to resolve this situation as soon as possible. Please perform the following and take appropriate action:
Please check for any open/closed invoices regarding the above issue and contact me by 7/02/2009 to discuss the findings and service history of the vehicle.
Please call or transmit a iN response to the Customer Service Office by the due date. Thank you for your prompt attention to this matter.

Candice Sherrard
1-310-783-7702 DPSM - Dealer Use Only
Automobile Customer Service

**% CASE MODIFY 6/30/2009 7:27:43 AM, csherrar
into WIP Default and Status of Solving.

*** CASE FULFILL 6/30/2009 7:27:47 AM, csherrar

Fulfilled forl | e 07/03/2009 07:26:00 AM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History
case ID: |G case Title 1 6F (BROWN'S) - [JJJNENJEI - R5AR TRUNK LIDS PARTS NO E.T.A ON ARRIVAL

*#x COMMIT 6/30/2009 7:27:50 AM, csherrar, Action Type : N/A

Call dIr CC!

*** CASE MODIFY 6/30/2009 7:28:04 AM, csherrar
into WIP Default and Status of Solving.

*** NOTES 7/1/2009 8:24:42 AM, csherrar, Action Type : Call from Dealer
T2 Case Manager spoke to SM - Bob Burkhart, provided the call disclosure and he indicated that the customer's concern is that the Rear Hatch Struts are
on back order and the release date keeps being pushed back. The SM stated that the customer is a good customer but at this time there is not much els they
can do because the part was put on C.B.O.
T2 Case Manager requested that the SM provide CM with the part number and AHM may be able to et some better information for him and the customer. The
SM stated that he will get the Part# and contact me sometime today. CM thanked the SM and ended the call.

**% CASE MODIFY 7/1/2009 8:25:09 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.

*** NOTES 7/1/2009 9:17:32 AM, csherrar, Action Type : Call from Dealer

CM received a call from SM - Bob, provided the call disclosure and he provided CM with part #74820-SHJ-A71. CM checked the dealer back order
list and found that they did not upgrade to CBO. CM requested that he upgrade the order to CBO so that CM can interface with a CBO representative at
AHM to see if we can get the part to their store immediately. CM thanked the SM and ended the call.

*** CASE MODIFY 7/1/2009 9:21:02 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
**+* CASE MODIFY 7/1/2009 9:38:21 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** NOTES 7/6/2009 1:59:37 PM, csherrar, Action Type : Call to Customer

T2 Case Manager contacted Ms.-rovided the call disclosure and inquire if the customer received a call form the dealership regarding receipt of the order.
The customer stated that she took her vehicle into the dealership today for repair and should be picking it up tomorrow. I then informed her that CM will follow
up with her on 7/9/2009 to make sure that she is satisfied with the repairs. The customer agreed, thanked me and ended the call.

*** CASE MODIFY 7/6/2009 1:59:44 PM, csherrar

into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/6/2009 2:02:11 PM, csherrar

into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE FULFILL 7/6/2009 2:02:14 PM, csherrar

Fulfilled for | N due 07/02/2009 12:00:00 AM.

*** COMMIT 7/6/2009 2:02:18 PM, csherrar, Action Type : N/A

*** CASE MODIFY 7/6/2009 2:02:37 PM, csherrar

into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/7/2009 7:24:38 AM, csherrar

into WIP 6F - Bill Wheatley (PA) and Status of Solving.
**¥* CASE MODIFY 7/9/2009 10:30:01 AM, csherrar
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case D |GGG Case Title:  6F (BROWN'S) - INEESSSNSNNNE - REAR TRUNK LIDS PARTS NO E.T.A ON ARRIVAL

into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/9/2009 10:40:14 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*#*¥ NOTES 7/9/2009 10:41:04 AM, csherrar, Action Type : Call to Customer

CM contacted the customer and left a message at the daytime number inquiring if his repairs were performed on his vehicle and requested a return call. CM provided
contact information and follow up date of 7/16/2009. CM ended the call.

*** CASE MODIFY 7/9/2009 10:41:37 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE FULFILL 7/9/2009 10:41:40 AM, csherrar
Fulfilled for_ due 07/09/2009 12:00:00 AM.
#x% COMMIT 7/9/2009 10:41:44 AM, csherrar, Action Type : N/A
Lasr call repanired? CLOSE CASE NOW!
*** CASE MODIFY 7/9/2009 10:42:52 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
***x CASE MODIFY 7/9/2009 10:45:44 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/9/2009 10:46:06 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
**+* CASE MODIFY 7/9/2009 10:46:45 AM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/16/2009 12:55:45 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving,.
***% CASE MODIFY 7/16/2009 12:57:47 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** NOTES 7/16/2009 1:00:25 PM, csherrar, Action Type : Call to Customer
CM contacted the customer and left a message indicating that CM as made efforts to contact the customer and due to no response AHM will close the case at

this time and presume that the repairs that were done on his vehicle were to his satisfaction. CM thanked customer, left contact information for any further questions
and ended the message.

*** CASE MODIFY 7/16/2009 1:00:31 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
***x CASE MODIFY 7/16/2009 1:00:41 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/16/2009 1:00:52 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** CASE MODIFY 7/16/2009 1:01:06 PM, csherrar
into WIP 6F - Bill Wheatley (PA) and Status of Solving.
*** SUBCASE N012009-06-2900057-1 CLOSE 7/16/2009 1:01:08 PM, csherrar
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
Case D : (G case Title - 6F (BROWN'S) B - REAR TRUNK LIDS PARTS NO E.T.A ON ARRIVAL

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 7/16/2009 1:01:09 PM, csherrar
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report " Run Date : 10/06/2011
Case Details
Case ID: ] Division : Honda - Auto Condition ; Closed Open Date :  8/17/2011 1:24:25 PM
Case Originator : Sopana Sann (Team HB) Sub Division :  Customer Relations Status : Closed Close Date . 9/14/2011 2:06:52 PM
Case Owner . Wayne Zitter (Team HF) Method : Phone Queue : Days Open: 28
Last Closed By : Wayne Zitter (Team HF) Point of Origin : Customer Wipbin :

Current Dealer No. / Name : 208563 / WEST COUNTY HONDA

Phone No. : 636-391-6900

Address : 15532 MANCHESTER ROAD
City / State / Zip : ELLISVILLE, MO 63011

Svc District / Sis District:  08H / E08

Warranty Labor Rate / Date :  $99.00 / .
Comp Ind. :

Case Title : 8H - (WEST COUNTY HONDA) - |} - REAR STRUTS LEAKI No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : _ Unit Owner : ]
Dealer No. : VIN Type / No. : Us VIN / SFNRL3890S B R
Site Phone No. : Model / Year : ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 25,000
Evening Phone No. : In Service Date : 01/24/2008
Cell / Pager No. : Months In Use : 43
Fax No. : Engine Number : J35A74011624
Address : ] Originating Dealer No. / Name :206952 / MUNGENAST ST. LOUIS HONDA
City / State / Zip : GLENCOE, MO- Selling Dealer No. / Name : 206952 / MUNGENAST ST. LOUIS HONDA
E Mail : Trim : TOUR
Svc District / Sls District:  / No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : BE

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/\/SC Coverage Start / End Date :

HPP/N/SC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name: :

Previous Dealer Info : 3rd Party Info :

Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- PR | Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date : 10/06/2011

Issue Details

Resolutions :  Assist - AHM Partial, CR Generated Gdwill, Documented Concern,

Issue ID: Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Wayne Zitter Type 1: Product Status : Subcase Close Open Date :  8/17/2011 4:03:20 PM
Issue Owner : Wayne Zitter Type 2 : Operation Queue : Close Date : 9/14/2011 2:06:49 PM
Issue Title : ||| - ProDUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc : /
Temperament Code : Please Specify

Component Category : 16 - Structure
Previously Published: NO

Fire Indicator : NO Parts Info :

Rollover Indicator : NO Part No.

Part Description

BO Reason

Cosmetic / Sound Quality indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
. Case History
Case ID: I Case Title :  8H- (WEST COUNTY HONDA) - ||} - REAR STRUTS LEAKING REQ.

*** CASE CREATE 8/17/2011 1:24:25 PM, ssann
Contact = || IGNNNEE Priority = N/A, Status = Solving,.
***% CASE MODIFY 8/17/2011 1:25:05 PM, ssann
into WIP default and Status of Solving.
**+ CASE MODIFY 8/17/2011 1:27:10 PM, ssann
into WIP default and Status of Solving.
*** CASE MODIFY 8/17/2011 1:29:33 PM, ssann
into WIP default and Status of Solving.
*+* CASE MODIFY 8/17/2011 1:31:37 PM, ssann
into WIP default and Status of Solving,.
**#* NOTES 8/17/2011 1:34:02 PM, ssann, Action Type : Call from Customer
I verified the customer contact information.

The customer best contact number is: _

The customer called ACS and states that he took his vehicle to the dealerhip for an alignment service and finds that the struts is leaking. He states that
he notice that there was a noise in the rear struts before. The customer states that the Service Advisor will not replace it and told him to call ACS.
The customer is calling to having his vehicle repaired. He is the original owner / Per Air Base 18 services.

ACS advised the customer that the case will be dispatch to a RCM for further review and consideration to see if there is any goodwill assistance outside the
warranty period. ACS advised the customer that these cases are being reviewed on a case by case basis and that there are no guaranteed of assistance/resolution.
ACS advised that a RCM will contact him within 1-2 business days.

The customer understood and ended the cali
*#%¥ CASE MODIFY 8/17/2011 1:34:11 PM, ssann
into WP default and Status of Solving.
*** CASE DISPATCH 8/17/2011 1:34:20 PM, ssann
from WIP default to Queue Honda Team F.
***% CASE MODIFY 8/17/2011 1:34:22 PM, ssann
into WIP default and Status of Solving.
*** CASE ACCEPT 8/17/2011 2:04:17 PM, wzitter
from Queue Honda Team F to WIP Default.
4k CASE MODIFY 8/17/2011 4:02:55 PM, wzitter
into WIP Default and Status of Solving,.
=+« SUBCASE || RcA E 8/17/2011 4:03:20 PM, witter
Created in WIP Default with Due Date 8/17/2011 4:03:20 PM.
**k CASE MODIFY 8/17/2011 4:03:23 PM, wzitter
into WIP Default and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011

Case History
case 0: || KT Case Title :  8H - (WEST COUNTY HONDA) - ||} R:AR STRUTS LEAKING REQ.
*EE COMMIT 8/17/2011 4-13:30 PM, wzitter, Action Type :
Made to due 08/22/2011 04:15:54 PM.
DCS Follow-Up

*** NOTES 8/17/2011 4:16:08 PM, wrzitter, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 8/22/2011

This customer contacted our office regarding the following issue(s):

Rear Struts

In the interest of customer satisfaction we would like to resolve this situation as soon as possible. Please perform the following and take appropriate action:

Please provide the following information:

* Diagnostic (complaint - cause - correction)

* Customer repair cost? & Warranty Rate? (parts and labor)
* Current mileage.(at time of diagnostic or last service)

* Service history, if available

* RO #(s)

Please call or transmit a iN response to the Customer Service Office by the due date. Thank you for your prompt attention to this matter.

Wayne Zitter
Automobile Customer Service
*** CASE MODIFY 8/17/2011 4:16:13 PM, wzitter
into WIP Default and Status of Solving.
*** CASE MODIFY 8/18/2011 7:08:38 AM, wzitter
into WIP Default and Status of Solving.
*+* NOTES 8/18/2011 7:10:14 AM, wzitter, Action Type : Call to Customer

I called the customer and left a voicemail message in regards to the concerns of the rear strut leaking. I did advise the customer that we would welcome a callback
to further discuss the concerns. I did advise the customer that should we not hear from them by 08/23/2011 we would try them again. I provided the ACS
contact information and direct extension.

*** CASE MODIFY 8/18/2011 7:10:28 AM, wzitter
into WIP Default and Status of Solving.
**x COMMIT 8/18/2011 7:10:35 AM, wzitter, Action Type : N/A
Made to | v 08/23/2011 12:00:00 AM.
Follow-up w/Customer w/ Rear Strut
*** NOTES 8/22/2011 10:29:38 AM, wzitter, Action Type : Note-General

TRXNUM PID  FNAME .LNAME VIN TRXDATE SERVAMT
ODOMETER DLRID MAKE MODEL '

238388619  A23698020 N 57 VRL3890SEHEN03/04/2010 12:00:00
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :

10/06/2011

Case D : I

AM607.88 15010 208469 HOND ODYSSEY
262165780 A23698020
AM 112.02 20919 2085 SSEY
250914984 A23698020
AM 24 18846 208563 SEY

238006582 A23698020 GILYARD
AM 1885 15128 20851 SSEY
224108493 A23698020 GILYARD
AM569.24 100 20695 SEY

224108497 A23698020
AM 4495 6264 20851 SEY
224108491 A23698020

AM376.2 6873 20856 SEY
224108489 A23698020 GILYARD
AMO 7202 208563 EY

224108490 A23698020
AM O 7763 208563
224108495 A23698020
AM 654 7837 208469 SEY

EY

224108496 A23698020 GILYARD
AM 76.3 8053 208469 SEY
224108494 A23698020 GILYARD
AM21.8 8299 208469 SEY
224108498 A23698020 GILYARD
AM 103.48 8566 20851 SSEY

224108492 A23698020
AM 726.73 10458 2085 SSEY
224108502 A23698020
AM 77.65 11401 20846 SSEY

224108501 A23698020 GILYARD
AMO 11420 208469 EY
224108503 A23698020 GILYARD
AM?2725 11675 20846 SSEY

240425721 A23698020 GILYARD

AMO 15400 208469 HOND ODYSSEY
*** CASE MODIFY 8/22/2011 10:29:46 AM, wzitter
into WIP 08H - John Lenon and Status of Solving.

*** NOTES 8/22/2011 10:57:45 AM, wzitter, Action Type :

GILYARD - 5SFNRL38908B

GILYARD

GILYARD

GILYARD

GILYARD

GILYARD

GILYARD

GILYARD

Case History

Case Title :  8H - (WEST COUNTY HONDA) - ||l - REAR STRUTS LEAKING REQ.

11/09/2010 12:00:00

5FNRL38908B; 08/04/2010 12:00:00

5FNRL38908B 03/01/2010 12:00:00
5FNRL38908B 02/06/2008 12:00:00
SFNRL38908B| 09/26/2008 12:00:00
5FNRL38908B 10/10/2008 12:00:00
S5FNRL38908B 10/17/2008 12:00:00
S5FNRL38908B; 10/31/2008 12:00:00
S5FNRL38908B| 11/01/2008 12:00:00
SFNRL38908B 11/05/2008 12:00:00
5FNRL38908B; 11/12/2008 12:00:00
5FNRL38908B 11/26/2008 12:00:00
5FNRL38908B 03/17/2009 12:00:00
SFNRL38908B| 07/23/2009 12:00:00
S5FNRL38908B| 07/23/2009 12:00:00
5FNRL38908B; 09/02/2009 12:00:00

SFNRL38908B| 04/01/2010 12:00:00

Call to Dealer

1 spoke with the SM, Matt and that he will look into the customer!( !s concerns and get back to ACS.

**¥ CASE FULFILL 8/22/2011 10:57:50 AM, wzitter

Fulfilled for ||| G A< 08/22/2011 04:15:54 PM.

Page # : 39




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case ID: |GGG Case Title:  8H - (WEST COUNTY HONDA) - NN - REAR STRUTS LEAKING REQ.

*** CASE MODIFY 8/23/2011 2:45:44 PM, wzitter
into WIP 08H - John Lenon and Status of Solving.
*** CASE MODIFY 8/23/2011 2:45:55 PM, wzitter
into WIP 08H - John Lenon and Status of Solving.
*+* NOTES 8/23/2011 2:46:14 PM, wazitter, Action Type : Call from Dealer
SM, Matt did get back to ACS in regards to the customer concerns of the rear struts. SM, Matt indicated that the rear strut is about $693.33 to
replace. ' :
*** NOTES 8/23/2011 2:47:44 PM, wzitter, Action Type : Call from Customer

I called the customer and left a voicemail message in regards to the concerns of the rear strut leaking. I did advise the customer that we would welcome a callback
to further discuss the concerns. I did advise the customer that should we not hear from them by 08/29/2011 we would try them again. I provided the ACS
contact information and direct extension.

*+* CASE MODIFY 8/23/2011 2:47:50 PM, wzitter
into WIP O8H - John Lenon and Status of Solving.
*+* CASE FULFILL 8/23/2011 2:47:57 PM, wzitter
Fulfilled for || ov- 08232011 12:00:00 AM.
**+ COMMIT 8/23/2011 2:48:00 PM, wzitter, Action Type : N/A
Follow-up w/Customer w/ Rear Strut
*+* CASE MODIFY 8/29/2011 7:47:24 AM, wzitter
into WIP O8H - John Lenon and Status of Solving.
*¥x CASE MODIFY 8/29/2011 7:47:59 AM, wzitter
into WIP O8H - John Lenon and Status of Solving,
*¥** CASE MODIFY 8/29/2011 7:48:10 AM, wzitter
into WIP 08H - John Lenon and Status of Solving.
**+* CASE MODIFY 8/29/2011 7:48:11 AM, wrzitter
into WIP O8H - John Lenon and Status of Solving.
*** NOTES 8/29/2011 8:12:55 AM, emataali, Action Type : Call from Customer
Verified customer(_s contact information

Best contact number: [

Customer was calling to see if he can speak with his CM. Customer states he has not been able to speak with his CM about his case yet. ACS verified that
the numbers on file are his best contact number and didn[it provide any other numbers.

ACS warm transferred the customer to his CM.

*** NOTES 8/29/2011 8:25:48 AM, wzitter, Action Type : Call from Customer
1 spoke with the customer in regards to the rear struts. Customer stated that he has been talking to the SM, Todd. I explained to the customer that the
SM, is Matt Annis. I explained to the customer that | still need to review the case with the SM, Matt however he was out of the dealership last week.

Customer stated that he is only out of warranty by 8 months and under mileage. Customer stated that he is looking for any type of assistance towards the cost
of the repairs. I did advise the based upon the age of the vehicle there are no guarantees that assistance would be provided. I did advise the customer that
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. CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History

case ID : NG . Case Title :  8H - (WEST COUNTY HONDA) - | - REAR STRUTS LEAKING REQ.

1 would follow-up with him no later then 09/01/201 1. Customer agreed.
**+* CASE MODIFY 8/29/2011 8:32:28 AM, wzitter

into WIP O8H - John Lenon and Status of Solving.
*** NOTES 8/29/2011 8:32:55 AM, wzitter, Action Type : Call to Dealer

I spoke with the SM, Matt in regards to the concerns. SM, Matt indicated that the customer has some history and that the rear hatch struts is leaking from
the seals. I did advise the SM, Matt that based upon the age and the mileage of the vehicle I would provide assistance as follows.

DPSM involved? {1No

Customer pay quote from Dealership:

Total Warranty Repair Cost’) §  200.00

Total Amount Authorized for claim:C § 150.00
Percentage of Goodwill Authorized: 1175%

Total the Customer will pay[] $ 50.00 [+ Applicable tax

SM, Matt to contact the customer with goodwill offer.
**+ CASE MODIFY 8/29/2011 8:34:30 AM, wzitter
into WIP O8H - John Lenon and Status of Solving.
*#* CASE FULFILL 8/29/2011 8:34:59 AM, wzitter
Fulfilled for | .- 08/29/2011 12:00:00 AM.
*** COMMIT 8/29/2011 8:35:01 AM, wzitter, Action Type : N/A
Follow-up w/Customer w/ Rear Hatch Struts
*** NOTES 9/1/2011 12:56:03 PM, wzitter, Action Type : Call to Customer
I called the customer in regards to the rear struts. Customer stated that the dealership did call him back with the offer. Customer is just a little concerned
that the diagnosis maybe incorrect but he was going to talk to the SM, Matt. 1 did advise the customer that I would follow-up with him on 09/08/2011.
Customer agreed.
*** CASE FULFILL 9/1/2011 12:56:09 PM, wzitter
Fulfilled for [N e 09/01/2011 12:00:00 AM.
*** COMMIT 9/1/2011 12:56:11 PM, wzitter, Action Type : N/A
Follow-up w/Repairs and Close
*** NOTES 9/8/2011 9:06:47 AM, wzitter, Action Type : Note-General
I called the customer and left a voicemail message in regards to the concerns of the rear hatch strut concerns. I did advise the customer that I would welcome
a callback to further review the case. I did advise the customer that should I not hear form them by 09/14/2011 I would try them again. [ provided
the ACS contact information and direct extension.
*** CASE FULFILL 9/8/2011 9:06:53 AM, wzitter
Fulfilled for || o 09/08/2011 12:00:00 AM.
*** COMMIT 9/8/2011 9:06:54 AM, wzitter, Action Type : N/A
Follow-up w/Repairs and Close

*** CASE RULE ACTION 9/14/2011 12:24:25 PM, sa
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' CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case 1D: NG Case Title:  8H - (WEST COUNTY HONDA) - IR REAR STRUTS LEAKING REQ.

Action owner - 30 days of rule Case Closure fired

¥** NOTES 9/14/2011 2:04:11 PM, wzitter, Action Type : Call to Dealer
SM, Matt indicated that the repairs have been completed.

*** NOTES 9/14/2011 2:06:26 PM, wzitter, Action Type : Call to Customer

1 called the customer and left a voicemail message to follow-up with the repairs. I did advise the customer that should he require any further assistance to
contact our office and we would be more then happy to assist to see what we can do. 1 provided the ACS contact information.

*+* SUBCASE | NG 0S5 9/14/2011 2:06:49 PM, wzitter

Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 9/14/2011 2:06:50 PM, wzitter
into WIP O8H - John Lenon and Status of Solving,

*** CASE CLOSE 9/14/2011 2:06:52 PM, wzitter
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case Details
Case ID : I Division : Honda - Auto Condition : Closed Open Date :  10/6/2010 10:41:59 AM
Case Originator : Robert Enriquez (Team HA) Sub Division :  Customer Relations Status : Closed Close Date :  10/6/2010 10:52:25 AM
Case Owner:  Robert Enriquez (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Robert Enriquez (Team HA) Point of Origin : Customer Wipbin :
Case Title : _ - No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : I Unit Owner : _
Dealer No. : VIN Type / No. : US VIN / SFNRL38958B
Site Phone No. : Model / Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW / A
Day Phone No. : Miles / Hours : 41,824
Evening Phone No. : In Service Date : . 02/17/2008
Cell / Pager No. : Months In Use : 32
Fax No. : Engine Number : J35A74023896
Address : ] Originating Dealer No. / Name :206559 / HARDIN HONDA
City/State / Zip:  RANCHO SANTA MAR, CAJIR Selling Dealer No. / Name : 206559 / HARDIN HONDA
E Mail : ‘ Trim : TOUR
Svc District / Sls District:  / A No. Of Doors : 5
Transmission Code : S5AT
Current Dealer Info : Exterior Color : GX
Current Dealer No. / Name :207237 / FLADEBOE HONDA Factory Warranty Start / End Date :
Phone No. - 949-830-7600 Factory Warranty Cancellation Date :
Address : 16 AUTO CENTER DR. HPP//SC Coverage Start/ End Date :
City / State / Zip : IRVINE, CA 92618 ’ 1 HPP/NSC Cancellation Date
Svc District / Sls District:  01F / C01 Extended Warranty Start/ End Date :
Warranty Labor Rate / Date : $100.00 / E ) i
, xtended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 |Labor Code Labor Code Desc
I PRODUCT - [Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issue Title : |l - PRODUCT - OPERATION

Spool Report Run Date : 10/06/2011-
Issue Details
Issue ID : Disposition: Complaint -Condition : Closed Wipbin :
Issue Originator . Robert Enriquez Type 1: Product Status : Subcase Close Open Date :  10/6/2010 10:52:00 AM
Issue Owner : Robert Enriquez Type 2 . Operation Queue : Close Date : 10/6/2010 10:52:18 AM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc - Tailgate 8236
Campaign Code / Desc:  /

Temperament Code : Please Specify

Resolutions :  Assist Denied, Documented Concern
Component Category : 16 - Structure

Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

Case D | Case Tite - | -

*** CASE CREATE 10/6/2010 10:41:59 AM, renrique
Contact = _ Priority = N/A, Status = Solving.
***¥ CASE EXTENDED WARRANTY LOOKUP 10/6/2010 10:46:41 AM, renrique
WARRANTY CHECK 10/06/2010 10:46:41 AM renrique
No data found for VIN.
*** CASE CLAIMS LOOKUP 10/6/2010 10:46:48 AM, renrique
CLAIM CHECK 10/06/2010 10:46:47 AM renrique
The following Claim History information was found
0; 2010-02-02; 207237; 578361, 510; 218100 ; TORQUE CONVERTER - REPLACE. INCLUDES TEST DRIVE
05-ON ODYSSY > 40016-6 + 40018-6. RDGLN >40915-
*** CASE CAMPAIGN LOOKUP 10/6/2010 10:47:33 AM, renrique
CAMPAIGN CHECK 10/06/2010 10:47:33 AM renrique
The following Campaign information was found
10-017; R30; 07-08 ODYSSEY ELEMENT SOFT BRK; 05/05/10; FX;
09-053; R32; 07-09 ODYSSEY LC JUDDER; 05/05/10; FX;
*** CASE VSC LOOKUP 10/6/2010 10:47:36 AM, renrique
'VSC-CUC CHECK 10/06/2010 10:47:36 AM renrique
No data found for VIN.
*** CASE MODIFY 10/6/2010 10:50:36 AM, renrique
into WIP default and Status of Solving.
*** NOTES 10/6/2010 10:50:55 AM, renrique, Action Type : Call from Customer
Updated Customers Info

Customer called in stating that the tail gate is malfunctioning. Customer stated that the tail gate door slams closed. Customer stated that they took in the
vehicle to dealer FLADEBOE HONDA DLR#207237 and they quoted the repair to be 183.00. Customer also stated that the repair is not covered under
the limited warranty and they should try to contact AHM for assistance. Customer is calling to see if AHM would provide financial assistance.

ACS advised that the part is outside of the warranty parameter of 3 yr/ 36k miles whichever comes first. ACS advised since the vehicle is already at the
Dealership they can speak to SM for further assistance. Customer understood and needed no further assistance.
*** CASE VSC LOOKUP 10/6/2010 10:51:03 AM, renrique
VSC-CUC CHECK 10/06/2010 10:51:03 AM renrique
No data found for VIN.
*++ SQUBCASE I REATE 10/6/2010 10:32:00 AM, renrique
Created in WIP Default with Due Date 10/6/2010 10:52:00 AM.

+xx SUBCASE | I 1. OSE 10/6/2010 10:52:18 AM, renrique

Status = Solving, Resolution Code = Instruction Given
*** CASE MODIFY 10/6/2010 10:52:20 AM, renrique
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
: Spool Report Run Date : 10/06/2011

Case History

case0: case Tite: |

into WIP default and Status of Solving.
**+* CASE CLOSE 10/6/2010 10:52:25 AM, renrique
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date . 10/12/2011
Case Details
Case ID : _ Division : Honda - Auto Condition : Closed Open Date :  7/6/2011 10:10:05 AM
Case Originator : LaTanya Ducksworth (Team HB)  Sub Division :  Customer Relations Status : Closed Close Date : 7/15/2011 7:08:09 AM
Case Owner .  Kai Makaena (Team HE) Method : Phone Queue : Days Open: 9
Last Closed By : Kai Makaena (Team HE) Point of Origin : Customer Wipbin :
Case Title : 07J(GERMAIN HONDA) - IIEEEEEE - 7211 GATE ANCHOR COMPLAI No. of Attachments : 0
Site / Contact Info : Product info':
Site Name : _ Unit Owner :
Dealer No. : VIN Type / No. : US VIN / 5FNRL3893 8B
Site Phone No. : Model / Year : ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW / A
Day Phone No. : Miles / Hours : 55,000
Evening Phone No. : In Service Date : 02/18/2008
Cell / Pager No. : Months In Use : 41
Fax No. : () - Engine Number : J35A74027214
Address : ] Originating Dealer No. / Name :207367/ BRAMAN HONDA
City / State / Zip : MARCO ISLAND, FL R Selling Dealer No. / Name : 208299 / RICK CASE HONDA
- E Mail : Trim : TOUR
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : BK
Current Dealer No. / Name : 207316 / GERMAIN HONDA OF NAPLES Factory Warranty Start / End Date -
Phone No. - 239-643-4044 Factory Warranty Cancellation Date :
Address : 3707 DAVIS BOULEVARD HPP/VSC Coverage Start / End Date :
Clty / State / Zip . NAPLES, FL 34104 HPP/VSC Cancellation Date :
Svc District / Sls District : ~ 07J/ F07 Extended Warranty Start/ End Date -
Warranty Labor Rate / Date :  $95.00 / ) )
) Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3. Not Applicable
Party 2: Not Applicable Party 4 : Not Applicable
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
‘:j Subcase Close Product Accident/Injury 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/12/2011
Issue Details
m:—— Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : LaTanya Ducksworth Type 1: Product Status : Subcase Close Open Date : 7/6/2011 10:17:28 AM
Issue Owner : Kai Makaena Type 2 : Accident/Injury Queue : Close Date : 7/15/2011 7:08:08 AM
Issue Title : - PRODUCT - ACCIDENT/INJURY
Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc :823 / Rear Compartment
Condition Code Desc Tailgate Anchor 8238
Campaign Code / Desc ./

Temperament Code : Please Specify
Resolutions :  Assist - Dealer100%
Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Solution ID :
Solution Title :

Resolution Title :

Parts Info :

Part No. Part Description

BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case History
case D : [ GG Case Title :  07J-(GERMAIN HONDA) - NS - TAILGATE ANCHOR COMPLAINT

**% CASE CREATE 7/6/2011 10:10:05 AM, Iduckswo
Contact _, Priority = N/A, Status = Solving.

#++ SUBCASE ||| I CR:ATE 7/6/2011 10:17:28 AM, lduckswo
Created in WIP Default with Due Date 7/6/2011 10:17:28 AM.

*¥%* CASE MODIFY 7/6/2011 10:20:49 AM, lduckswo
into WIP default and Status of Solving.

***¥ NOTES 7/6/2011 10:23:39 AM, tduckswo, Action Type : Call from Customer
Updated customer information

Best contact number: || NN

The customer states that last week his son was loading some things into the rear of the vehicle when the hydraulic on the tailgate gave in and dropped the door
on him. He states that his son had a bump on his head where the tailgate came down. The customer states that he took the vehicle to the dealership and they
advised him the vehicle is outside of the warranty and he would have to pay for the repairs on the tailgate. The customer feels this is a safety issue and wanted
to make AHM aware of the issue because he feels someone could seriously be hurt by the tailgate. The customer would like to know what AHM will do to fix
this issue because his son could have been injured more seriously by the tailgate.

AHM advised the customer that I would forward his complaint to a CM for review. I advised him a CM would respond within 1-2 business days and provided
the customer with his case number. I advised the customer that I cannot guarantee assistance because his vehicle is outside of the warranty, however we can review
his request on a case by case basis.

++x SUBCASE GGG 0D 7Y 7/6/2011 10:24:02 AM, lduckswo

into WIP default and Status of Solving.

#x+ QUBCASEIIIEGEGEE D SPATCH 7/6/2011 10:24:13 AM, Iduckswo
from WIP default to Queue Honda Team E.

**x CASE MODIFY 7/6/2011 10:24:32 AM, Iduckswo
into WIP default and Status of Solving.

**¥ CASE DISPATCH 7/6/2011 10:24:37 AM, Iduckswo
from WIP default to Queue Honda Team E.

*#*x CASE MODIFY 7/6/2011 10:24:43 AM, Iduckswo
into WIP default and Status of Solving.

*#* CASE ASSIGN 7/6/2011 11:13:29 AM, ltafoya
_to kmakaena, WIP

*#% CASE RULE ACTION 7/6/2011 11:13:30 AM, sa
Action Task Assignee of rule Assign Notification fired

xxx SUBCASE | /. SSIGN 7/6/2011 12:48:27 PM, ltafoya
N 0 kmakaena, WP

*#** SUBCASE I R ULE ACTION 7/6/2011 12:48:27 PM, sa
Action Task Assignee of rule Assign Notification fired
*xx COMMIT 7/6/2011 1:32:34 PM, kmakaena, Action Type : N/A
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

case D : || G case Titie :  07J-(GERMAIN HONDA) - [IIINNEEEEEEE - T~ 1.GATE ANCHOR COMPLAINT
24 :

***% CASE MODIFY 7/6/2011 1:32:55 PM, kmakaena
into WIP NEW CASES and Status of Solving.
*** CASE FULFILL 7/7/2011 1:35:52 PM, kmakaena
Fulfilled for | due 07/07/2011 12:00:00 AM.
5% COMMIT 7/7/2011 1:35:58 PM, kmakaena, Action Type : N/A
call customer
X NOTES 7/7/2011 1:36:15 PM, kmakaena, Action Type : Call to Customer

ACS left the customer a voice message introducing myself as the RCM. T informed the customer that his case will be in review concerning the tailgate anchors.
I informed the customer that 1 will provide a update by 07/11 and provided him my contact information if assistance was needed before my call back date.

*** CASE MODIFY 7/7/2011 1:36:22 PM, kmakaena
into WIP 7J - Erin Bailey and Status of Solving.
**¥* NOTES 7/11/2011 12:46:47 PM, kmakaena, Action Type : Call to Dealer

ACS spoke with Willy(sm) concerning the customer vehicle. Willy informed ACS that he has no records of the customer complaining about the tailgate lifts.
I thanked Willy for the update.

*** CASE FULFILL 7/11/2011 12:48:21 PM, kmakaena
Fuifilled for [ NN :uc 07/11/2011 12:00:00 AM.
*#% COMMIT 7/11/2011 12:48:28 PM, kmakaena, Action Type : N/A
call customer
*** NOTES 7/11/2011 12:48:43 PM, kmakaena, Action Type : Call to Customer
ACS called the customer for a update, no answer. ACS will try again by 07/12.
*#+ CASE MODIFY 7/11/2011 12:48:59 PM, kmakaena
into WIP 7] - Erin Bailey and Status of Solving.
#x NOTES 7/12/2011 1:47:32 PM, kmakaena, Action Type : Cali to Customer
ACS lef the customer a voice message for a call back. I provided my contact information.
*+* NOTES 7/13/2011 9:12:14 AM, kmakaena, Action Type : Call to Customer

ACS spoke with the customer concerning his vehicle. The customer confirmed that the rear tailgate lift needed to be replaced because the are failing. The customer
stated that he was able to speak with Willy(sm) yesterday and he reviewed the issue with Georges(sa) and he confirmed that the both lifts needed to be replaced.
The customer stated that Willy informed him that they will replace the lifts free of charge and will have the parts in by 07/15. The customer stated that
he was happy with the outcome. I thanked the customer for the update and advised him that I will provide a update by 07/15 to confirm the repairs have been
completed.

*** CASE FULFILL 7/13/2011 9:12:34 AM, kmakaena

Fulfilled for | duc 07/12/2011 12:00:00 AM.
**#* COMMIT 7/13/2011 9:12:41 AM, kmakaena, Action Type : N/A
follow up with repairs.

**% CASE MODIFY 7/13/2011 9:13:05 AM, kmakaena
into WIP 7J - Erin Bailey and Status of Solving.

Page #:116




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :  10/12/2011
Case History
Case ID : NN Case Title :  07J-(GERMAIN HONDA) - I - TAILGATE ANCHOR COMPLAINT

¥*¥% NOTES 7/13/2011 9:17:40 AM, kmakaena, Action Type : Call to Dealer
ACS spoke with Willy(sm) for a update. Willy informed ACS that he reviewed the customer concerns with George(sa) and he confirmed that both lifts for
the tailgate needs to be replaced because they are failing. Willy stated that it was not documented on the Repair order because the customer did not tell them

about the concerns until he was ready to pick his vehicle from service. Willy stated that he spoke with the customer yesterday and offered to cover the repairs.
I thanked Willy for his assistance.

*** CASE MODIFY 7/13/2011 9:17:51 AM, kmakaena

into WIP 7J - Erin Bailey and Status of Solving.
#*¥* NOTES 7/15/2011 7:04:22 AM, kmakaena, Action Type : Call from Dealer

Willy(sm) informed ACS that the repairs were completed on 07/14 and the customer was happy with the assistance provided.
**¥% NOTES 7/15/2011 7:07:31 AM, kmakaena, Action Type : Call to Customer

ACS spoke with the customer for a update. The customer confirmed that the repairs were completed on 07/14. I thanked the customer for the update and asked
if further assistance was needed from ACS at this time? he stated no and thanked ACS for calling.

*** CASE MODIFY 7/15/2011 7:08:01 AM, kmakaena
into WIP 7J - Erin Bailey and Status of Solving.

+x+ SUBCASE | NG C1.OSE 7/15/2011 7:08:08 AM, kmakaena
Status = Solving, Resolution Code = Instruction Given

***% CASE CLOSE 7/15/2011 7:08:09 AM, kmakaena
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date : 10/12/2011

Case Details

Case ID : I Division : Honda - Auto Condition : Closed Open Date :  4/16/2010 1:57:51 PM
Case Originator : Kawana Riley (Team HB) Sub Division .  Customer Relations Status : Closed Close Date : 4/16/2010 2:32:29 PM
Case Owner:  Kawana Riley (Team HB) Method : Phone Queue : Days Open: 0
Last Closed By : Kawana Riley (Team HB) Point of Origin : Customer Wipbin :
case Title : [} TAILGATE KEEPS FALLING DOWN No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : — Unit Owner : I
Dealer No. : VIN Type / No. : us VIN / sSFNRL3890s BN
Site Phone No. : Model / Year : ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 44,000
Evening Phone No."® In Service Date : 03/17/2008
Cell / Pager No. : Months In Use : 25
Fax No. : Engine Number : J35A74027408
Address ] Originating Dealer No. / Name :207709 / CHAMPION HONDA
city / State / Zip:  BISHOP, TX|i} Selling Dealer No./ Name : 207709 / CHAMPION HONDA
E Mail : Trim : TOUR
Svc District / Sls District :  / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BL

Current Dealer No. / Name :

Factory Warranty Start / End Date :

Phone No. Factory Warranty Cancellation Date :
Address : HPP/VSC Coverage Start / End Date :
City / State / Zip: HPP/V/SC Cancellation Date :
Sve District / Sls District -~/ Extended Warranty Start/ End Date :
Warranty Labor Rate / Date : / ) ,
_ Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp ind.
' Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- PRODUCT Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/12/2011

Issue Title : | - PRODUCT - OPERATION

Spool Report

Issue Details
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Kawana Riley Type 1: Product Status : Subcase Close Open Date :
Issue Owner : Kawana Riley Type 2 : Operation Queue : Close Date :

4/16/2010 2:31:49 PM
4/16/2010 2:32:01 PM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc Tailgate Anchor 8238
Campaign Code / Desc ./

Temperament Code : Please Specify
Resolutions :  Provided Information
Component Category : NR - No Category Found

Previously Published : NO
Fire Indicator : NO
Rollover indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Solution ID : Resolution Title :
Solution Title -
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date :

10/12/2011

Case History

case ID: NG Case Title : || BBl- TA'LGATE KEEPS FALLING DOWN

#**% CASE CREATE 4/16/2010 1:57:51 PM, kriley
Contact =_, Priority = N/A, Status = Solving.
*** CASE CAMPAIGN LOOKUP 4/16/2010 1:58:19 PM, kriley
CAMPAIGN CHECK 04/16/2010 01:58:19 PM kriley
The following Campaign information was found
10-017; R30; 07-08 ODYSSEY ELEMENT SOFT BRK; ; ;
#*x CASE CLAIMS LOOKUP 4/16/2010 1:58:28 PM, kriley

CLAIM CHECK 04/16/2010 01:58:28 PM kriley
The following Claim History information was found

0; 2008-09-16; 207709; 233685; 510; 710100 ; BATTERY - REPLACE. INCLUDES: TESTING.

REF. REVISED 560-561-562 DEFECT CODE DESCRIPTIONS

*** CASE EXTENDED WARRANTY LOOKUP 4/16/2010 1:58:29 PM, kriley
WARRANTY CHECK 04/16/2010 01:58:29 PM kriley
No data found for VIN.

***% CASE VSC LOOKUP 4/16/2010 1:58:32 PM, kriley
VSC-CUC CHECK 04/16/2010 01:58:32 PM kriley
No data found for VIN.

#** CASE MODIFY 4/16/2010 2:22:18 PM, kriley
into WIP default and Status of Solving.

*** NOTES 4/16/2010 2:30:44 PM, kriley, Action Type : Call from Customer
Verified customer contact information.

situation: tailgate keeps falling down

S/B# 88-023

probing questions: The customer says that his tailgate keeps falling down and he is calling to ask why. He says he left 3 messages for a dealership to ask

that question but no one is calling him back. He is looking to get a diagnoses over the phone. He has not taken his vehicle to the dealership.

Inbound summary: acs explained that a diagnoses over the phone is not possible with acs or the dealership. He should call the dealership back to make an
appointment for inspection or just drive there if he cant get through on the phone. He thanked acs and ended the call.

+++ SUBCASE [ C <A 15 4/16/2010 2:31:49 PM, kriley
Created in WIP Default with Due Date 4/16/2010 2:31:49 PM.
++x SUBCASE || G CL.OSE 4/16/2010 2:32:01 PM, kriley

Status = Solving, Resolution Code = Instruction Given

*** CASE EXTENDED WARRANTY LOOKUP 4/16/2010 2:32:06 PM, kriley
WARRANTY CHECK 04/16/2010 02:32:06 PM kriley
No data found for VIN.

*+* CASE CLAIMS LOOKUP 4/16/2010 2:32:17 PM, kriley

CLAIM CHECK 04/16/2010 02:32:17 PM kriley
The following Claim History information was found
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

case D : || GGG case Title : |JJJN- A1 6ATE kEEPS FALLING DOWN

0; 2008-09-16; 207709; 233685; 510; 710100 ; BATTERY - REPLACE. INCLUDES: TESTING. S/B# 88-023
REF. REVISED 560-561-562 DEFECT CODE DESCRIPTIONS

*** CASE CAMPAIGN LOOKUP 4/16/2010 2:32:20 PM, kriley

CAMPAIGN CHECK 04/16/2010 02:32:20 PM kriley
The following Campaign information was found
10-017; R30; 07-08 ODYSSEY ELEMENT SOFT BRK; ; ;

*** CASE MODIFY 4/16/2010 2:32:24 PM, kriley
into WIP default and Status of Solving.
*** CASE CLOSE 4/16/2010 2:32:29 PM, kriley
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :

10/06/2011

Case Details

Current Dealer No. / Name :

Factory Warranty Start / End Date :

Case ID: I Division : Honda - Auto Condition : Closed Open Date :  11/15/2010 10:36:57
Case Originator : Robert Enriquez (Team HA) Sub Division :  Customer Relations Status : Closed Ciose Date : 11/15/2010 10:52:34
Case Owner:  Robert Enriquez (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Robert Enriquez (Team HA) Point of Origin : Customer Wipbin :
Case Titie : |||} }} ] AL GATE FAILURE CONCERN No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : _ Unit Owner :
Dealer No. : VIN Type / No. : US VIN/ 5FNRL389XSE (I
Site Phone No. : Model / Year: ODYSSEY /2008
Contact Name : Mode! ID / Product Line : RL3898KW / A
Day Phone No. : Miles / Hours : 44,000
Evening Phone No. : In Service Date : 03/04/2008
Cell/ Pager No. : Months In Use : 32
Fax No. : Engine Number : J35A74030994
Address : ] Originating Dealer No. / Name :207904 / HENDRICK HONDA
City / State / Zip : cArRY, NCHHR Selling Dealer No. / Name : 207789/ AUTO PARK HONDA
E Mail : Trim : TOUR
Svc District / Sls District : ~ / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BU

Phone No. Factory Warranty Cancellation Date :
Address ° HPP/VSC Coverage Start / End Date :
City / State / Zip© HPP/VSC Cancellation Date :
Sve District / Sls District -~/ Extended Warranty Start / End Date :
Warranty Labor Rate / Date : / ) )
. Extended Warranty Canceillation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code| Labor Code Desc
_ PRODUCT | Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

Condition . Closed

W_ Disposition: Complaint Wipbin :
Issue Originator : Robert Enriquez Type 1. Product Status : Subcase Close Open Date :
Issue Owner : Robert Enriquez v Type 2 . Operation Queue : Close Date :
Issue Title : N - PRODUCT - OPERATION

11/15/2010 10:52:10
11/15/2010 10:52:27

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment

Condition Code Desc Tailgate 8236

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Referred to Dealer
Component Category : 16 - Structure

Previously Published: NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Solution 1D : Resolution Title :
Solution Title :
Parts Info :
Part No. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History
Case ID . NN Case Title : [l TAILGATE FAILURE CONCERN

*** CASE CREATE 11/15/2010 10:36:57 AM, renrique
Contact =_ Priority = N/A, Status = Solving.

- ¥*x CASE MODIFY 11/15/2010 10:42:26 AM, renrique

into WIP default and Status of Solving.

*** NOTES 11/15/2010 10:44:07 AM, renrique, Action Type : Call from Customer
Updated Customers Contact

Best Contact #9193808119

Customer called stating that they are having a problem with the lift gate. Customer stated that they would have to lift the tailgate manually and stated that
it wont stay up.

Customer stated that they contacted the Honda Dealership and was advised that the customer is outside of the new vehicle limited warranty of 3yrs/36k miles.
Customer would like to know if this is a known issue. Customer stated that if it is a know issue then will AHM cover the cost of repairs.

ACS advised that the vehicle would have to be inspected.” ACS advised that since the vehicle is outside of the NVLW parameters the AHM would not be able
to assist financially for the repairs. Customer understood and will wait to have the vehicle inspected. Customer needed no further assistance.

**x+ SUBCASHIIINEGEGEGEE CR-ATE [1/15/2010 10:52:10 AM, renrique
Created in WIP Default with Due Date 11/15/2010 10:52:10 AM.

+++ SUBCASE ||| c L oSk 11/15/2010 10:52:27 AM, renrique
Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 11/15/2010 10:52:29 AM, renrique
into WIP default and Status of Solving.

*** CASE CLOSE 11/15/2010 10:52:34 AM, renrique
Status = Closed, Resolution Code = Instruction Given, State = Open
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" AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Current Dealer No. / Name :206659 / JAY HONDA

Phone No. : 440-232-5005
Address : 175 BROADWAY AVE
City / State / Zip : BEDFORD, OH 44146

Svc District / Sis District : 04H / C04
Warranty Labor Rate / Date : $109.50 /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/V/SC Canceliation Date :

Extended Warranty Start / End Date :
Extended Warranty Cancellation Date :

Spool Report Run Date : 10/12/2011

Case Details
Case D : ] Division Honda - Auto Condition : Closed Open Date :  10/30/2009 8:26:59 AM
Case Originator : David Kitchen (Team HF) Sub Division ;. Customer Relations Status : Closed Close Date :  11/20/2009 2:26:10 PM
Case Owner:  Cynthia Castanon (Team HA) Method : Phone Queue : Days Open: 21
Last Closed By : Cynthia Castanon (Team HA) Point of Origin : Customer Wipbin :
Case Title : - REQUEST FOR EXT. WARRANTY No. of Attachments . 0

Site / Contact Info : Product Info :
Site Name ] Unit Owner : |
Dealer No. : ViN Type / No. : US VIN / SFNRL38958B
Site Phone No. : Model / Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 35,000
Evening Phone No. : In Service Date : 04/21/2008
Celi / Pager No. : Months In Use : 18
Fax No.: Engine Number : J35A74034997
Address : ] Originating Dealer No. / Name :206664 / BROWN HONDA
City / State / Zip : BRECKSVILLE, OH F ] Selling Dealer No. / Name : 206659 / JAY HONDA
E Mail : Trim : TOUR
Svc District / Sis District:  / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BK

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #]| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Status Issue Type 1 Issue Type 2 Labor Code| Labor Code Desc

Subcase Close

‘ Issue ID / Title

Warranty - Extended

VSC
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Issue Details
issue 1D . |G Disposition: Complaint Condition : Closed Wipbin :
Issue Originator © David Kitchen Type 1: Warranty - Extended Status : Subcase Close Open Date : 10/30/2009 8:39:10 AM
Issue Owner : David Kitchen Type2: VSC Queue : Close Date : 10/30/2009 8:39:26 AM
Issue Title : - WARRANTY - EXTENDED - VSC
Coding iInfo : Solution / Linked Resolution Info :
* Labor Code / Desc : / Solution ID : Resolution Title ;
Condition Code Desc Solution Title :
Campaign Code / Desc ;. /
Temperament Code : Please Specify
Resolutions :  Referred to Dealer
Component Category : NA - Please Specify
Previously Published : NO Parts Info :
Fire Indicator : NO - __
Rollover Indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :

10/12/2011

Case History

case ID: |G Case Title : | EEEEEEE - R=QUEST FOR EXT. WARRANTY

#*+ CASE CREATE 10/30/2009 8:26:59 AM, dkitchen
Contact =_, Priority = N/A, Status = Solving.
*#* NOTES 10/30/2009 8:27:00 AM, dkitchen, Action Type :

Customer called to express concern with the vehicle. Customer said he has been having some issues with the vehicle. Customer said that he has been having issues

with the tailgate malfunctioning and warning lights coming on.

He said he had taken the vehicle back to the selling dealership and it made some repairs to it about 14 months ago. Customer said that after the repairs the
tailgate was not working still. Customer said then he has a rock hit the condenser and he had a rental car for this matter. Customer went on to describe all
the issues he was having with the vehicle. He said they have repaired them but customer is not happy with the time he has spent on these matters.

1 asked the customer what is it he looking for.

Customer said he is looking for AHM to give him an ext. warranty to compensate him for the trouble he has experienced.

I informed the customer AHM is committed to repair a vehicle under the warranty parameters. 1 informed him that he would have to contact a dealer to obtain
an ext. warranty. I informed the customer I can document this matter and that is it. I recommended the customer call the dealer to discuss ext. warranties.

Customer thanked me for the info.
*** CASE MODIFY 10/30/2009 8:27:09 AM, dkitchen
into WIP default and Status of Solving.

+++ SUBCASE | NG CR:A TE 10/30/2009 8:39:10 AM, dkitchen

Created in WIP Default with Due Date 10/30/2009 8:39:10 AM.
*#* CASE MODIFY 10/30/2009 8:39:21 AM, dkitchen
into WIP default and Status of Solving.
«xx SUBCA SE ||| I ost 10302000 8:39:26 AM. dkitchen
Status = Solving, Resolution Code = Instruction Given
*** CASE MODIFY 10/30/2009 8:39:28 AM, dkitchen
into WIP default and Status of Solving.
*+* CASE MODIFY 10/30/2009 8:39:40 AM, dkitchen
into WIP default and Status of Solving.
*%% CASE CLOSE 10/30/2009 8:39:54 AM, dkitchen
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 11/20/2009 2:12:37 PM, ccastano
with Condition of Open and Status of Solving.
*** CASE VSC LOOKUP 11/20/2009 2:16:40 PM, ccastano

VSC-CUC CHECK 11/20/2009 02:16:40 PM ccastano
No data found for VIN.

*#* NOTES 11/20/2009 2:24:16 PM, ccastano, Action Type : Call from Customer
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date :

10/12/2011

case i [N

Customer contact information verified

Case History

Case Title : ||| | B - REQUEST FOR EXT. WARRANTY

Customer indicated that he is having transmission issues. He said he has been having the same issue as the one he was having when he first called. Customer
indicated that the vehicle was taken to Jay Honda 5 days ago because the transmission was jerking. The vehicle had part of the transmission replaced. customer

just picked up the vehicle today. he is calling because he would like for AHM to pay for a warranty extension since he has had several issues with the vehicle

since he bought it. He feels that AHM should be paying for Honda Care. ACS informed the customer that AHM is not in a position to pay for or assist

with the cost of Honda Care. Customer wanted to speak to a supervisor. ACS informed the customer that the position that 1 was giving him was AHM's position.
Customer asked for my name and I provided him my name and my supervisors name TL. DH. Customer indicated if he would be able to call another department and
ACS informed him this was the appropriate department for his complaint. No further assistance is needed

*** CASE CLOSE 11/20/2009 2:26:10 PM, ccastano

Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Case Details

Case ID : ] Division : Honda - Auto Condition : Closed Open Date :  4/20/2011 9:26:36 AM
Case Originator : Danielle Mixon (Team HB) Sub Division .  Customer Relations Status : Closed Close Date : 5/3/2011 6:38:39 AM
Case Owner:  Ron Rubinoff (Team HE) Method : Phone Queue : Days Open: 13
Last Ciosed By : Ron Rubinoff (Team HE) Point of Origin : Customer Wipbin :
Case Title : 7F (HONDA OF PANAMA CITY) - REAR HATCH STRUT RE No. of Attachments © 1
Site / Contact Info : Product Info :
Site Name : R Unit Owner :
Dealer No. : VIN Type / No. : US VIN / 5SFNRL38938 8 RN
Site Phone No. : Model /Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW / A
Day Phone No. : Miles / Hours : 36,486
Evening Phone No. : In Service Date : 04/26/2008
Cell / Pager No. : Months In Use : 36
Fax No. : Engine Number : J35A74046048
Address : s Originating Dealer No. / Name :206801 / JERRY DAMSON HONDA
City / State / Zip : PANAMA CITY BEACH, FL |l Selling Dealer No. / Name : 206815 / TAMERON HONDA
E Mail : Trim : TOUR
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : BE
Current Dealer No. / Name : 208402 / HONDA OF PANAMA CITY Factory Warranty Start / End Date :
Phone No. - 850-763-5495 Factory Warranty Cancellation Date :
Address 708 WEST 15TH STREET HPP/VSC Coverage Start / End Date :
City / State / Zip : PANAMA CITY, FL 32401 HPP/VSC Cancellation Date -
Svc District / Sls District .~ 07F / G07 Extended Warranty Start/ End Date -
Warranty Labor Rate / Date :  $92.00 / ) )
: Extended Warranty Cancellation Date :
Agent Name : Comp ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
‘i- PRO | Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
, Issue Details
m_ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Ron Rubinoff Type 1: Product Status : Subcase Close Open Date :  4/21/2011 6:14:35 AM
Issue Owner : Ron Rubinoff Type 2 . Operation Queue : Close Date :  5/3/2011 6:38:34 AM
ssue Title : || | | - rropucT - oPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Other 823X ' Solution Title
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Documented Concern, Repaired/Cust. Pay, CR Generated Gdwill
Component Category : 16 - Structure
Previously Published : NO .
Fire Indicator : NO Parts Info : N ,
Rollover Indicator : NO Part No, | Part Description | BO Reason
Cosmetic / Sound Quality Indicator : ~ NO 74820-SHI-A71 STAY, TAILGATE OPEN Not Applicable
Dealer Coding:
Check Req Info :
N g
' ’ Address :

Incidental Type 1/ Amount : Not Applicable / $0.00

Incidental Type 2 / Amount : Not Applicable  / $0.00 City / State / Zip - PANAMA CITY BEAC, FL [l

Campaign Template # :

Total Amount : 199.30 -
. $ Contention Code : 03220
Approved By : mfenner ) .
. Defect Code : 03217
Approval Date : 4/28/2011 .
Status - PROCESSED Category : Regular
Failed Part # : 74820-SHJ-A71

Check No.: 1908772
Check Date : 4/29/2011
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
, Spool Report Run Date : 10/06/2011

Case History

case D || G Case Tite 1 7F (HONDA OF PANAMA CITY) | BB - REAR HATCH STRUT REPAIR

*#* CASE CREATE 4/20/2011 9:26:36 AM, dmixon
Contact = _ Priority = N/A, Status = Solving.
*** NOTES 4/20/2011 9:32:25 AM, dmixon, Action Type : Call from Customer
I updated the customer's information.
The best contact number i ‘
The customer states that his rear struts went out and he was charged $500 for the repair. The customer states that his hatch will not work. The customer
is working with Russel, the service advisor at Panama City Honda. The customer is asking for financial assistance on the repair of his vehicle because he is
outside of the warranty by only 400 miles.he I advised the customer that I would dispatch this to a case manager and gave case number. I stated that no
financial assistance is guaranteed because he is technically out of warranty. The customer understood and needed no further assistance.

***x CASE MODIFY 4/20/2011 9:32:32 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:02 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:04 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:13 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:16 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:24 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:27 AM, dmixon
into WIP default and Status of Solving.
*** CASE MODIFY 4/20/2011 9:33:27 AM, dmixon
into WIP default and Status of Solving.
***% CASE DISPATCH 4/20/2011 9:33:37 AM, dmixon
from WIP default to Queue Honda Team E.
*** CASE ASSIGN 4/20/2011 10:41:38 AM, Itafoya
B o ubinof, WIP -20 06:02:15
*** CASE RULE ACTION 4/20/2011 10:41:38 AM, sa
Action Task Assignee of rule Assign Notification fired
*** CASE MODIFY 4/21/2011 6:14:26 AM, rrubinof
into WIP default and Status of Solving.
***x SUBCAS CREATE 4/21/2011 6:14:35 AM, rrubinof
Created in WIP Default with Due Date 4/21/2011 6:14:35 AM.
*** NOTES 4/21/2011 7:15:31 AM, rrubinof, Action Type : Call to Customer
LM for the customer informing that I was his RCM. Provided my ext. and the 800# to ACS.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case ID: | case Title :  7F (HONDA OF PANAMA CITY) -]} ReAR HATCH STRUT REPAIR

**x COMMIT 4/21/2011 7:16:00 AM, rrubinof, Action Type : N/A
Made to R uc 04/25/2011 07:16:02 AM.

Customer respond?

*** CASE MODIFY COMMITMENT 4/22/2011 8:40:11 AM, rrubinof
with || . 04/26/2011 07:16:02 AM.

*** CASE FULFILL 4/25/2011 10:08:35 AM, rrubinof
Fulfilled for | o . 04/26/2011 07:16:02 AM.

*** CASE MODIFY 4/25/2011 12:20:59 PM, rrubinof
into WIP 7F and Status of Solving,.

*** CASE MODIFY 4/25/2011 12:24:19 PM, rrubinof
into WIP 7F and Status of Solving.

*** CASE MODIFY 4/25/2011 12:24:37 PM, rrubinof
into WIP 7F and Status of Solving.

*** NOTES 4/25/2011 12:27:17 PM, rrubinof, Action Type : Call to Customer
The customer was informed that I was his RCM.

Problem:

The customer states that his rear struts went out and he was charged $500 for the repair. The customer states that his hatch will not work. The customer
is working with Russell, the service advisor at Panama City Honda. The customer added he purchased the vehicle used in 12/10 from a private party.

Expectation:

The customer is asking for financial assistance on the repair of his vehicle because he is outside of the warranty by only 400 miles. Provided the customer
with a fax # to ACS and asked that he please fax the RO and proof of payment to my attention for review. The customer stated he would do so.

***x COMMIT 4/25/2011 12:27:51 PM, rrubinof, Action Type : N/A

Made to _due 04/27/2011 12:27:52 PM.

Customer's fax come in?
*** NOTES 4/26/2011 12:19:54 PM, fdiaz, Action Type : Letter/Fax
On 04/26/11 ACS received a 1 page faxed cover letter from the customer with 1 page Ro from Honda of Panama City.
*** CASE ADD ATTACHMENT 4/26/2011 12:30:16 PM, crmsuser
Added attatchment ScanDoc 1 with path \\ahmtor10\crms_scandoc\ScanDoc Final\N012011-04-2000416 _1.PDF
***% CASE FULFILL 4/27/2011 9:51:39 AM, rrubinof
Fulfilled for due 04/27/2011 12:27:52 PM.
**¥x COMMIT 4/27/2011 9:51:50 AM, rrubinof, Action Type : N/A

Made to |GG - 04/28/2011 09:51:50 AM.

Review and submit for check req.
*+* NOTES 4/28/2011 12:49:40 PM, rrubinof, Action Type : Letter/Fax
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM.
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
Case ID: NN case Title :  7F (HONDA OF PANAMA CITY) || ] - Re2R vATCH sTRUT REPAIR

Customer faxed RO from HONDA OF PANAMA CITY for a rear hatch strut replacement at 36,486 miles performed on 4/20/11 amounting to $265.74.
*4% NOTES 4/28/2011 12:54:13 PM, rrubinot, Action Type : Note-General
DPSM involved? ['1No
Total Amount the customer paid(1$265.74
Total Goodwill assistance ofterred:LJ §  199.31 -
Percentage of Goodwill Authorized: [775% _
*** NOTES 4/28/2011 12:55:28 PM, rrubinof, Action Type : Letter/Fax
No notes on RO indicating hat the DPSM was contacted.
***x NOTES 4/28/2011 12:57:11 PM, rrubinof, Action Type : Call to Customer

LM for the customer informing that his case has been reviewed and that AHM is prepared to refund him a portion of the rear hatch support repair.Provided my
ext. and the 800# to ACS.

##* CASE FULFILL 4/28/2011 12:57:23 PM, rrubinof
Fulfilled for || ouc 04/28/2011 09:51:50 AM.
*** COMMIT 4/28/2011 12:57:30 PM, rrubinof, Action Type : N/A

Made to|| I ov- 04292011 12:57:31 PM.

Customer respond?
4% NOTES 4/28/2011 2:01:12 PM, rrubinof, Action Type : Call to Customer
Spoke to wife and presented the GW offer to her of 75% of their rear hatch strut repair and the customer accepted the GW offer. Address was verified.
*** SUBCASE ||} D1 sP A TCH 4/28/2011 2:02:11 PM, rrubinof
from WIP subcases to Queue CkReq - Fenner.
*** CASE FULFILL 4/28/2011 2:02:23 PM, rrubinot
Fulfilled for || || GGG o 04292011 12:57:31 M.
*** COMMIT 4/28/2011 2:02:31 PM, rrubinof, Action Type : N/A
Made to || v< 05/03/2011 02:02:33 PM.
Check go out?
*** CASE MODIFY 4/28/2011 2:03:24 PM, rrubinof
into WIP Check Reqs. and Status of Selving. .
*++ SUBCASE [IIEIIIEGEE - /25/2011 2:28:41 PM, mfenner, Action Type :

Check Requistion for 199.30 $ submitted
Check Requistion for 199.30 § submitted by mfenner

<+ SUBCASE || GG R 5 TURN 4/28/2011 2:28:45 PM, mfenner
from Queue CkReq - Fenner to WIP subcases.

*** NOTES 5/2/2011 6:58:35 AM, mmillen, Action Type : Note-General
Check mailed.

»+x SUBCASE | N c 0M17 5/2/2011 8:01:38 AM, riubinof, Action Type : External Commitment
Check processed for check_req no = 3951 on 2011-04-29-00.00.00.000000

#** SUBCASE _CLOSE 5/3/2011 6:38:34 AM, rrubinof
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case 0: |GGG case Tite - 7F (HONDA OF PANAMA CITY) - ] ::4r £aTcH sTRUT REPAIR

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 5/3/2011 6:38:39 AM, rrubinof
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date ;. 10/06/2011

Case Details

Current Dealer No. / Name :

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

Case ID : ] Division : Honda - Auto Condition : Closed Open Date : 9/13/2011 2:05:30 PM
Case Originator : Jennell Fort (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 9/13/2011 2:16:35 PM
Case Owner:  Jennell Fort (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Jennell Fort (Team HA) Point of Origin : Customer Wipbin :
Case Title : |- REAR DOOR WON'T STAY OPEN No. of Attachments : 0
Site / Contact info : Product Info :
Site Name : i Unit Owner :
Dealer No. : VIN Type / No. : us VIN / sSFNRL38953B ||l
Site Phone No. : Model / Year : ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 32,000
Evening Phone No. : In Service Date : 05/30/2008
Cell / Pager No. : Months In Use : 40
Fax No. : Engine Number : J35A74046338
Address I Originating Dealer No. / Name :207896 / BREWSTER HONDA
City / State/ Zip:  SAN PABLO, CA |} Selling Dealer No./ Name : 208433 / TARRYTOWN HONDA
E Maii : Trim : TOUR
Svc District / Sls District : / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer info : Exterior Color : GY

Phone No. :
Address : HPP/VSC Coverage Start / End Date :
City {:).Sta_te [Zip: HPP/VSC Cancellation Date :
Sve District / Sls District _/ Extended Warranty Start / End Date :
Warranty Labor Rate / Date : / \ .
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1. Not Applicable Party 3 : Not Applicable
Party 2 . Not Applicable Party 4 . Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- PRODUCT  |Subcase Close Product Operation 821 Door, left rear
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

Issue Title : || I PRODUCT - OPERATION

Spool Report

Issue Details
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Jennell Fort Type 1. Product Status : Subcase Close Open Date :
Issue Owner : Jennell Fort Type 2. Operation Queue : Close Date :

9/13/2011 2:16:03 PM
9/13/2011 2:16:31 PM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 821/ Door, left rear
Condition Code Desc Other 821X
Campaign Code / Desc:  /
Temperament Code : Please Specify
Resolutions :

Component Category : 17 - Latches
Previously Published: NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Updated Information, Documented Concern, Referred to Dealer

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report

Run Date :

10/06/2011 -

Case History

case ID: || NG Case Titie : | l]- REAR DOOR WON'T STAY OPEN
*#% CASE CREATE 9/13/2011 2:05:30 PM, jfort
Contact - Priority = N/A, Status = Solving,

*¥% NOTES 9/13/2011 2:13:29 PM, jfort, Action Type : Call from Customer
Updated contact information.

The customer stated he purchased the vehicle from Berkely Honda in June.
His rear door will not stay up and he wants to know if it is on recall.

I informed the customer it is not and referred the customer to the selling dealership to have it diagnosed.

The customer was also referred to owners.honda.com for VIN specific information.
*** CASE MODIFY 9/13/2011 2:14:09 PM, jfort
into WIP default and Status of Solving.
*** SUBCASE CREATE 9/13/2011 2:16:03 PM, jfort
Created in WIP Default with Due Date 9/13/2011 2:16:03 PM.
«x+ SUBCASE | NG CLosSE 9/13/2011 2:16:31 PM, jfort
Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 9/13/2011 2:16:35 PM, jfort
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Last Closed By : Khia Eaton (Team HA) Point of Origin : Customer
Case Title . - TAILGATE CONCERN

Spool Report Run Date : 10/12/2011
Case Details
CaseID: S Division : Honda - Auto Condition : Closed Open Date :  10/27/2009 6:50:57. AM
Case Originator . Khia Eaton (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 10/27/2009 7:12:36 AM
Case Owner .  Khia Eaton (Team HA) Method : Phone Queue : Days Open: 0
Wipbin :

No. of Attachments : 0

Site / Contact Info :

Product Info :

Site Name :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :

MICHAEL MAST 1 PA

Fax No. : () -

Address ]
City / State / Zip : BOSTON, MAIIR
E Mail :

Svc District / Sls District : /

Current Dealer Info :

Current Dealer No. / Name : 207753 / HERB CHAMBERS HONDA OF
Phone No. : 781-273-5000

Address : 33 CAMBRIDGE STREET

City / State / Zip : BURLINGTON, MA 01803

Svc District / Sis District :  09G / C09

Warranty Labor Rate / Date : $115.00 /

Unit Owner :

VIN Type / No. :

Model / Year :

Mode! ID / Product Line :
Miles / Hours :

In Service Date :

Months In Use :

Engine Number :

Selling Dealer No. / Name :
Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP//SC Cancellation Date -

US VIN / sSFNRL38933 Bjj

ODYSSEY /2008
RL3898KW / A
14,000

05/31/2008

17

J35A74050673

Originating Dealer No. / Name :909991 / COMPANY VEHICLE ADMINISTRAT

909991 / COMPANY VEHICLE ADMINISTRATI
TOUR

5

SAT

BK

Factory Warranty Start/ End Date :
Factory Warranty Cancellation Date :

HPP/\VSC Coverage Start / End Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PRODUC| Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/12/2011
Issue Details

Issue ID : Disposition: Complaint Condition : Closed Wipbin :

Issue Originator : Khia Eaton Type 1: Product Status : Subcase Close Open Date :  10/27/2009 7:12:00 AM

Issue Owner : Khia Faton Type 2: Operation Queue : Close Date . 10/27/2009 7:12:12 AM

Issue Title : PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment Solution ID ; Resolution Title :

Condition Code Desc Tailgate 8236 Solution Title :

Campaign Code / Desc ./

Temperament Code : Please Specify

Resolutions :  Referred to Dealer

Component Category : 16 - Structure

Previously Published : NO .

Fire Indicator : NO Parts Info : _—

Rollover Indicator : NO Part No. Part Description | BO Reason

Cosmetic / Sound Quality Indicator : NO

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report

Run Date :

10/12/2011

Case History
Case ID:  NO12009-10-2700085 case Tite - || - v~ .0A7e concern

*#* CASE CREATE 10/27/2009 6:50:57 AM, keaton
Contact = |||} NI Priority = N/A, Status = Solving.
*#* CASE EXTENDED WARRANTY LOOKUP 10/27/2009 6:51:03 AM, keaton
WARRANTY CHECK 10/27/2009 06:51:03 AM keaton
No data found for VIN.
*¥** CASE CLAIMS LOOKUP 10/27/2009 6:51: 14 AM, keaton
CLAIM CHECK 10/27/2009 06:51:14 AM keaton
The following Claim History information was found
0;2008-09-18; 207311; 621490; 510; 823125 ; TRUNK LID, TAILGATE/ STAY ASSEMBLY, LEFT - REPLACE.
*** CASE CAMPAIGN LOOKUP 10/27/2009 6:51:18 AM, keaton
CAMPAIGN CHECK 10/27/2009 06:51:17 AM keaton
The following Campaign information was found
09-053; R12; 07-09 ODYSSEY A/T VIBRATION; ; ;
*** CASE VSC EOOKUP 10/27/2009 6:51:21 AM, keaton
VSC CHECK 10/27/2009 06:51:21 AM keaton
The following VSC information was found
53333353;050350.0
*** CASE CUC LOOKUP 10/27/2009 6:51:21 AM, keaton
CUC CHECK 10/27/2009 06:51:21 AM keaton

he following CUC information was found
ACTIVE;100000;13381;48000;2011-05-31;2015-05-31;;2009-08-3 1;2009-08-31;207075;;0,2009-08-31;2009-
08-31

*#*% CASE CAMPAIGN LOOKUP 10/27/2009 6:55:07 AM, keaton

CAMPAIGN CHECK 10/27/2009 06:55:07 AM keaton

The following Campaign information was found

09-053; R12; 07-09 ODYSSEY A/T VIBRATION; ; ;
*** CASE CLAIMS LOOKUP 10/27/2009 6:55:22 AM, keaton

CLAIM CHECK 10/27/2009 06:55:22 AM keaton

The following Claim History information was found

0; 2008-09-18; 207311; 621490; 510; 823125 ; TRUNK LID, TAILGATE/ STAY ASSEMBLY, LEFT - REPLACE.
*** CASE CLAIMS LOOKUP 10/27/2009 6:55:39 AM, keaton

CLAIM CHECK 10/27/2009 06:55:39 AM keaton

The following Claim History information was found

0;2008-09-18; 207311; 621490; 510; 823125 ; TRUNK LID, TAILGATE/ STAY ASSEMBLY, LEFT - REPLACE.
*#* CASE MODIFY 10/27/2009 6:59:11 AM, keaton

into WIP default and Status of Solving.
*** NOTES 10/27/2009 7:11:.04 AM, keaton, Action Type : Call from Customer

Customer information was updated

Page #:73



CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM N

AMERICAN HONDA ;
Spool Report Run Date : 10/12/2011

Case History

case 0 [ G Case Title : | NI T2 1.GATE CONCERN

Situation: Customer has contacted ACS stating that his tailgate has been getting stuck and making out of normal beeping noises.
Request: Customer would like to know if this issue that he is experience is an issue that he can troubleshoot, or does she need to set up a service appointment.

Probing Questions: Customer states that his tailgate has been functional up until now, and lately it has been acting really strange. Customer states that when
he attempts to lift the tailgate it stops and starts to beep uncontrollably. ACS referenced the customers owners manual on pages 158 and 159 and read through
the normal characteristics of the tailgate to determine if the normal characteristics described the symptoms that he customer is experiencing.

Inbound Summary: ACS was not able to verify that the normal characteristics of the tailgate were what the customer was experiencing. Therefore ACS suggested
that the customer take the vehicle to the service department to be inspected. ACS offered the customer nearest dealers contact, however the customer explained
to ACS that he aiready had it. Customer thanked ACS for information provided, and required no additional assistance at the moment.

**% CASE MODIFY 10/27/2009 7:11:29 AM, keaton
into WIP default and Status of Solving,

*** SUBCASE CREATE 10/27/2009 7:12:00 AM, keaton
Created in WIP Default with Due Date 10/27/2009 7:12:00 AM.

#++ SUBCASE || GG CLoSE 10272009 7:12:12 AM, keaton
Status = Solving, Resolution Code = Instruction Given

*#** CASE CLOSE 10/27/2009 7:12:36 AM, keaton
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case Details
Case ID: _ Division : Honda - Auto Condition : Closed Open Date : 11/18/2010 11:01:47
Case Originator : Angel Tate (Team HB) Sub Division :  Customer Relations Status : Closed Close Date : 11/30/2010 5:58:40 PM
Case Owner:  Jonathan Yu (Team HD) Method : Phone Queue : Days Open: 12
Last Closed By : Jonathan Yu (Team HD) Point of Origin : Customer Wipbin :

Current Dealer No. / Name :208519 / RANCHO SANTA MARGARITA

Phone No. : 949-713-2000
Address : 29961 SANTA MARG. PKWY
City / State / Zip : RANCHO SANTA MA, CA 92688

Svc District / Sls District:  01G/ C01
Warranty Labor Rate / Date : $105.00 /

Case Title : 1G (RSM) - | REAR LIFT GATE FAIL ISSUE/ FOLLOW UP ASSIST No. of Attachments : 0
Site / Contact Info : Product info : :
Site Name : ] Unit Owner ]
Dealer No. : VIN Type / No. : Us VIN / SFNRL3890s HIIEE
Site Phone No. : Model / Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 40,000
Evening Phone No. : In Service Date : 07/02/2008
Cell / Pager No. : Months In Use : : 28
Fax No. : () - Engine Number : J35A74057796
Address : ] Originating Dealer No. / Name :208149 / POWAY HONDA
City / State / Zip: ~ LADERA RANCH, CA| Selling Dealer No. / Name : 208253 / RIVERSIDE HONDA
E Mail : Trim : TOUR
Svc District / Sls District: ~ / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BK

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/NVSC Cancellation Date :

Extended Warranty Start / End Date :
Extended Warranty Canceillation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #| Dealer Name | Agent Name [Comp Ind.

207900 WESELOH HONDA Party 1: DPSM Party 3: Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- PRODUCT| Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

Issue ID : [N
Issue Originator . Jonathan Yu
Issue Qwner : Jonathan Yu

Type 1:
Type 2 :

Disposition. Complaint

Condition : Closed
Status : Subcase Close
Queue :

Product
Operation

Issue Title : |- PRODUCT - OPERATION

Wipbin :
Open Date :
Close Date :

11/18/2010 4:20:05 PM
11/30/2010 5:58:18 PM

Coding Info :

Solution / Linked Resolution

info :

Labor Code / Desc : 823 / Rear Compartment

Condition Code Desc Tailgate 8236

Campaign Code / Desc : /

Temperament Code : Please Specify

Resolutions . Assist - AHM 100%, Documented Concern

Component Category : 16 - Structure
Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Solution ID : Resolution Title :
Solution Title -
Parts Info :
Part No. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report ‘ Run Date : 10/06/2011

AMERICAN HONDA

Case History

Case ID : _ Case Title :  1G (RSM) _ REAR LIFT GATE FAIL ISSUE/ FOLLOW UP ASSIST

*** CASE CREATE 11/18/2010 11:01:47 AM, atate
Contact =—, Priority = N/A, Status = Solving.

*** NOTES 11/18/2010 11:34:49 AM, atate, Action Type : Call from Customer
Updated customer contact info/Best contact # 949-218-6984.

Customer called to advise the problems she is having regarding her vehicle. Customer experienced at the end of July the rear lift gate failed. In August her
husband took he vehicle to Weseloh Honda for further inspection. He also took the vehicle for a battery replacement. She states the SA informed him that he
was outside of warranty to cover repair cost for the rear lift gate. Customer explained that the battery was replaced under warranty. He was told by the SA
the battery has a different warranty. She then dealt with the issue. Late August, she is a writer and was invited to a Press Release for the New 2011
Odyssey. She spoke with the Head Engineer regarding her concern. She explained that unsafe situation. They advised that they would pay for the parts. On
10/18 customer received a follow up e-mail by Christine Ra (Press Representative). She advised that the parts was authorized by Ken Ilman. Customer
very frustrated because she now sprung her rest by holding the lift gate up and it slipped and almost smashed her hand. She has contacted the dir over and over
and no one is aware of the concerns that was authorized by the Honda Team. Today while she was on the line , she received another e-mail from Christine
Ra. She advised Jim Schultz at Rancho Santa Margarita Honda authorized to fix the repair. Customer contacted the dir at the moment contact phone number
#J 1)< person was not available. Customer called AHM to be involved to resolve her matter. Customer called requesting AHM assist
her with the repair. She feels the part should had never failed.

**+* CASE MODIFY 11/18/2010 11:35:11 AM, atate
into WIP default and Status of Solving.

*** NOTES 11/18/2010 11:37:43 AM, atate, Action Type : Call from Customer
** Additional Notes **

ACS advised customer will forward her concern to a CM for possible review. Advised customer within 1-2 business day she will be contacted. Informed customer
there are no guarantees for any assistance. Provided customer her case number for reference. Customer understood and had no further questions or concerns.

*** CASE MODIFY 11/18/2010 11:38:01 AM, atate
into WIP default and Status of Solving.
*** CASE MODIFY 11/18/2010 11:38:17 AM, atate
into WIP default and Status of Solving.
*** CASE DISPATCH 11/18/2010 11:38:45 AM, atate
from WIP default to Queue Honda Team D.
*** CASE YANKED 11/18/2010 1:13:50 PM, jstradfo
Yanked by jstradfo into WIPbin default.
*** CASE ASSIGN 11/18/2010 1:14:03 PM, jstradfo
I - v, WIP (81
*** CASE RULE ACTION 11/18/2010 1:14:04 PM, sa
Action Task Assignee of rule Assign Notification fired
*+* SUBCASE | CREATE 11/18/2010 4:20:05 PM, jyu
Created in WIP Default with Due Date 11/18/2010 4:20:05 PM.
*** COMMIT [1/18/2010 4:20:27 PM, jyu, Action Type :

Page #: 23




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report ' Run Date : 10/06/2011

AMERICAN HONDA

. Case History

case D: |GGG case Tite 1 1G (RsM) - || - ReAR LiFT GATE FAIL 1SSUE/ FOLLOW UP ASSIST
Made tofj I due 117192010 04:20:29 PM.

DCS Follow-Up “‘5
##* NOTES 11/18/2010 4:20:33 PM, jyu, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 11/19/2010

This customer contacted our office regarding the following issue(s):
In the interest of customer satisfaction we would like to resolve this situation as soon as possible. Please perform the following and take appropriate action:

Customer called to advise the problems she is having regarding her vehicle. Customer experienced at the end of July the rear lift gate failed. In August her
husband took he vehicle to Weseloh Honda for further inspection. He also took the vehicle for a battery replacement. She states the SA informed him that he
was outside of warranty to cover repair cost for the rear lift gate. Customer explained that the battery was replaced under warranty. He was told by the SA
the battery has a different warranty. She then dealt with the issue. Late August, she is a writer and was invited to a Press Release for the New 2011

Odyssey. She spoke with the Head Engineer regarding her concern. She explained that unsafe situation. They advised that they would pay for the parts. On
10/18 customer received a follow up e-mail by Christine Ra (Press Representative). She advised that the parts was authorized by Ken Ilman. Customer
very frustrated because she now sprung her rest by holding the lift gate up and it slipped and almost smashed her hand. She has contacted the dIr over and over
and no one is aware of the concerns that was authorized by the Honda Team. Today while she was on the line , she received another e-mail from Christine
Ra. She advised Jim Schultz at Rancho Santa Margarita Honda authorized to fix the repair. Customer contacted the dlr at the moment contact phone number
*The person was not available. Customer called AHM to be involved to resolve her matter. Customer called requesting AHM assist

her with the repair. She feels the part should had never failed.

Please call or transmit a iN response to the Customer Service Office by the due date. Thank you for your prompt attention to this matter.

Jonathan Yu
Automobile Customer Service

*#* NOTES 11/18/2010 4:21:21 PM, jyu, Action Type : Call to Dealer
I contacted Krause (SM) and was advised that the custonier called in and demanded to have the rear lift gate struts replaced because the DPSM authorized to
cover the parts. According to Krause, the customer did not come into the dealership but called in demanding her request. The vehicle would need to be brought
in for an official diagnosis. The customer had not come in for this issue before in the past. Ithanked him and the call ended.

*#*% NOTES [1/18/2010 4:22:21 PM, jyu, Action Type : Call to Dealer
1 contacted Johann (SA) and asked of him to check the previous ROs. The only RO on file is regarding a Cjump{]. The dealership jumped the vehicle
because the vehicle was dead. The RO did not indicate anything regarding the rear gate concern. I thanked him and the call ended.

*** CASE MODIFY 11/18/2010 4:25:26 PM, jyu
into WIP default and Status of Solving.

*** NOTES 11/18/2010 4:48:20 PM, jyu, Action Type : Field Service
I contacted the DPSM regarding the situation. He received a call from Consumer Affairs regarding the customer(]s situation. He agreed to cover the repair -
100%. The DPSM spoke to Jim (SM) at Rancho Santa Margarita Honda to inform him about the situation and to let him know that the customer will be
going to that dealership. The customer was notified as well. I explained to him the situation about Weseloh Honda and he doesn(t understand why that is
the case. The DPSM wanted me to touch base with the SM at RSM Honda to confirm the repair. I thanked him and the call ended.

*** NOTES 11/18/2010 4:52:13 PM, jyu, Action Type : Call to Dealer
I contacted Jim (SM) and made him aware of the situation. He spoke to the customer earlier today and he does remember the DPSM covering the repair 100%
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case D || G case Title - 1G (RsM) - [ MM REAR LIFT GATE FAIL ISSUE/ FOLLOW UP ASSIST

last week. He will contact the customer to bring the vehicle in as soon as possible to have the repair completed. 1thanked him and the call ended.
*5x NOTES 11/18/2010 4:52:28 PM, jyu, Action Type : Call to Customer

I left a message for the customer welcoming her to return my call. I stated if I do not hear back from the customer I will try again on Tuesday of next
week.

*** CASE MODIFY 11/18/2010 4:52:33 PM, jyu
into WIP default and Status of Solving.
*#* NOTES 11/19/2010 11:15:27 AM, jyu, Action Type : Field Service

I contacted the DPSM and inquired if he had spoken with the customer. He never had a conversation with her. The only person he spoke to was probably
Christine from AHM. He authorized the repair 100% to be performed at RSM Honda and not Weseloh Honda. Apparently, the customer was confused and
that is the reason why she contacted Weseloh Honda instead of RSM Honda. 1had Jim contact the customer to bring the vehicle to RSM Honda. I thanked
him and the call ended.

#*¥* NOTES [1/19/2010 12:00:19 PM, jyu, Action Type : Call to Customer

I contacted the customer regarding her situation. The customer has an issue with both tailgate struts not working properly. The customer was told that the
repair would be covered by Honda 100% but she wasn{1t told where it would be done. I advised her that the repair was supposed to be performed at Rancho
Santa Margarita Honda. The customer has yet to hear back from the dealership. I advised her to give the dealership a call back to schedule an appointment
to bring the vehicle in for the repair. 1 recommended of her to contact Jim (SM) since he is aware of the situation. The customer will go ahead and

initiate the process. 1 will follow up with the customer on Wednesday of next week. I thanked her and the call ended.

***% CASE FULFILL 11/19/2010 12:00:33 PM, jyu
Fulfilled ol cve 11/192010 04:20:29 PM.
#4x COMMIT 11/19/2010 12:00:40 PM, jyu, Action Type : N/A
Follow-up Repair? ,
*** CASE MODIFY [1/19/2010 12:01:00 PM, jyu
into WIP 1G - Ken Illman and Status of Solving.
*** NOTES 11/24/2010 10:26:08 AM, jyu, Action Type : Field Service

I contacted the dealership and spoke to the DPSM since he was available. He advised me the customer has an appointment on Friday of this week. The parts
are in stock and ready to be installed. Ithanked him and the call ended.

**% NOTES 11/24/2010 10:26:54 AM, jyu, Action Type : Call to Customer

I left a message for the customer indicating the parts are in stock and an appointment has been set up for Friday of this week. I will follow up with the
customer on Wednesday of next week.

*+% CASE FULFILL 11/24/2010 10:26:59 AM, jyu
Fulfilled forlj e 1172412010 06:00:00 PM.
**¥ COMMIT 11/24/2010 10:27:02 AM, jyu, Action Type : N/A
Follow-up Repair?
*** CASE MODIFY 11/24/2010 10:27:17 AM, jyu
into WIP 1G - Ken Illman and Status of Solving.
¥** NOTES 11/30/2010 5:51:48 PM, jyu, Action Type : Call to Dealer

I contacted Jim (SM) and was advised that the customer brought the vehicle in for the rear tailgate strut replacement. The vehicle was repaired last Friday
and it was picked up the same day as well. Ithanked him and the call ended.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011

Case History

case D || GG case Tite : 16 (RsM) JJ I - ReAR LiFT GATE FALL 1sSUE/ FOLLOW UP AssIST

*** NOTES 11/30/2010 5:57:36 PM, jyu, Action Type : Call to Customer

I contacted the customer and spoke to Mr. - He is aware of the situation but he wanted to thank AHM for covering the repair for him and his wife
considering the safety implications were brought up when it failed. The customer is very satisfied with the repair. I thanked him and the call ended.

*++ SUBCASE || - 0k 11/30/2010 5:58:18 PM, jyu

Status = Solving, Resolution Code = Instruction Given
*** CASE MODIFY 11/30/2010 5:58:24 PM, jyu
into WIP |G - Ken Illman and Status of Solving.
*** CASE MODIFY [1/30/2010 5:58:38 PM, jyu
into WIP 1G - Ken Illman and Status of Solving.
*** CASE CLOSE 11/30/2010 5:58:40 PM, jyu
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spdol Report

Run Date : 10/12/2011
Case Details
Case ID : s Division : Honda - Auto Condition : Closed Open Date :  10/14/2010 11:50:18
Case Originator : Loretta Noble (Team HB) Sub Division :  Customer Relations Status : Closed Close Date : 10/26/2010 10:10:02
Case Owner . Chris Davis (Team HF) Method : Phone Queue : Days Open: 12
Last Closed By : Chris Davis (Team HF) Point of Origin : Customer Wipbin :
Case Title : 06A-HERSON'S HONDA- REAR DOOR/DEALER COMPLAINT No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : s Unit Owner : I
Dealer No. : VIN Type / No. : US VIN / 5FNRL38918B085463
Site Phone No. : Model / Year: ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW / A
Day Phone No. : Miles / Hours : 36,020
Evening Phone No. : in Service Date : 07/17/2008
Cell / Pager No. : Months In Use : 27
Fax No. : Engine Number : J35A74060736
Address : | Originating Dealer No. / Name :207898 / HANOVER HONDA
City / State / Zip : ROCKVILLE, MDDl Selling Dealer No. / Name : 206754 / HERSON'S HONDA
E Mail : Trim : TOUR
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : GY
Current Dealer No. / Name : 206754 / HERSON'S HONDA Factory Warranty Start/ End Date :
Phone No. 301-279-8600 Factory Warranty Canceliation Date :
Address : 15525 FREDERICK ROAD HPP/VSC Coverage Start / End Date :
City / _Sta.te [ Zip: o ROCKVILLE, MD 20855 HPP/N/SC Cancellation Date
Svc District / Sls District 96A/A06 Extended Warranty Start / End Date -
Warranty Labor Rate / Date : $128.88  / . ,
: Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: DPSM Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues : »
| Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
_- PRODUCT - | Subcase Close Product Operation 821 Door, left rear
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/12/2011

Issue Details

m_ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Chris Davis Type 1: Product Status : Subcase Close Open Date :  10/15/2010 7:04:17 AM
Issue Owner : Chris Davis Type 2 : Operation Queue : Close Date : 10/26/2010 10:09:57
Issue Title : PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 821 / Door, left rear
Condition Code Desc Door 8211
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :

Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Documented Concern, Assist - Dealer Part,

Solution ID : Resolution Title :
Solution Title :
Assist - AHM Partial
Parts Info :
Part No. | Part Description | BO Reason
68100-SHJ-306Z2Z TAILGATE (DOT) Not Applicable
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/12/2011

AMERICAN HONDA

Case History

Case ID: _ Case Title: 06A-HERSON'S HONDA- _- REAR DOOR/DEALER COMPLAINT

##* CASE CREATE 10/14/2010 11:50:18 AM, Inoble
Contact :_ Priority = N/A, Status = Solving.

##* NOTES 10/14/2010 12:15:22 PM, Inoble, Action Type : Call from Customer
Updated Customer's info

Customer stated he took the car into Herson's Honda on Tuesday 10/12/2010 because the back door wont stay up when you open it and told him to come
back on Wednesday 10/13/10 at 7am. The mileage on the car when he went in on Tuesday was less than 36,000 When he came back on Wednesday per the
dealership's request the mileage was at 36,020. Nielson Lemmon at the dealership will not fix the door because he's out of warranty now. Customer states
that when he bought the vehicle it had 90 miles on it already.

Customer states that he is the original Owner of the vehicle. This is his 2nd Odyssey and his 3rd Honda. He has his vehicle serviced regularly.

ACS advised the customer that | would send his case to a case manager for review there are no guarantees and it is a case by case basis and there are no
guarantees

Customer understood no further assistance was needed.
*#* CASE MODIFY 10/14/2010 12:16:00 PM, Inoble
into WIP default and Status of Solving.
**#* CASE MODIFY 10/14/2010 12:16:0! PM, Inoble
into WIP default and Status of Solving.
¥*¥* CASE DISPATCH 10/14/2010 12:16:20 PM, Inoble
from WIP default to Queue Honda Team F.
*¥** CASE YANKED 10/14/2010 12:48:40 PM, cdavis
Yanked by cdavis into WIPbin default.
*** CASE MODIFY 10/14/2010 2:02:54 PM, cdavis
into WIP default and Status of Solving.
«++ SUBCASE || R CREATE 10/15/2010 7:04:17 AM, cdavis
Created in WIP Default with Due Date 10/15/2010 7:04:17 AM.
**#* COMMIT 10/15/2010 7:04:21 AM, cdavis, Action Type : N/A

Made to | e 101182010 07:04:25 Am.
Herson's honda- F/u with SM

##% NOTES 10/15/2010 7:05:54 AM, cdavis, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 10/18/2010

This customer contacted our office regarding the following issue(s):

In the interest of customer satisfaction we would like to resolve this situation as soon as possible. Please perform the following and take appropriate action:
Customer contacted our office seeking assistance regarding a rear door. Please inspect and contact the DPSM to see if any assistance will be provided.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
. Spool Report Run Date : 10/12/2011

Case History

Case D _ Case Title:  06A-HERSON'S HONDA- -- REAR DOOR/DEALER COMPLAINT

Please call or transmit a iN response to the Customer Service Office by the due date.Thank you for your prompt attention to this matter.

Chris Davis
Automobile Customer Service
*#* CASE MODIFY COMMITMENT 10/15/2010 7:06:54 AM, cdavis
withj Il dve 10252010 07:04:25 AM.
*** CASE MODIFY 10/15/2010 7:06:59 AM, cdavis
into WIP default and Status of Solving.
***¥ NOTES 10/15/2010 7:36:19 AM, cdavis, Action Type : Call to Customer

Left a message for the customer advising him that I will contact the dealer and inquire about his rear door concern. Once 1 have spoken to the dealer 1
will provide himi with a call back. Customer was provided with my contact information. I will follow up with the customer on 10/25.

*** CASE MODIFY 10/15/2010 7:37:14 AM, cdavis
into WIP default and Status of Solving.
**#* NOTES 10/25/2010 9:08:27 AM, cdavis, Action Type : Call to Dealer
Left a message for the SM asking him to provide me with a call back so we can discuss the customer's concern.
*#% CASE FULFILL 10/25/2010 9:08:39 AM, cdavis
Fulfilled for ||| dve 10252010 07:04:25 AM.
% COMMIT 10/25/2010 9:08:53 AM, cdavis, Action Type : N/A
herson's honda - SM call back?
#** CASE MODIFY 10/25/2010 9:09:28 AM, cdavis
into WIP 6A-Dan May and Status of Solving.
**+% CASE MODIFY 10/26/2010 9:18:53 AM, cdavis
into WIP 6A-Dan May and Status of Solving.
*** CASE MODIFY 10/26/2010 9:20:12 AM, cdavis
into WIP 6A-Dan May and Status of Solving.
*** NOTES 10/26/2010 10:05:06 AM, cdavis, Action Type : Call to Dealer
Spoke to the SM who stated that the customer brought the vehicle in on 10/18/10 regarding the rear struts on the tailgate door. The dealer confirmed

that the problem was apparent and they also completed the soft brake pad update. The dealer contacted the DPSM to see if any assistance would be provided
with the door. The DPSM agreed to cover 99% and the dealer agreed to cover the remaining 1%. The customer did not have to pay anything for the repair.

*** NOTES 10/26/2010 10:06:04 AM, cdavis, Action Type : Call to Customer

ACS contacted the customer and confirmed that the repair was completed to their satisfaction. No further assistance was needed.
*** CASE MODIFY 10/26/2010 10:06:23 AM, cdavis

into WIP 6A-Dan May and Status of Solving.
*** CASE FULFILL 10/26/2010 10:09:33 AM, cdavis

Fulfilled for || due 10/28/2010 12:00:00 AM.

*#x QUBCASE — CLOSE 10/26/2010 10:09:57 AM, cdavis
Status = Solving, Resolution Code = Instruction Given

Page # : 98




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case History
Case D : _ Case Title: 06A-HERSON'S HONDA- _ REAR DOOR/DEALER COMPLAINT

% CASE CLLOSE 10/26/2010 10:10:02 AM, cdavis
Status = Closed, Resolition Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :

10/12/2011

Case Details

City / State / Zip : SPRINGFIELD, OH-
E Mail :

Svc District / Sis District : /

Selling Dealer No. / Name : 208271 / CURRY HONDA

Current Dealer info :

Trim : TOUR
No. Of Doors : 5
Transmission Code ; 5AT
Exterior Color : BX

Current Dealer No. / Name 208548 / GERMAIN HONDA OF DUBLIN

Phone No. : 614-764-9449
Address : 6715 SAWMILL ROAD
City / State / Zip : DUBLIN, OH 43017

Svc District / Sls District :  04F / F04
Warranty Labor Rate / Date : $90.00 /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/NSC Coverage Start / End Date :

HPP/VSC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Case ID : ] Division : Honda - Auto Condition : Open Open Date :  9/21/2011 7:03:29 AM
Case Originator : Khia Eaton (Team HA) Sub Division :  Customer Relations Status : Solving Close Date :
Case Owner:  David Mendoza (Team HH) Method : Phone Queue : Days Open: 21
Last Closed By : Point of Origin : Customer Wipbin : 4F - Mary Downing
Case Title : 4F (GERMAIN HONDA) - _ CUC PROCESS CONCERN/LIAISON No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : _ Unit Owner : _
Dealer No. : VIN Type / No. - US VIN/ 5FNRL38988B-
Site Phone No. : Model / Year : ODYSSEY /2008
Contact Name : Model ID / Product Line : RL3898KW /A
Day Phone No. : Miles / Hours : 43,000
Evening Phone No. : in Service Date : 07/07/2008
Cell / Pager No. : Months In Use : 38
Fax No. : Engine Number : J35A74064655
Address : I Originating Dealer No. / Name 208272 / HONDA OF NANUET

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1. Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code| Labor Code Desc
- SALES - |Solving Sales - Dealer Experience
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report

Run Date : 10/12/2011

Issue Details

m Disposition: Complaint Condition : Open Wipbin:  Subcase
Issue Originator . Davi endoza Type 1: Sales - Dealer Status : Solving Open Date :  9/22/2011 7:13:35 AM
issue Owner : David Mendoza Type 2 : Experience Queue : Close Date :
Issue Title : _ - SALES - DEALER - EXPERIENCE
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : / Solution ID : Resolution Title :
Condition Code Desc Solution Title :
Campaign Code / Desc:  /
Temperament Code : Please Specify
Resolutions :

Component Category : NA - Please Specify
Previously Published : NO

Fire Indicator : NO Parts Info :

Rollover indicator : NO Part No.

Part Description

BO Reason

Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/12/2011

AMERICAN HONDA

Case History

case D: [IIGNGNGNGE Case Title :  4F (GERMAIN HONDA) _ - CUC PROCESS CONCERN/LIAISON REQUES

% CASE CREATE 9/21/2011 7:03:29 AM, kheaton
Contact = , Priority = N/A, Status = Solving.
*#* CASE MODIFY 9/21/2011 7:15:39 AM, kheaton
into WIP default and Status of Solving.
*** CASE MODIFY 9/21/2011 7:15:49 AM, kheaton
into WIP default and Status of Solving.
*¥* NOTES 9/21/2011 7:19:34 AM, kheaton, Action Type : Call from Customer
Customer information was verified

Situation: Customer states that he was under the impression that he purchased his vehicle as a CUC in which the vehicle came without floor mats and the owner:is
manual was missing. Customer is now skeptical that anything on the 150 point inspection check list was conducted on the vehicle before it was sold to him.

Request: Customer is seeking liaison assistance between him and the dealer regarding the terms of the certified used car process.

Probing Questions: Customer states that initially he even had to debate with the dealer regarding obtaining a car fax report and did not get a 150 point inspection
check list. Customer states that he later found @ www.hondacars.com <http://www.hondacars.com>. Customer states that upon looking at the web site he is under
the impression that this vehicle did not go through the rigorous inspection process that is required by AHM.

Customer states that he had to go back and fourth with the dealer regarding the floor mats until they ultimately gave in and provided him with floor mats. Customer
states that the dealer also had to order a pair of headsets. Customer feels that this sale under the terms of a _JCUCL_! was shady and is seeking liaison assistance

to ensure his customer confidence.

Salesman Nishi Patel

Used Car Manager Jeremy Lon

Customers best daytime contac_

Inbound Summary: ACS advised the customer that this request will have to be forwarded to a case manager for further review. ACS advised the customer that

no guarantees on the outcome can be made at this point. ACS then advised the customer that a case manager will be contacting him in the next 1 to 2 business
days in regards to his request. Customer thanked ACS and had no further questions and the call was ended.

***% CASE MODIFY 9/21/2011 7:19:38 AM, kheaton
into WIP default and Status of Solving.

**% CASE DISPATCH 9/21/2011 7:19:56 AM, kheaton
from WIP default to Queue Honda Team H .

*x* CASE ACCEPT 9/21/2011 10:05:57 AM, dmendoza
from Queue Honda Team H to WIP default.

#%¥ SUBCASE NCREATE 9/22/2011 7:13:35 AM. dmendoza
Created in WIP Default wi ue Date 9/22/2011 7:13:35 AM.

*** NOTES 9/22/2011 7:17:23 AM, dmendoza, Action Type : Call to Customer

I called the customer at [N d left a message. I advised the customer that I was the RCM assigned to his case and I was calling to discuss
it with him. I asked the customer to give me a call and I provided my contact information. I advised the customer that I will call back on 9\26\11 if
1 don't hear from him.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/12/2011

AMERICAN HONDA

Case History
Case D : _ Case Title :  4F (GERMAIN HONDA) - IIIEEEEEEE - CUC PROCESS CONCERN/LIAISON REQUES

*** CASE MODIFY 9/22/2011 7:17:39 AM, dmendoza
into WIP default and Status of Solving. :

& COMMIT 9/22/2011 7:17:41 AM, dmendoza, Action Type : N/A
CC2ND ATT

*** CASE MODIFY 9/22/2011 7:17:58 AM, dmendoza
into WIP default and Status of Solving.
*% NOTES 9/22/2011 7:51:03 AM, dmendoza, Action Type . Call from Customer
I received a call from the customer. The customer states that he is returning my call. I advised the customer that I'm the RCM assigned to his case and
1 was calling to discuss it with him. The customer purchased his HCUC at Germain Honda of Dublin. The customer states that he thinks that the dealership
didn't complete everything on his HCUC checklist. The customer states that there are a number of "cheap and little" things that haven't been done. The customer
states that he didn't receive his manual, radio codes, navigation codes or new wipers. The customer states that he has no confidence in the certification status
of his vehicle. The customer states that he feels that he's entitled to compensation for the time he's taken to get the dealership to honor their word. The
customer states that he is calling to request assistance with inspecting the vehicle and to pursue compensation for time he's spent addressing the issue. The customer
states that when he went to pick up his floor mats the Used Car Manager advised him that they will get him a new owner's manual. He states that he later
e-mailed the UCM with other issues that he was having with the vehicle. The customer states that the UCM forwarded that e-mail to his sales rep. The customer
states that his salesman responded to him and told him that he can take the vehicle in if he'd like and they can look in to it. The salesman also advised him
that they would go ahead and order his owner's manual for him as well. The customer was upset about this because this was 10 days after the UCM said he
would order it. The customer states that he doesn't have any manuals, warranty or owner's. The customer states that he did not receive a copy of the 150
point inspection check, radio\navigation codes, 150 point checklist or maintenance journal. The customer states that the weatherstripping on the driver's door
is not attached securely to the door frame. He states that the bottom of one of the automatic hydraulic lifts for his tailgate are rusted. 1 advised the customer
_that I will review this with the dealership in terms of the HCUC issues. | advised the customer that its unlikely that any compensation could be considered
for his time. We agreed on a follow up date of 9/28/11. The customer has my contact information. The call ended.

*** NOTES 9/22/2011 8:17:00 AM, dmendoza, Action Type : Dealer Communication
ATTN: EXCELL FACILITATOR

Please complete the OBW Resolution Information in response to the following concern(s):

The customer purchased the vehicle as an HCUC at Germain Honda of Dublin. The customer states that he received the vehicle with an empty glovebox and did
not receive any documentation per the HCUC process other than his carfax report. The customer states that he has lost confidence in the certification status

of the vehicle. He feels that if these items were overlooked there may be other more technical issues that weren't addressed during the inspection. The customer
also states that the weatherstripping is coming loose on his driver's door and the hydraulics on his tailgate are rusted. The customer states that he would have

liked those addressed before the vehicle was sold to him. The customer contacted ACS to request assistance with having his vehicle inspected a second time at
Germain Honda to make sure that the HCUC requirements were met. The customer states that he would like the HCUC program honored via the resolution of any
150 point inspection related issues he is not aware of and the delivery of the appropriate documentation. The customer has been working with his salesman, Nishi
Patel, and the Used Car Manager, Jeremy Long. Please contact me at|jj Bl so we can discuss a potential resolution to the case.

David Mendoza
Automobile Customer Service
310-783-7745

**#* CASE MODIFY 9/22/2011 8:17:05 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/12/2011

AMERICAN HONDA

Case History
case D : |GGG case Title :  4F (GERMAIN HONDA) - || cuc procEss concErnLIAISON REQUES

**% CASE FULFILL 9/22/2011 8:17:11 AM, dmendoza
Fulfilled for |G e 09/26/2011 05:00:00 PM.

#x% COMMIT 9/22/2011 8:17:14 AM, dmendoza, Action Type : N/A

CD - GERMAIN

*** CASE MODIFY 9/22/2011 8:17:47 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

***x CASE MODIFY 9/22/2011 8:17:52 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*¥** NOTES 9/26/2011 7:04:05 AM, dmendoza, Action Type : Call from Dealer
T received a voicemail message from Mr. John Stewart, the Excell Facilitator at the dealership. The EF states that he has looked in to the situation and
is working towards the end. He is working directly with the customer. The customer does live about an hour and a half away from them. They've made arrangements
to go through the 150 point inspection again. The customer is going to be provided with a loaner vehicle while they do it. The EF states that they will
finish all items to his satisfaction. He states that at this point customer is agreeable and they are doing this at his convenience. They're getting a long

with him at this point and the customer has offered no resistance. They've sent away for an owner{|s manual and headphones as well. They're bringing these things
together and will report back to me when everything is completed. The EF states that the R\O number for the certification is 151334.

*** CASE MODIFY 9/26/2011 7:04:11 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*** CASE FULFILL 9 2 14:12 AM, dmendoza
Fulfilled fowdue 09/26/2011 05:00:00 PM.
¥+ COMMIT 9/26/2011 9:14:15 AM, dmendoza, Action Type : N/A
CCr.e. APPT for inspection
**+ CASE MODIFY 9/26/2011 9:33:46 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
#¥* NOTES 9/28/2011 11:41:38 AM, dmendoza, Action Type : Call to Customer

| calied the customer at_and left a message. 1 advised the customer that 1 was calling in regards to his case. 1 spoke to John Stewart
and he advised me that they had offered to perform the 150 point inspection again. I advised him that I wanted to discuss that with him. I asked him to
give me a call and provided my contact information. I advised the customer that I will call back on 10\3\11 if I don't hear from him.

*** CASE MODIFY 9/28/2011 11:41:42 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*** CASE FULFILL 9/28/2011 11:41:45 AM, dmendoza
Futfitled for ||| 09282011 05:00:00 PM.
*** COMMIT 9/28/2011 11:41:47 AM, dmendoza, Action Type : N/A
CCr.e. inspection 2nd ATT
*** CASE MODIFY 9/28/2011 11:42:07 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*** NOTES 9/28/2011 12:56:55 PM, dmendoza, Action Type : Call from Customer
Ireceived a call from the customer. I advised the customer that I spoke to a John Stewart and he advised me that they were going to re-perform the 150
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case History
case D || G Case Title:  4F (GERMAIN HONDA) - INEESSNSEEEEEEN - CUC PROCESS CONCERN/LIAISON REQUES

point inspection. The customer states that he hasn't heard from him. The customer states that he received an e-mail from the salesman, Nishi Patel. He advised
the customer that he wanted the customer to bring the vehicle in to address his various issues. The customer states that he received the owner{ s manual along
with a service record booklet. The customer states that is all he received. He doesn't have any warranty booklets though. The customer states that he will
contact them to make an appointment to bring the vehicle in. The customer states that he would like to know if there is any compensation coming to him for his
time lost. I advised the customer that I could look in to it once we address these issues but its unlikely. The customer states that he feels that he deserves
something more than what he should have got when he bought the car. I advised the customer that he has contacted the warrantors of the vehicle. 1 advised the
customer that compensation for time taken to address issues like this is not something that falls under the warranty. The customer states that he will make an
appointment to bring the vehicle in. We agreed on a follow up date of 10\3\11. The call ended.

*** CASE MODIFY 9/28/2011 12:56:59 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** CASE FULFILL 9/28/2011 12:57:02 PM, dmendoza

Fulfilled for || o< 10/03/2011 05:00:00 PM.

% COMMIT 9/28/2011 [2:57:04 PM, dmendoza, Action Type : N/A

CC TB r.e. inspection appt

**+* CASE MODIFY 9/28/2011 12:57:27 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** NOTES 10/3/2011 12:24:06 PM, dmendoza, Action Type : Call to Customer
I called the customer at || 00 left 2 message. 1 advised the customer that I was calling in regards to his case. I advised the customer
that I wanted to verify that he made an appointment to have his 150 point inspection performed again. I asked the customer to give me a call and provided
my contact information. I advised the customer that I will call back on 10\5\11 if I don't hear from him.

*** CASE MODIFY 10/3/2011 12:24:11 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

**#* CASE FULFILL 10/3/2011 12:24:14 PM, dmendoza
Fulfilled for | dve 10/03/2011 05:00:00 PM.

5% COMMIT 10/3/2011 12:24:15 PM, dmendoza, Action Type : N/A

CC r.e. inspection appt 2nd ATT

*** CASE MODIFY 10/3/2011 12:24:36 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** NOTES 10/3/2011 12:48:56 PM, dmendoza, Action Type : Call from Customer
I received a call from the customer. The customer states that he is going to bring the vehicle in tomorrow. The customer states that he has been communicating
with his salesman, Nishi Patel. The customer states that he has received his owner's manual and maintenance schedule. The customer states that he hasn't received
anything else. He states that he e-mailed the dealership about the things that he didn't receive and his concerns about the completion of the 150 point inspection.
The customer states that the salesman responded and told him that he'd order the manual and the schedule. The customer told the dealership that he appreciates
the headset and the owner's manual. The customer states that he told him that there were things he characterizes as simple that weren't addressed and this has
shaken his confidence that important mechanical things weren't addressed per the inspection. The customer states that when his salesman responded they told him that
in regards to the things he listed, he will need to bring the vehicle back in. The customer states that he is going to bring the vehicle in but he is worried
that they are only going to focus on the issues he's complained about. The customer states that what he is most worried about are issues that he can't even
identify. | advised the customer that I will contact the dealership and remind them of his specific concerns. I advised the customer that I will follow up
with him on Wednesday, 10\5\1 . However, I would like him to call me back if he experiences any issues while he is at the dealership tomorrow. The customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

cese D : || G Case Title :  4F (GERMAIN HONDA) - [IIIEEEEEEEE - CUC PROCESS CONCERN/LIAISON REQUES

states that his appointment is at 2pm ET. 1 provided the customer with my extension. The call ended.
*** CASE MODIFY 10/3/2011 12:48:59 PM, dmendoza

into WIP 4F - Mary Downing and Status of Solving.
*** CASE FULFILL 10/3/2011 12:49:02 PM, dmendoza

Fulfilled for (| < 10/05/2011 05:00:00 PM.

*¥*£% COMMIT 10/3/2011 12:49:03 PM, dmendoza, Action Type : N/A

CD GERMAIN

*** CASE MODIFY 10/3/2011 12:49:13 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** NOTES 10/4/2011 7:59:02 AM, dmendoza, Action Type : Call to Dealer
I called the dealership and spoke to the Excell Facilitator, John. The EF states that they have the R\O where the vehicle was put through the 150-point
inspection. The EF states that they haven't offered any resistance to the customer(”s requests. The EF states that the customer is going to come back in and
go over his entire 150-point checklist. | advised the EF that the customer never received it. The EF states that when he looked up the R\O for the
inspection it wasn't in the customerl s name. He thinks that( :s why he didn't receive it. The EF states that it has someone else. is name, but the same VIN.
The EF states that the vehicle is going to be down for 48 hours when he brings it back in. The EF is putting the customer in a loaner vehicle. The EF
states that he has spoken to the UCM and he is aware of the customer (s issue. The EF states that once the customer see("s a copy of the R\O he thinks
he will be a little more confident in the status of his vehicle. I advised the EF that the customer!_is major concern is regarding the issues he can't see.
Of course hels concerned about the minor issues but he states that his main concern is that there are mechanical issues that he can't identify. 1 advised the
EF that one of my concerns is that the customer hasn't received any documentation. The salesman has ordered him an OwnerLis manual and maintenance schedule.
I advised the EF that the customer didn't receive any documentation per the HCUC process other than the ownerl_is manual and schedule, including the radio and
navigation codes. The EF states that he will have them look in to ordering the necessary books. The EF states that he will notify me of the outcome of
the inspection. The EF states that I can reach him at ||| JJJEIl:t extension 1579. 1 thanked him for his time and the call ended.

*#* CASE FULFILL 10/4/2011 7:59:22 AM, dmendoza
Fulfilled for || ||| 10042011 05:00:00 PM.

*** COMMIT 10/4/2011 7:59:25 AM, dmendoza, Action Type : N/A

CC r.e. inspection

*** CASE MODIFY 10/4/2011 7:39:45 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** NOTES 10/5/2011 12:21:13 PM, dmendoza, Action Type : Call to Customer
I called the customer at_and left a message. I advised the customer that 1 was calling in regards to his case. I asked the customer to
give me a call and provided my contact information. I advised the customer that I've spoken to his dealership and reiterated his primary concerns. They advised
me that they are going to re-perform the 150-point inspection. It should take up to 48 hours so they are providing him, the customer, with a loaner vehicle.
I advised the customer that they also indicated that they would look in to the missing documentation. I advised the customer that I will give them a few days
and then follow up. I advised the customer that if I don't hear from him I will call back on 10\10\11.

*#x CASE MODIFY 10/5/2011 12:21:20 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.

*** CASE FULFILL 10/5/2011 12:21:22 PM, dmendoza

Fulfilled for ||| A< 10/05/2011 05:00:00 PM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

case D || KT Case Title :  4F (GERMAIN HONDA) - [ - cuc PROCESS CONCERN/LIATSON REQUES

¥*x COMMIT 10/5/2011 12:21:25 PM, dmendoza, Action Type : N/A
CC r.e. inspection
*#+ CASE MODIFY 10/5/2011 12:21:44 PM, dmendoza
into WIP 4F - Mary Downing and Status of Sofving.
*** NOTES 10/10/2011 9:55:41 AM, dmendoza, Action Type : Call to Customer

I called the customer at_and left a message. I advised the customer that I was calling in regards to his case. I asked the customer to
give me a call and provided my contact information. I advised the customer that [ would like him to leave a message with the best time and number to reach
him if he calls and I'm unavailable.

*#* CASE MODIFY 10/10/2011 11:52:48 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*#* CASE MODIFY 10/10/2011 11:52:55 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*¥k CASE MODIFY 10/10/2011 11:52:55 AM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
*** NOTES 10/10/2011 [2:18:43 PM, dmendoza, Action Type : Note-General
10 Day Letter Sent
¥** CASE MODIFY 10/10/2011 12:18:47 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
#** CASE FULFILL 10/10/2011 12:18:49 PM, dmendoza
Fulfilled for ||| 10/102011 05:00:00 PM.
¥ COMMIT 10/10/2011 12:18:51 PM, dmendoza, Action Type : N/A
ccb?
*x*x CASE MODIFY 10/10/2011 12:19:16 PM, dmendoza
into WIP 4F - Mary Downing and Status of Solving.
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

Case Title : (PLAZA) SA - I - R=AR HATCH

Spool Report

Case Details
Case D : ] Division : Honda - Auto Condition
Case Originator : Jennell Fort (Team HA) Sub Division :  Customer Relations Status :
Case Owner:  Matt Caldarella (Team HG) Method : Phone Queue :
Last Closed By : Matt Caldarella (Team HG) Point of Origin . Customer Wipbin :

. Closed
Closed

No. of Attachments :

Open Date :  8/17/2011 6:27:40 AM

Close

Date : 9/12/2011 10:45:57 AM

Days Open: 26

1

Site / Contact Info :

Product Info :

Site Name : |

Dealer No. :

Site Phone No. :

Contact Name :

Day Phone No. :

Evening Phone No. :
| Cell/ Pager No. :

Fax No. :

Address : _

city / State / Zip: ~ BROOKLYN, NY ||}

E Mail :

Svc District / Sls District:  /

Unit Owner :
VIN Type / No. :
Model / Year:

Miles / Hours ;
In Service Date :
Months In Use :
Engine Number :

Trim ;
No. Of Doors :

Current Dealer Info :

Exterior Color :

Current Dealer No. / Name :207066 / PLAZA HONDA

Svc District / Sls District:  05A / A05
Warranty Labor Rate / Date : $100.00 /

Phone No. : 718-253-8400
Address : 2740 NOSTRAND AVENUE
City / State / Zip . BROOKLYN, NY 11210

Model ID / Product Line :

Selling Dealer No. / Name :

Transmission Code :

US VIN/ 5FNRL389X8

ODYSSEY

RL3898KW / A
31,542
07/05/2008

37

J35A74065778

/2008

Originating Dealer No. / Name :208316 / HONDA OF NEW ROCHELLE

208316 / HONDA OF NEW ROCHELLE
TOUR

5
5AT
BK

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/VVSC Canceliation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :
Previous Dealer Info : , 3rd Party Info :
Dealer #] Dealer Name [ Agent Name |Comp Ind.
Party 1: CR. Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues .
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- PRODU [Subcase Close Product Operation 823 Rear Compartment
- PRODU |Subcase Close Product Operation 8171B7 TAILGATE LATCH AND
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

issue 1D - (I

Issue Originator : Jeff McCaughan

Spool Report
Issue Details
Disposition: Complaint Condition : Closed
Type 1: Product Status : Subcase Close

Type 2:

Issue Owner : Jeff McCaughan
Issue Title : i - PRODUCT - OPERATION

Operation Queue :

Wipbin :
Open Date :

Close Date :

8/17/2011 11:20:40 AM
8/31/2011 7:59:35 AM

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution 1D : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc ./
Temperament Code : Medium
Resolutions :  Documented Concern, Provided Information
Component Category : 17 - Latches
Previously Published : NO
Fire Indicator : NO Parts Info : —
Rollover Indicator NO Part No. Part Description [ BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Issue Details

W_ Disposition: Complaint Condition : Closed Wipbin :

Issue Originator : Matt Caldarella Type 1: Product , Status : Subcase Close Open Date :  9/8/2011 5:59:32 AM
Issue Owner : Matt Caldarella Type 2. Operation Queue : Close Date : 9/12/2011 10:45:53 AM
Issue Title : || |} prooucT - oPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :8171B7 / TAILGATE LATCH AND CLOSER - REPLACE. olution ID : Resolution Title :
Condition Code Desc Other 817X ' olution Title :
Campaign Code / Desc: /
Temperament Code : Medium

Resolutions :  Assist - AHM 100%, CR Generated Gdwill

Component Category : 20 - Wheels
Previously Published : NO

. ; : Parts Info :
Fire Indicator : NO —
Rollover Indicator NO Part No. | Part Description | BO. Reason
Cosmetic / Sound Quality Indicator:  NO 74820-SHJ-A71 STAY, TAILGATE OPEN Not Applicable
Dealer Coding:
B

Check Req Info :

Check Requisition No. : 10190 _ —
Primary Amount . $183.19 Payee Nr_g\me '
Incidental Type 1/ Amount : Not Applicable ~ /80.00 - Address - it

! ~ | - i / Zip
incidental Type 2 / Amount : Not Applicable /$0.00 City/ State / Zip BROOKLYN, NY-

Campaign Template # :

I\gfrlo/\s/\em do;r;lt': 2;3)311‘19 Contention Code : 03220

: t Code : 3214
Approval Date : 9/8/2011 7:16:48 g:{:;oryo_ © (l);ezgtlar
Status : PROCESSED Failed Part # 74820-SHJ-A71

Check No.: 1928791
Check Date : 9/9/2011
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

' Spool Report Run Date :

10/06/2011

Case History
case ID: NN Case Title:  (PLAZA) SA - [N - REAR HATCH

*** CASE CREATE 8/17/2011 6:27:40 AM, jfort
Contact = Priority = N/A, Status = Solving.

*** CASE MODIFY 8/17/2011 6:28:27 AM, jfort
into WIP default and Status of Solving. _

*** NOTES 8/17/2011 6:34:34 AM, jfort, Action Type : Call from Customer
Updated contact information.

The customer stated his rear hatch is not working for the second time. He went to Plaza Honda yesterday and spoke with Chris who advised him to order the
parts.
The parts came up to $183.19 without labor. The customer feels the failure is premature and he should not be charged.

He stated he has spent over $800 in repairs to this vehicle for brakes and tires this month and is beginning to question Honda quality.
The customer is the original owner and is seeking assistance with the cost of the rear hatch repair.

[ apologized for any inconvenience the customer may have encountered and informed the customer the case will be forwarded to a RCM who will return his call in
1 - 2 business days.

***¥ CASE MODIFY 8/17/2011 6:34:42 AM, jfort
into WIP default and Status of Solving.
*** CASE MODIFY 8/17/2011 6:35:15 AM, jfort
into WIP default and Status of Solving,.
**+* CASE DISPATCH 8/17/2011 6:37:12 AM, jfort
from WIP default to Queue Honda Team G.
*** CASE YANKED 8/17/2011 9:56:51 AM, jmccaugh
Yanked by jmccaugh into WIPbin default.
*** CASE MODIFY 8/17/2011 9:57:07 AM, jmccaugh
into WIP default and Status of Solving.
*** COMMIT 8/17/2011 9:57:09 AM, jmccaugh, Action Type : N/A
First call.
*xx CASE MODIFY 8/17/2011 11:18:47 AM, jmccaugh
into WIP default and Status of Solving.
*#* SUBCASE ||| [ R CREA TE 8/17/2011 11:20:40 AM, jmccaugh
Created in WIP Default with Due Date 8/17/2011 11:20:40 AM.
*** NOTES 8/17/2011 11:22:01 AM, jmccaugh, Action Type : Note-General

TRXNUMPID FNAME LNAME VIN - TRXDATE SERVAMT
ODOMETER DLRID MAKE MODEL
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History

case iD: |GG Case Title : (PLAZA) SA-_-REAR HATCH
187284641 996359641 [N s~rissoxsel o2/1812000 12:00:00

AMO 8475 207066
5FNRL389X8B-1/17/2010 12:00:00

263015713 996359641
AM 150.54 25790 2070
187621216 996359641
AM 1327 - 8526 207066 HOND ODYSSEY

283826976 996359641 NN  5FNRL3soXsB|Jo4 1912011 12:00:00

AM 2564 29213 207066 HOND ODYSSEY
**% NOTES 8/17/2011 11:24:09 AM, jinccaugh, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

SFNRL389X s HJJllo2/24/2009 12:00:00

This customer contacted our office regarding the following issue(s): Rear hatch repair needed. Customer is requesting assistance. What is your diagnosis? Is
Tech Line involved? Is the DPSM involved? Please call me ASAP to discuss.

Thank you for your attention to this matter.

Jeff McCaughan
Automobile Customer Service
1 (310) 783-7733

*** NOTES 8/17/2011 11:25:22 AM, jmccaugh, Action Type : Call to Dealer
I called the Service Mgr. Vladimir on his cell phone and left a VM. T requested he call me back ASAP.

*++ NOTES 8/18/2011 11:05:37 AM, jinccaugh, Action Type : Call to Customer
I called the customer at the day time phone number and left a detailed VM. I provided my first name, title, phone number, ext., and office hours. I requested
Mr. -call me back. :

*#* CASE FULFILL 8/18/2011 11:05:48 AM, jmccaugh
Fulfilled fo due 08/18/2011 12:00:00 AM.

*** COMMIT 8/18/2011 11:05:56 AM, jmccaugh, Action Type : N/A

Call the customer / second attempt.

**+* NOTES 8/22/2011 8:25:25 AM, jmccaugh, Action Type : Call to Dealer
I called the Service Mgr. Vladimir and he informed me that the customer's vehicle is out of warranty. Customer came to them after purchasing the part (rear
hatch stay). The Service Dept installed it for him at no charge. No RO was written.

*** NOTES 8/22/2011 8:27:47 AM, jmccaugh, Action Type : Call to Customer
I called the customer at the day time phone number. This was a Councilman's Office. I spoke to the receptionist and he told me that- was away from
his desk at this time. [ provided my first name, title, phone number, ext., and office hours. He said he would give- the message. I thanked him for
his time.

*** CASE FULFILL 8/22/2011 8:27:54 AM, jmccaugh
Fulfilted for || . 08192011 12:00:00 AM.

*** COMMIT 8/22/2011 8:27:57 AM, jimccaugh, Action Type : N/A

Call the customer.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case D: || GGG Case Title :  (PLAZA) 5A BB - REAR HATCH

*** CASE MODIFY 8/26/2011 1:21:20 PM, jmccaugh
into WIP District 5A and Status of Solving.
*#* NOTES 8/26/2011 1:29:10 PM, jmccaugh, Action Type : Call to Customer

I called the customer on his cell phone and introduced myself as the RCM. He told me that he did get the message that 1 called and has been too busy to

call me back. We discussed the needed repair and I empathized with him-about this needed repair. He told me that this is the second time this part has needed

to be replaced. I asked if he is manually closing the rear hatch? He said "not usually, I usually use the electronic button". I informed him his vehicle

is out of warranty by time. He said he knows. I offered to consider a one time GW offer to reimburse him for the cost of the part. He thanked me. 1

provided the fax number and he told me he would fax this document on Monday. T told him I would call him back on Tuesday to discuss the details after reviewing
the paid receipt. No other assistance needed at this time. I thanked Mr.-for calling AHM.

*** CASE FULFILL 8/26/2011 1:29:22 PM, jmccaugh
Fulfilled for NN du. 08/29/2011 12:00:00 AM.
*# COMMIT 8/26/2011 1:29:24 PM, jmccaugh, Action Type : N/A
Call the customer / fax? GW offer?
**+* CASE FULFILL 8/30/2011 6:26:48 AM, jmccaugh
Fulfilled for || A< 08/30/2011 12:00:00 AM.
*** NOTES 8/30/2011 6:28:06 AM, jmccaugh, Action Type : Call to Customer
I called the customer at the day time phone number. This is a voice recording for a City Council Member (not Mr.-.
***x NOTES 8/30/2011 6:32:10 AM, jmccaugh, Action Type : Call to Customer

I called the customer on his cell phone and introduced myself as the RCM. He said "oh yeah I was suppose to fax you a copy of my paid receipt yesterday".
He said he would fax the requested document within the hour. I thanked Mr. or his assistance and told him I would call him back once I have received
his fax. He thanked me for the call. I thanked Mr-for calling AHM.

**x COMMIT 8/30/2011 6:32:15 AM, jmccaugh, Action Type : N/A
Process check req.
#** CASE MODIFY 8/31/2011 7:52:38 AM, jmccaugh
into WIP WIPbin 2 and Status of Solving.
*** NOTES 8/31/2011 7:58:30 AM, jmccaugh, Action Type : Note-General
Closing case until the requested documents are received.
**+* CASE FULFILL 8/31/2011 7:58:37 AM, jmccaugh
Fulfilled for ||| . 08312011 12:00:00 M.
*** SUBCASE N012011-08-1700076-1 CLOSE 8/31/2011 7:59:35 AM, jmccaugh
Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 8/31/2011 7:59:39 AM, jmccaugh
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 9/6/2011 4:39:40 PM, valligoo
with Condition of Open and Status of Solving.
*+*x CASE MODIFY 9/6/2011 4:48:06 PM, valligoo
into WIP default and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case ID: I Case Title :  (PLAZA) 5A - | - REAR HATCH

**#* CASE CLOSE 9/6/2011 4:48:08 PM, valligoo
Status = Closed, Resolution Code = Instruction Given, State = Open
**¥* CASE REOPEN 9/6/2011 4:51:38 PM, valligoo
with Condition of Open and Status of Solving.
*** NOTES 9/6/2011 4:54:29 PM, valligoo, Action Type : Letter/Fax
On 09/06/11 ACS received a 3-page fax from customer regarding requested documents.
**¥ CASE ADD ATTACHMENT 9/6/2011 5:00:22 PM, crmsuser
Added attatchment ScanDoc 1 with path \\ahmtor10\crms_scandoc\ScanDoc_Final\N012011-08-1700076_1.PDF
*** CASE DISPATCH 9/7/2011 8:33:39 AM, valligoo
from WIP default to Queue Honda Team G.
*** CASE ASSIGN 9/7/2011 1:25:02 PM, galbu
_to mcaldare, WIP {1
*** CASE RULE ACTION 9/7/2011 1:25:02 PM, sa
Action Task Assignee of rule Assign Notification fired
*** NOTES 9/8/2011 5:58:30 AM, mcaldare, Action Type : Call to Customer
I contacted Mr.-and informed the customer that AHM has received his invoice and proof of payment showing he had the rear hatch repairs performed to
his vehicle. 1stated that AHM is going to be reimbursing him the 183.19 he paid for the rear hatch repairs done at Plaza Honda. He thanked Honda

for this assistance and said he really appreciates the help. I welcomed Mr. verified his address and informed him that this reimbursement will be
received in 2-3 weeks. He understood and thanked me again for the assistance.

+++ SUBCASE || T cr:Ats 982011 5:59:32 AM, mealdare
Created in WIP Default with Due Date 9/8/2011 5:59:32 AM.
+++ SUBCASE | GG s- A rCH 9/8/2011 6:00:45 AM, mealdare
from WIP ** default ** to Queue CkReq - Albu.
*** NOTES 9/8/2011 6:01:30 AM, mcaldare, Action Type : Note-General
DPSM involved? [iNo
Total Amount the customer paid $ 183.19
Total Goodwill assistance offerred: (] $ 183.19
Percentage of Goodwill Authorized: [1100%
*** COMMIT 9/8/2011 6:03:28 AM, mcaldare, Action Type : N/A
Made to ||| ove 09/12/2011 05:00:00 PM.
verify check mailed
*** CASE MODIFY 9/8/2011 6:03:45 AM, mcaldare
into WIP ** default ** and Status of Solving.
*** CASE MODIFY 9/8/2011 7:12:05 AM, mcaldare
into W1P 5A and Status of Solving.

+++ SUBCASE |G 9/5/2011 7:16:48 AM, galbu, Action Type :

Check Requistion for 183.19 $ submitted
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :

10/06/2011

-Case History

case D [ G case Title - (PLAZA) 5A - ||| - r=2R natcu

Check Requistion for 183.19 § submitted by galbu

**+* SUBCASE _RETURN 9/8/2011 7:16:56 AM, galbu
from Queue CkReq - Albu to WIP subcases.

*** CASE MODIFY 9/8/2011 12:08:13 PM, mcaldare
into WIP SA and Status of Solving.

¥ NOTES 9/9/2011 1:58:49 PM, mmillen, Action Type : Note-General
Check mailed.

*Hk SUBCASE_CO’MMIT 9/12/2011 8:05:50 AM, mcaldare, Action Type : External Commitment

Check processed for check req no = 10190 on 2011-09-09-00.00.00.000000

+++ SUBCASE || C L OSE 9/12/2011 10:45:53 AM, mcaldare
Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 9/12/2011 10:45:55 AM, mcaldare
into WIP SA and Status of Solving.

***% CASE CLOSE 9/12/2011 10:45:57 AM, mcaldare
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

case Tite : 7N |} ]I - s./01NG DOOR COMPLAINT

Spool Report Run Date : 10/12/2011
Case Details
Case ID : I Division : Honda - Auto Condition : Closed Open Date :  11/19/2010 3:32:48 PM
Case Originator : Noell Jessie (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 12/2/2010 1:50:06 PM
Case Owner:  Kai Makaena (Team HE) Method : Phone - Queue : Days Open: 13
Last Closed By : Kai Makaena (Team HE) Point of Origin : Customer Wipbin :

No. of Attachments : 0

Site / Contact Info :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :

Fax No. :

Address _
City / State / Zip : HOLLYWOOD,
E Mail :

Svc District / Sls District : /

sietome .

Product Info :

I

Current Dealer Info :

Svc District / Sls District: 07N/ C07
Warranty Labor Rate / Date . $100.00

Current Dealer No. / Name : 208325/ HOLMAN HONDA OF FT.

Phone No. : 954-764-1100
Address : 12 EAST SUNRISE BLVD.
City / State / Zip : FORT LAUDERDALE, FL 33304

/

Unit Owner :

VIN Type / No. :

Model / Year:

Model ID / Product Line :
Miles / Hours :

in Service Date :

Months In Use :

Engine Number :

Selling Dealer No. / Name :
Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP/VSC Canceilation Date :

US VIN / SFNRL389 1 sFE
ODYSSEY /2008

RL3898KW /A

39,000

07/18/2008

28

J35A74070538

Originating Dealer No. / Name :207391 / MAROONE HONDA OF HOLLYWOO

207391 / MAROONE HONDA OF HOLLYWOOD
TOUR

5

SAT

BU

Factory Warranty Start/ End Date :
Factory Warranty Cancellation Date :

HPP//SC Coverage Start / End Date :

Extended Warranty Start / End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: DPSM Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- Subcase Close Product Operation 822 Door, right rear
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM .

Spool Report Run Date : 10/12/2011
Issue Details
Issue ID: Disposition: Complaint Condition : Closed Wipbin :
Issue Qriginator ;- Kai Makaena Type 1. Product Status : Subcase Close Open Date :  11/22/2010 1:26:56 PM
Issue Owner : Kai Makaena Type 2. Operation Queue : Close Date : 12/2/2010 1:50:05 PM
Issue Title : - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 822 / Door, right rear
Condition Code Desc Other 822X
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Assist - AHM 100%
Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History
Case ID: NG Case Title: 7N - I - 5. '0'NG DOOR COMPLAINT
*** CASE CREATE 11/19/2010 3:32:48 PM, njessie
Contact =— Priority = N/A, Status = Solving.
*#*% NOTES 11/19/2010 3:50:15 PM, njessie, Action Type : Call from Customer
Updated customer contact info

Best contact # ||| | G

Customer states that the hydraulics on the rear door doesn:Jt work. Customer states that she has to physically lift and pull the door open. Customer states that
she has called the dir and they informed her that this would not be fixed under warranty since she is outside of the warranty by 3,000 miles. Customer states
that she would like to know if AHM would be willing to assist with this repair since her vehicle is still fairly new. Customer states that she has been driving
Hondas since she started driving and that he got her entire family to drive them. Customer states that she has about half of her services done at the dIr and
half at an IRF. Customer states that she has all the service records for anything that has ever been done on her vehicle. Customer is the original owner of
the vehicle. Customer states that the vehicle has not been diagnosed by a Honda dIr but it will be taken in Monday morning for diagnosis.
ACS informed the customer that given that she is a brand loyal customer this case will be dispatched to a case manager for further assistance. ACS informed
the customer that a case manager will call her within the next 1-2 business days. ACS informed the customer that assistance is not guaranteed.
Customer understood and needed no further assistance.

*** CASE MODIFY 11/19/2010 3:50:37 PM, njessie
into WIP default and Status of Solving.

#** CASE DISPATCH 11/19/2010 3:50:49 PM, njessie
from WIP default to Queue Honda Team E. )

*** CASE MODIFY 11/19/2010 3:50:52 PM, njessie
into WIP default and Status of Solving.

##% CASE RULE ACTION 11/20/2010 3:50:49 PM, sa
Action Task - Current Owner - 24 hrs of rule Queue Escalation fired

**%¥ CASE RULE ACTION 11/21/2010 3:50:49 PM, sa
Action Task - owners supvsr - 48 hrs of rule Queue Escalation fired

*** CASE ASSIGN 11/22/2010 6:04:54 AM, ltafoya
I 0 kmakaena, WIP

% CASE RULE ACTION 11/22/2010 6:04:54 AM, sa

- Action Task Assignee of rule Assign Notification fired

% COMMIT 11/22/2010 6:45:49 AM, kmakaena, Action Type : N/A

24

4% CASE MODIFY 11/22/2010 6:46:01 AM, kmakaena
into WIP NEW CASES and Status of Solving.

*+* SUBCASE | N C R A TE 11/22/2010 1:26:56 PM, kmakaena
Created in WIP Default with Due Date 11/22/2010 1:26:56 PM.

**#%¥ CASE FULFILL 11/22/2010 1:29:26 PM, kmakaena
Fulfilled for || duc 11/22/2010 12:00:00 PM.

**¥ COMMIT 11/22/2010 1:29:32 PM, kmakaena, Action Type : N/A
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/12/2011

Case History
case (D : [HIININEGEGEN Case Title - 7N - |} NJJJEEEEEEE- s./D!NG DOOR COMPLAINT
call customer
*** NOTES 11/22/2010 1:29:51 PM. kimakaena, Action Type : Call to Customer
ACS called the customer on nd left a message for a call back. I informed the customer that AH will try again by 11/24.
*** CASE MODIFY 11/22/2010 1:30:01 PM, kmakaena
into WIP NEW CASES and Status of Solving.

#*%¥ NOTES 12/2/2010 10:53:34 AM, kmakaena. Action Type : Call to Customer

ACS spoke with the customer for a update. The customer informed ACS that she took her vehicle to Holman Honda on 11/29 and Eddie(sm) was able to contact
his local rep to have both rear tail shocks replaced. The customer stated that she was happy with the service provided and would like to thanked Eddie for making

this process easy. I thanked the customer for the update and informed her that [ will send a thank you message to Eddie for his assistance. The customer thanked
ACS for the follow up call.

*** CASE MODIFY 12/2/2010 1:37:34 PM, kmakaena
into WIP NEW CASES and Status of Solving,.

**% NOTES 12/2/2010 1:39:12 PM, kmakaena, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

This customer contacted our office regarding the following issue(s):

Eddie,

The customer would like to thank you for assisting her with getting the rear tail gate lifts replaced in her vehicle.
Thanks for making the effort for our customer!!

This is for your information only and no response is required.

Thank you for your attention to this matter.

Kai Makaena
Automobile Customer Service
**% CASE MODIFY 12/2/2010 1:50:03 PM, kmakaena
into WIP NEW CASES and Status of Solving.
++x SUBCASE | NG CL.0Sk 12/2/2010 1:50:05 PM, kmakaena
Status = Solving, Resolution Code = Instruction Given
***% CASE CLOSE 12/2/2010 1:50:06 PM, kmakaena
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case Details
Case ID : I Division : Honda - Auto Condition : Closed Open Date :  5/16/2011 8:38:29 AM
Case Originator : Tara Limun (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 5/16/2011 8:44:05 AM
Case Owner:  Tara Limun (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Tara Limun (Team HA) Point of Origin : Customer Wipbin :
Case Title : h- REAR DOOR COMPLAINT No. of Attachments : 0
Site / Contact Info : Prodict Info :
Site Name : ] Unit Owner :
Dealer No. : VIN Type / No. : US VIN / SFNRL38619B
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3869JW / A
Day Phone No. : Miles / Hours : 24,000
Evening Phone No. : In Service Date : 05/16/2009
Cell / Pager No. : Months In Use : 24
Fax No. : Engine Number : J35A75002137 ,
Address ] Originating Dealer No. / Name :207455 / SOUTH SHORE HONDA
City / State / Zip - ROCKVILLE CENTRE, NY |} Selling Dealer No. / Name : 207455 / SOUTH SHORE HONDA
E Mail : Trim ; EX-L
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BX
Current Dealer No. / Name :207455 / SOUTH SHORE HONDA Factory Warranty Start / End Date :
Phone No. ; 516-285-8036 Factory Warranty Cancellation Date :
Address - 704 WEST MERRICK ROAD HPP/VSC Coverage Start / End Date :
City / State / Zip : VALLEY STREAM, NY 11580 HPP//SC Cancellation Date :
Svc District / Sls District : QSA / AO5 Extended Warranty Start/ End Date -
Warranty Labor Rate / Date : $104.00 / . .
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
_- Subcase Close Product Operation 821 Door, left rear
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA ,
Spool Report Run Date :  10/06/2011

Issue Details

Issue ID : _ Disposition: Complaint Condition : Closed Wipbin :
tssue Originator : Tara Limun Type 1: Product Status : Subcase Close Open Date :  5/16/2011 8:42:13 AM
Issue Owner : Tara Limun Type 2 :  Operation Queue : Close Date : 5/16/2011 8:44:05 AM

Issue Title : ||| ||| EIIIIE- PRoDUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 821/ Door, left rear Solution ID : Resolution Title :
Condition Code Desc Other 821X Solution Title :

Campaign Code / Desc :  /
Temperament Code : Please Specify
Resolutions :  Documented Concern, Referred to Dealer

Component Category : 13 - Visibility
Previously Published: NO Parts Info :
Fire Indicator : NO arts nto -

Rollover Indicator : NO Part No. Part Description | BO Reason

Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011

Case History
case ID: HINININGEGEGEGE Case Title : | SR REAR DOOR COMPLAINT
*+* CASE CREATE 5/16/2011 8:38:29 AM, tlimun

Contact = || GG, oty = N/A, Status = Solving.
*** CASE MODIFY 5/16/2011 8:39:21 AM, tlimun
into WIP default and Status of Solving.
#xx SUBCASE ||| e e 5162011 8:42:15 AM, timun
Created in WIP Default with Due Date 5/16/2011 8:42:13 AM.
#** NOTES 5/16/2011 8:43:54 AM, tlimun, Action Type : Call from Customer
ACS verified customer contact info and best contact number_
The customer calied ACS and advised that the strut on rear door. Customer stated the srut is not working and feels they blown out. Customer would like to

know if the issue can be cover under warranty. ACS referred customer to his warranty booklet page 9 and Honda will repair or replace any part that is defective
in material or workmanship under normal use. Customer thanked ACS and will take his vehicle to SOUTH SHORE HONDA for diagnosis. Customer thanked ACS.

**+% CASE CLOSE 5/16/2011 8:44:05 AM, tlimun
Status = Closed, Resolution Code = Instruction Given, State = Open

**++ SUBCASE CLOSE 5/16/2011 8:44:05 AM, tlimun
Status = Solving, Resolution Code = Instruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Last Closed By : Sergio Salvador (Team HG)
Case Title :

Point of Origin : Customer
(PANBURY) SF-J I - REAR DOOR STRUTS /NOT WORKING - AS No. of Attachments : 0

Wipbin ;

Days Open: 13

Spool Report Run Date : 10/06/2011
Case Details
Case D : ] Division : Honda - Auto Condition : Closed Open Date :  6/28/2011 1:12:21 PM
Case Originator : April Cooper (Team HB) Sub Division :  Customer Relations Status : Closed Close Date : 7/11/2011 11:59:28 AM
Case Owner:  Sergio Salvador (Team HG) Method : Phone Queue :

Site / Contact Info :

Product Info :

Site Name :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :
Fax No. :

Address :

City / State / Zip :

E Mail : :
Svc District / Sls District : /

YORKTOWN HGTS, NY R

Current Dealer Info :

Current Dealer No. / Name :207994 / HONDA OF DANBURY

Phone No. : 203-730-5600
Address : 102D-102A-104 FEDERAL
City / State / Zip : DANBURY, CT 06810

Svc District / Sls District :  05F / F05
Warranty Labor Rate / Date . $104.00 /

Unit Owner :

VIN Type / No. :

Model / Year:

Model ID / Product Line :
Miles / Hours :

In Service Date :

Months In Use :

Engine Number :

Selling Dealer No. / Name :
Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP/VSC Canceilation Date :

US VIN / SFNRL38649Hi IR
ODYSSEY /2009

RL3869JW / A

45,815

06/29/2009

24

J35A75004330

Originating Dealer No. / Name :207896 / BREWSTER HONDA

207896 / BREWSTER HONDA
EX-L

5

5AT

BX

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicabie
Party 2 Not Applicable Party 4 © Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PROD [Subcase Close Product Operation 823120 TRUNK LID/TAILGATE/
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issue Owner : Sergio Salvador

Spool Report Run Date : 10/06/2011
Issue Details
Issue ID . [N Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Sergio Salvador Type 1: Product Status : Subcase Close Open Date :  6/29/2011 6:57:03 AM
Type 2. Operation Queue : Close Date : 7/11/2011 11:59:21 AM

PRODUCT - OPERATION

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823120/ TRUNK LID/TAILGATE/STAY ASSEMBLY (BOTH [Solution ID : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc :  /
Temperament Code : Please Specify
Resolutions :  Assist - AHM 100%
Component Category : NR - No Category Found
Previously Published : NO .
Fire Indicator : NO Parts Info : __
Rollover Indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
" Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History
case D: NG Case Title :  (DANBURY) 5F- I IINNNEEEEEEER REAR DOOR STRUTS /NOT WORKING - ASSISTAN

*** CASE CREATE 6/28/2011 1:12:21 PM, acooper
Contact = ||| NINNEEEEE. P:iority = N/A, Status = Solving.
*#* CASE MODIFY 6/28/2011 1:13:15 PM, acooper
into WIP default and Status of Solving.
*** CASE YANKED 6/28/2011 1:18:02 PM, Iroberts
Yanked by Iroberts into WIPbin default.
**¥* CASE MODIFY 6/28/2011 1:18:17 PM, lroberts
into WIP default and Status of Solving.
*** CASE MODIFY 6/28/2011 1:18:26 PM, Iroberts
into WIP default and Status of Solving.
*** NOTES 6/28/2011 1:41:53 PM, acooper, Action Type : Call from Customer
I verified the customers information.

The best contact number is [ EGTcNGEGNGNG

The customer called and inquired about a recall information.

ACS explained to customer recall information is handled by a different department. The customer did not want to be transferred. In my efforts to assist the
customer he immediately asked for a supervisor. ACS advised the customer it was not a supervisor issue and would be able to assist him. The customer still
wanted to speak with a supervisor. ACS then transferred called to supervisor.

**¥* NOTES 6/28/2011 1:52:49 PM, Iroberts, Action Type : Escalation

Best contact # —

(Secondary_ - The customer stated that he would prefer not to be called at this number, however only if absolutely not able to reach
him on the primary #. )

The customer stated that he was calling to find out if there is a recall on his vehicle for the Cstrutsi on the rear door. He stated that he did not want

his call to be transferred to another department to inquire only to be transferred back to ACS. He stated that he has two friends that own the same type of
vehicle and their vehicles had the same issue with the struts not working properly. The customer stated that this part was repaired on their vehicle free of charge
because it was a recall. He stated that he believes that his vehicle is having the exact same issue and so he wants for Honda to cover the cost of repair.

I informed the customer that recalls are vin specific and that based on his vin number I do not show that there is a recall for the rear door struts. 1

inquired if he had the issue diagnosed at a Honda dealer. The customer stated that the issue was diagnosed today at Honda of Danbury and it was determined
that the struts need to be replaced for the estimated cost of $250. The customer stated that he was working with an SA but does not remember his name;

he stated that the SA referred him to contact AHM because he complained that it was too soon for this part to go out and he does not feel that he should

pay for the repair.

I informed the customer that at this time his vehicle is out of warranty and that this repair would be at his expense. The customer stated that he does not
agree that he should pay for the repair for several reasons. He stated that he believes that the issue is the same as that of his friend{1s vehicle and it is
too soon for these parts to go out. He stated that he is a loyal Honda owner and has always loved Honda, however this is disappointing. (Airbase confirmed
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case (D : NG case Title :  (DANBURY) SE- || RcAR DOOR STRUTS /NOT WORKING - ASSISTAN

only 3 vehicles for the customer, under his wifelJs name, Amy). The customer stated that he regularly services his vehicle at Honda of Danbury and has serviced
the vehicle at other Honda dealers as well.

I informed the customer that I can forward his case to a CM for further review of his request for assistance. I explained that this will be on a case by
case basis with no guarantee. The customer stated that he understood this. I provided the customer with his case number and offered further assistance, he declined
and we ended the call.

Note: The customer stated that the SA informed him that the parts needed would have to be ordered and can take up to 2 days. The vehicle is currently with
the customer.

*** CASE MODIFY 6/28/2011 1:53:15 PM, lroberts
into WIP default and Status of Solving.
*** CASE MODIFY 6/28/2011 1:33:21 PM, Iroberts
into WIP default and Status of Solving.
*** CASE MODIFY 6/28/2011 2:03:34 PM, lroberts
into WIP default and Status of Solving.
*** CASE MODIFY 6/28/2011 2:04:26 PM, Iroberts
into WIP default and Status of Solving.
*** CASE DISPATCH 6/28/2011 2:05:01 PM, Iroberts
from WIP default to Queue Honda Team G.
*** CASE ASSIGN 6/28/2011 2:29:23 PM, galbu
to ssalvado, WIP
*** CASE RULE ACTION 6/28/2011 2:29:24 PM, sa
Action Task Assignee of rule Assign Notification fired
*** CASE MODIFY 6/29/2011 6:08:48 AM, ssalvado
into WIP ** default ** and Status of Solving.
*** SUBCASE CREATE 6/29/2011 6:57:03 AM, ssalvado -
Created in WIP Default with Due Date 6/29/2011 6:57:03 AM.
% COMMIT 6/29/2011 6:57:04 AM, ssalvado, Action Type :

Made to due 07/06/2011 06:57:08 PM.
DCS Follow-Up

**%* NOTES 6/29/2011 6:57:41 AM, ssalvado, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 7/6/2011 6

Good Morning

The purpose of this message is regarding a recent contact by customer 5FNRL38649B-. Customer contacted ACS regarding
an issue with the rear hatch lift supports. ACS is currently seeking information regarding the case. Would you contact ACS back to discuss

-The Date and Mileage the vehicle was in for the issue
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case D: [ GG Case Title - (DANBURY) SF- | SBBB- REAR DOOR STRUTS /NOT WORKING - ASSISTAN

- The Repair Order Number

- What was the diagnosis of the issue that the customer is concern with
- What is currently the recommended action to address the issue

- Was the DPSM involved

-What the customer pay price would be for the repair

-What would be the warranty price for the repair

- Was Tech Line contacted in regards to the customer concern

Thank you for your attention to this matter.

Sergio Salvador

American Honda Motor Co., Inc.
Direct: (310) 783-7736

Fax: (310) 783-3023

*%* NOTES 6/29/2011 7:04:52 AM, ssalvado, Action Type : Note-General
The following vehicles were found to have been purchase by the customeri’s household:

5FNRL18694B.22004 Odyssey
SFNYF184X6 006 Pilot
SFNRL38649 2009 Odyssey
SFNYF18416 2006 Pilot

The following service history was found through Airbase for the customer!’'s vehicle :

TRXNUMPID  FNAME LNAME VIN TRXDATE SERVAMT
ODOMETER DLRID MAKE MODEL
212569531 837455609
AM 133 1635 208517 HOND ODYSSEY
217804928  A18450424
AM 25498 3099 207994 HOND ODYSSEY
216806951  A18450424
AMO 2068 207994 HOND ODYSSEY
250895511  A18450424
AM?27.75 26107 207994 HOND ODYSSEY
244344504  A18450424
AM312 21536 207994 HOND ODYSSEY

254451562  A36439920 NULL.  .NULL. sFNRL38649B]Jllos/31/2010 12:00:00

AM 12 28041 207612 HOND ODYSSEY
5FNRL38649B- 12/10/2010 12:00:00

sFNRL38649 B 07/13/2009 12:00:00
SFNRL38649HI 08/03/2009 12:00:00

sPNRL38649B | 7/21 2000 12:00:00

5FNRL38649 I 08/09/2010 12:00:00

sFNRL38649B[Jf05/25/2010 12:00:00

265431350 A42050202
AM 3495 34450 207994 HOND ODYSSEY

**#* CASE MODIFY 6/29/2011 7:05:30 AM, ssalvado
into WIP ** default ** and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History
case ID: GGG case Title :  (DANBURY) F- | ||} - R=~r DOOR STRUTS NOT WORKING - ASSISTAN

*** NOTES 6/29/2011 8:19:41 AM, ssalvado, Action Type : Note-General
Stay Assembly replacement (2)

Total Parts cost at warranty rate/1$  98.84
Total Labor cost at warranty rate:1$  20.80
Total Sublet cost[] $ -

Total Warranty Pricel} $  119.64
*** CASE MODIFY 6/29/2011 8:29:27 AM, ssalvado
into WIP ** default ** and Status of Solving.
*** NOTES 6/29/2011 9:14:06 AM, ssalvado, Action Type : Call to Customer
ACS called customer and left message on 9143026492, requesting a call back to discuss case.
*** NOTES 6/29/2011 9:16:11 AM, ssalvado, Action Type : Call from Dealer
ACS received a call from Jay, SM, who informed ACS that he was not familiar with the customer concern but according to the notes, the vehicle was in with
a failed lift support/stay assembly, which the customer was quoted $250 for the replacement. SM stated that given the age and mileage he was a little upset
that his SA had not reviewed the case with him, which ACS agreed. SM was informed that ACS would be willing to cover 100% of the repair cost based
on the low age, low mileage and the customer extensive history with AHM. SM agreed to present the offer.
*** CASE MODIFY 6/29/2011 9:16:33 AM, ssalvado
into WIP ** default ** and Status of Solving.
*+* NOTES 6/29/2011 1:31:15 PM, ssalvado, Action Type : Call from Customer
ACS called received a call from the customer who was informed that ACS had the opportunity to review the case with the dealership. Customer was informed that
abased on his extensive purchasing history ACS had decided to cover the cost of lift support replacement 100% as a one time goodwill gesture and a token of
AHM appreciation for his business. Customer was referred to the dealership to make arrangements for the repairs and informed that ACS would follow up on
*+% CASE MODIFY 6/29/2011 1:53:07 PM, ssalvado
into WIP SF- Rena Baeza and Status of Solving.
*** NOTES 7/7/2011 6:36:35 AM, ssalvado, Action Type : Call to Dealer
ACS called dealership and left message for Jay, SM, requesting a call back to discuss case.
*** NOTES 7/7/2011 12:06:33 PM, ssalvado, Action Type : Call from Dealer
ACS received a call from Jay, SM, who informed ACS that the customer was in on 7/2 when the lift supports were replaced. ACS was charged $119.64.
*** NOTES 7/7/2011 12:07:33 PM, ssalvado, Action Type : Call to Customer

ACS called customer and left a voicemail informing the customer that ACS was calling to follow up on the repairs. Customer was informed that if everything
worked out to his satisfaction there would be no need to call ACS back. Customer was informed that if a return call was not received by Monday the case would
be closed.

*** CASE FULFILL 7/7/2011 12:07:45 PM, ssalvado

Fulfitled for || v 07/06/2011 06:57:08 PM.

**x COMMIT 7/7/2011 12:07:54 PM, ssalvado, Action Type . N/A
has customer returned call, if not close case (7/11)
*** CASE MODIFY 7/7/2011 12:08:26 PM, ssalvado
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case D |NGEEEGEEN case Title :  (DANBURY) SF-J I - R=AR DOOR STRUTS /NOT WORKING - ASSISTAN

into WIP 5F- Rena Baeza and Status of Solving.
#*¥* NOTES 7/11/2011 11:56:55 AM, ssalvado, Action Type : Note-Resolution

*¥** NOTES 7/11/2011 11:57:15 AM, ssalvado, Action Type : Note-General
ACS will be closing off case based on confirmation that the repairs were completed and the customer lack of response to ACS contact attempts.
*¥**# NOTES 7/11/2011 11:59:00 AM, ssalvado, Action Type : Note-Resolution
DPSM involved? [iNo
Customer pay quote from Dealership: 7 §  250.00
Total Warranty Repair Cost> $§  119.64
Total Amount Authorized for claim:C §  119.64
Percentage of Goodwill Authorized: £1100%
Total the Customer will pay’] $ - [+ Applicable tax
+++ SUBCASE || T cLosE 7/11/2011 11:59:21 AM, ssalvado
Status = Solving, Resolution Code = Instruction Given
*** CASE MODIFY 7/11/2011 11:59:26 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.
*** CASE CLOSE 7/11/2011 11:59:28 AM, ssalvado
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case Details
Case ID : I Division : Honda - Auto Condition : Closed Open Date :  7/16/2010 8:29:32 AM
Case Originator : Allan Perez (Team HF) Sub Division :  Customer Relations Status : Closed Close Date : 8/10/20102:21:45 PM
Case Owner:  Julie Kim (Team HF) Method : Phone Queue : Days Open: 25
Last Closed By : Julie Kim (Team HF) Point of Origin : Customer Wipbin :
Case Title : 6L-#208202--KEELING, SANDY - TAILGATE/WINDOWS No. of Attachments: 0
Site / Contact Info : Product iInfo :
Site Name : _ Unit Owner :
Dealer No. : ~ VIN Type / No. : US VIN/5FNRL38649B (I
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3869JW / A
Day Phone No. : Miles / Hours : 22,000
Evening Phone No. : In Service Date : 03/10/2009
Cell / Pager No. : Months In Use : 16
Fax No. : Engine Number : J35A75004443
Address : ] Originating Dealer No. / Name :207414 / HONDA OF CONCORD
City / State/ Zip: ~ REIDSVILLE, NC [}}}lR Selling Dealer No. / Name : 208202/ CROWN HONDA GREENSBORO
E Mail : Trim : EX-L
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BE
Current Dealer No. / Name : 208202 / CROWN HONDA GREENSBORO Factory Warranty Start/ End Date :
Phone No. : 336-854-9900 Factory Warranty Cancellation Date :
Address : 3633 W. WENDOVER AVE. HPP/NSC Coverage Start / End Date :
City / State / Zip : GREENSBORO, NC 27407 HPP/N/SC Cancellation Date :
Svc District / Sls District:  06L / F06 Extended Warranty Start / End Date -
Warranty Labor Rate / Date : $93.00 / ) )
: Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
206981 BURLINGTON HONDA Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
ﬁPRODU Subcase Close Product Operation 823 Rear Compartment
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Run Date : 10/06/2011

Issue Details

[ 1ssue 1D . NN Disposition: Complaint Condition : Closed

Wipbin :

Issue Originator : Julie Kim Type 1: Product Status : Subcase Close Open Date :  7/16/2010 2:31:51 PM
Issue Owner : Julie Kim Type 2: Operation Queue : Close Date : 8/10/2010 2:16:36 PM
Issue Title : || - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title ;
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc . /
Temperament Code : Please Specify
Resolutions :  Operates as Designed, Assist Denied, Documented Concern

Component Category : 16 - Structure
Previously Published : NO

Fire Indicator : NO Parts Info : i
Rollover Indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
Deaths And Injuries Info :
Deaths Or Injuries Reported Flag On ./ By :  07/21/2010 / mkim
Method : Verbal only
Date Method Updated On / By : 07/21/2010 / mkim
Incident Location:  NC Component Category 1. 16 - Structure
Incident Date : 07/13/2010 Component Category 2. NA - Please Specify
# of Deaths : 0 Component Category 3:  NA -
# of Persons with Serious Injuries : 1 Component Category 4 NA - Please Specify
# of Persons with Non - Serious Injuries: 0 Component Category 5.  NA - Please Specify
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Spool Report Run Date :

10/06/2011

Case History

case ID: [N case Title :  6L-#208202- ] N GG - 21_6ATE/WiNDOWS

**% CASE ‘ :29:32 AM, aperez]
Contact =W Priority = N/A, Status = Solving.
*** CASE MODIFY 7/16/2010 8:29:47 AM, aperezl
into WIP default and Status of Solving.
*** NOTES 7/16/2010 8:43:30 AM, aperezl, Action Type : Call from Customer

Updated customers contact info, best contact #_

Customer does not have the VIN and does not know the current mileage. Customer states that on Tuesday she was putting was in the back of the vehicle with

the tailgate up when it fell and hit her on the back of the head. Customer states that she hurt her neck and had to go to the hospital but she is ok. Customer

states that she took the vehicle to CROWN HONDA GREENSBORO and they told her that they could not duplicate the issue. Customer states that she asked
them to disable the power tailgate and they did. Customer states that she is afraid to drive the vehicle now. Customer states that over the last year when she
closes the windows and the doors, in the morning the windows will be halfway down or more. Customer states that the dealer has also been unable to duplicate
this concern. Customer states that she has been working with SA LARRY. Customer would like Honda to get involved and fix these 2 problems. Customer states
that she will take the vehicle back to CROWN HONDA GREENSBORO on Monday for further diagnosis. Customer states that she will leave the vehicle there
because she still has her 1999 Odyssey.

ACS advised the customer that her concerns will be documented. ACS advised the customer that the dealer must be able to duplicate a concern in order to address
it. ACS advised the customer that this case will be forwarded to a RCM for review and she will receive a call back within 1-2 business days.

Customer understood, call ended.

**%* CASE MODIFY 7/16/2010 8:43:51 AM, aperezl
into WIP default and Status of Solving.

*** CASE MODIFY 7/16/2010 8:43:53 AM, aperez|
into WIP default and Status of Solving.

*#x CASE MODIFY 7/16/2010 8:44:11 AM, aperezl
into WIP default and Status of Solving.

***% CASE MODIFY 7/16/2010 8:44:12 AM, aperezl
into WIP default and Status of Solving.

*** CASE MODIFY 7/16/2010 8:44:18 AM, aperez|
into WIP default and Status of Solving.

*#%¥ CASE MODIFY 7/16/2010 8:44:35 AM, aperez|
into WIP default and Status of Solving.

***% CASE MODIFY 7/16/2010 8:44:36 AM, aperez|
into WIP default and Status of Solving.

#** CASE DISPATCH 7/16/2010 8:44:45 AM, aperez|
from WIP default to Queue Honda Team F.

*** CASE ACCEPT 7/16/2010 12:35:12 PM, mkim
from Queue Honda Team F to WIP DEFAULT.
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Spool Report Run Date :

10/06/2011

Case History
case ID: |G Case Title - 6L-#208202- N - TA!LGATE/WINDOWS
s+ SUBCASE NG A 1F 7/16/2010 2:31:51 PM, mkim

Created in WIP Default with Due Date 7/16/2010 2:31:51 PM.
*#x COMMIT 7/16/2010 2:32:05 PM, mkim, Action Type :
Made to|| | o v 07/19/2010 02:32:11 PM.
DCS Follow-Up
#** NOTES 7/16/2010 2:32:42 PM, mkim, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 7/19/2010

This customer contacted our office regarding the following issue(s):

Customer does not have the VIN and does not know the current mileage. Customer states that on Tuesday she was putting was in the back of the vehicle with

the tailgate up when it fell and hit her on the back of the head. Customer states that she hurt her neck and had to go to the hospital but she is ok. Customer

states that she took the vehicle to your dealership and they told her that they could not duplicate the issue. Customer states that she asked them to disable

the power tailgate and they did. Customer states that she is afraid to drive the vehicle now. Customer states that over the last year when she closes the windows
and the doors, in the morning the windows will be halfway down or more. Customer states that the dealer has also been unable to duplicate this concern. Customer
states that she has been working with SA LARRY. Customer would like Honda to get involved and fix these 2 problems. Customer states that she will take

the vehicle back to your dealership on Monday for further diagnosis. Customer states that she will leave the vehicle there because she still has her 1999 Odyssey.

*** CASE MODIFY 7/16/2010 2:32:48 PM, mkim
into WIP DEFAULT and Status of Solving.
*** CASE FULFILL 7/16/2010 2:32:51 PM, mkim
Fulfitied for | <. 07/19/2010 02:32:11 PM.
**% COMMIT 7/16/2010 2:32:56 PM, mkim, Action Type : N/A
cust called? HNA-injury
*** CASE MODIFY 7/16/2010 2:33:13 PM, mkim
into WIP DEFAULT and Status of Solving.
**#* NOTES 7/16/2010 2:34:09 PM, mkim, Action Type : Call to Customer

1 called | but ot customerl s VM.
1 left a message introducing myself as the CM and a request to contact me back to discuss the concerns on her 2009 Odyssey.
I provided my contact information and also a message to follow up again on 07/21/2010 if I don!(_t hear from her.

*** CASE MODIFY 7/16/2010 2:34: 14 PM, mkim
into WIP DEFAULT and Status of Solving.
**+* CASE MODIFY 7/20/2010 8:50:46 AM, mkim
into WIP DEFAULT and Status of Solving.
*** CASE MODIFY 7/20/2010 8:51:07 AM, mkim
into WIP DEFAULT and Status of Solving.
*** CASE MODIFY 7/20/2010 2:27:48 PM, mkim
into WIP DEFAULT and Status of Solving.
**x NOTES 7/21/2010 8:19:54 AM, mkim, Action Type : Call to Dealer
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Spool Report Run Date ;

10/06/2011

Case History

case ID: [N Case Title :  6L-#208202-{ - T2 .6ATE'WmNDOWS

I called Crown Honda to speak to SM-Brad but got his VM.
1 left message requesting a call back.
*** CASE CLAIMS LOOKUP 7/21/2010 8:32:56 AM, mkim
CLAIM CHECK 07/21/2010 08:32:56 AM mkim
The following Claim History information was found
0; 2010-05-14; 208202; 504567; 510; 1255A9 ; UPDATE THE PCM A/T SOFTWARE. S/B# 09-053
*** CASE MODIFY 7/21/2010 8:40:44 AM, mkim
into WIP 6L and Status of Solving.
**#* CASE MODIFY 7/21/2010 9:57:26 AM, mkim
into WIP 6L and Status of Solving.
*** NOTES 7/21/2010 10:49:08 AM, mkim, Action Type : Call from Dealer
SD-Larry from Crown Honda is returning a message I left before.
SD said the customer brought in the vehicle and couple of days ago and they just returned it back to her yesterday after they were not able to duplicate any
concerns and find anything wrong. SD said the customer complaint the tailgate fell and hit her on the back of the head. SM said the inspected the vehicle
and determined vehicle was operating as design and could not duplicate any issnes with the tailgate. Additionally, SD said the customer complaint the all four
windows rolled down on their own but could not duplicate the concern or found anything wrong.
**% NOTES 7/21/2010 11:36:27 AM, mkim, Action Type : Call from Dealer
SD Larry also advised me they contacted techline and provide me with ref#320779.
*** CASE MODIFY 7/21/2010 11:37:52 AM, mkim
into WIP 6L and Status of Solving.

*okk SUBCASEmmJURIES/DEATH CHANGES 7/21/2010 12:13:39 PM, mkim
Initial setting of [njuries/Death method to Verbal only

+++ SUBCASE GGG 0D v 721/2010 12:14:07 PM, mkim

into WIP Subcases and Status of Solving.

*++ SUBCASE | U R ES/DEATH CHANGES 7/21/2010 12:14:07 PM, mkim
Changed Injuries/Death Reported from No to Yes

+¥% CASE MODIFY COMMITMENT 7/21/2010 12:18:57 PM, mkim
with || T o< 07/23/2010 05:00:00 PM.

*** NOTES 7/21/2010 12:19:16 PM, mkim, Action Type : Call to Customer

I called || d spoke to Mrs R

Customer said last Tuesday, she opened the tailgate using the remote and put the remote in her pants pocket while she tried to load the boxes of tiles in

the back of the trunk when the tailgate started to close and hitting her in the back of the head and the neck. Customer said someone else had to pull her

out of the vehicle because she was pinned and couldn’ 't get out. Customer went to the doctor and was informed she had a minor concussion in her head but she
still feels dizzy and have headache so she["s schedule to go in tomorrow to have a CAT scan done on her head.

Customer said she appreciates Honda following up with her and she also received a call from the dealership today telling her vehicle is ready to be pick up since
they didn("t find anything wrong.

Customer said the only thing that’]s worrying her now is how dangerous it would have been if this happen to a kid or someone smaller than her.

Customer said she will go to have the CAT scan done tomorrow but customer wants to know what Honda is going to do if they find something wrong with her.

Page # : 221




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report
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1 informed the customer dealership inspected the vehicle but was not able to duplicate or verify any concerns with the tailgate or the windows so no repairs can

be made.

Customer then asked what Honda is going to do about the medical expenses she incurred because of the injury.
1 offered to document the information for reference and to follow up with her next week, 7/28 to provide more information. Customer understood.

*** NOTES 7/21/2010 12:23:41 PM, mkim, Action Type : Note-General
notify RM for further review
*** CASE MODIFY 7/21/2010 12:23:50 PM, mkim
into WIP 6L and Status of Solving.
***¥ NOTES 7/21/2010 1:47:26 PM, mfenﬁer, Action Type : Note-General
Contact reviewed by RM. Contact was forwarded to HNA Law for review.
#**x CASE MODIFY COMMITMENT 7/29/2010 10:53:18 AM, mkim
with | i 08/03/2010 05:00:00 PM.
*#* NOTES 7/29/2010 10:53:34 AM, mkim, Action Type : Call to Customer

I called _and spoke to Ms. IR
Customer said shel_s at work and was not able to talk right now.

Customer offer to call me back tomorrow and I provided my contact information.

1 offered to follow up with her next week, 8/3/2010 if [ don( t hear back from her.

*** CASE MODIFY 7/29/2010 10:53:45 AM, mkim
into WIP 6L and Status of Solving.

++x SUBCASE ||| I oSk 8/10/2010 2:16:36 PM, mkim
Status = Solving, Resolution Code = Instruction Given :

*** CASE FULFILL 8/10/2010 2:20:43 PM, mkim
Fulfilled for | N o 08/03/2010 05:00:00 PM.

*** NOTES 8/10/2010 2:21:17 PM, mkim, Action Type : Call to Customer

1 called | NN - spoke to Mrs. -

Customer said she went to see a doctor couple of weeks ago and the doctor didn{Jt find anything wrong or broken. Customer said she still worried about the
vehicle so shells going to try and take the vehicle to another Honda dealership for 2nd opinion sometime within next few weeks when she finds the time to do

SO.

I informed the customer I will document the case for future reference and advised custom in contacting me back if she has further questions or concerns after vehicle
is taken for 2nd opinion. For now, I offered to document and close the case until further notice since no concerns were identified by Crown Honda.

Customer understood and thanked me for following up.
*** CASE MODIFY 8/10/2010 2:21:43 PM, mkim
into WIP 6L and Status of Solving.
***x CASE CLOSE 8/10/2010 2:21:45 PM, mkim
Status = Closed, Resolution Code = Instruction Given, State = Open

Case History
Case D : N case Title - 6L-#208202- || | | - 72 A5 wNnDOWs

Customer said she likes to keep things simple and don(Jt want to involve any lawyer so customer asked that we reimburse her the medical expenses.
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Case Details

Case D : T Division : Honda - Auto Condition : Closed Open Date :  8/10/2009 6:09:41 AM
Case Originator : Cristine Perez (Team SC) Sub Division :  Customer Relations Status : Closed Close Date : 8/10/2009 6:13:04 AM
Case Owner:  Cristine Perez (Team SC) Method : Phone Queue : Days Open: 0
Last Closed By : Cristine Perez (Team SC) Point of Origin : Customer Wipbin :
Case Title : | TA!L GATE ISSUE No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : i Unit Owner :
Dealer No. VIN Type / No. - Us VIN/ SFNRL38659B [
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3869JW / A
Day Phone No. : Miles / Hours :
Evening Phone No. : In Service Date : 12/17/2008
Cell / Pager No. : Months In Use : 8
Fax No. : Engine Number : J35A75004470
Address : ] Originating Dealer No. / Name :207478 / BERNARDI HONDA
City / State / Zip : PORT SAINT LUCIE, FL- Selling Dealer No. / Name : 206786 / BERLIN CITY HONDA OF PORTLAND
E Mail : Trim : EX-L
Svc District / Sls District . / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BE
Current Dealer No. / Name :206786 / BERLIN CITY HONDA OF PORTLAND Factory Warranty Start / End Date :
Phone No. 207-774-1429 Factory Warranty Cancellation Date :
Address : 255 MAINE MALL ROAD HPP/VSC Coverage Start / End Date :
City / ’Sta.te /Zip: ‘ SOUTH PORTLAND, ME 04106 HPP/VSC Cancellation Date :
Svc District / Sls District .~ 09J/ D09 Extended Warranty Start/ End Date :
Warranty Labor Rate / Date :  $99.50 / ) _
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 © Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
_ PRODUCT | Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

issue Title : R PRODUCT - OPERATION

Spool Report Run Date : 10/06/2011
lssue Details
Issue 1D : NN Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Cristine Perez Type 1: Product Status : Subcase Close Open Date :  8/10/2009 6:12:45 AM
Issue Owner : Cristine Perez Type 2. Operation Queue : Close Date :  8/10/2009 6:13:00 AM

Coding Info :

Solution / Linked Resolution

Info :

Labor Code / Desc :823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :

Campaign Code / Desc : /

Temperament Code : Please Specify

Resolutions :  Provided Information

Component Category : NR - No Category Found

Previously Published : NO .

Fire Indicator : NO Parts Info : _
Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:
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Run Date :

10/06/2011

Case History

coser: NN case Tite: RN AL GATE 1SSUE

*** CASE CREATE 8/10/2009 6:09:41 AM, cperez
Contact _ Priority = N/A, Status = Solving,
*#* CASE EXTENDED WARRANTY LOOKUP 8/10/2009 6:09:45 AM, cperez
WARRANTY CHECK 08/10/2009 06:09:45 AM cperez
No data found for VIN.
*** CASE CLAIMS LOOKUP 8/10/2009 6:09:49 AM, cperez
CLAIM CHECK 08/10/2009 06:09:49 AM cperez
The following Claim History information was found
0; 2008-09-17; 207478; T29324; 510; 000093 ; TRANSPORTATION SUBLET
*#% CASE CAMPAIGN LOOKUP 8/10/2009 6:09:53 AM, cperez

CAMPAIGN CHECK 08/10/2009 06:09:53 AM cperez
The following Campaign information was found
09-053; R12; 07-09 ODYSSEY A/T VIBRATION; ; ;

*** CASE VSC LOOKUP 8/10/2009 6:09:55 AM, cperez

VSC-CUC CHECK 08/10/2009 06:09:55 AM cperez
No data found for VIN.

**#* NOTES 8/10/2009 6:12:31 AM, cperez, Action Type : Call from Customer
Verified Customer Information//

Situation: Customer is calling about the vehicle.

Request: Customer would like to know about dealership in Canada.

Probing Questions: Customer states he has a 2008 Odyssey, and states he is having issues with the tail gate and he pushes the button, it goes up, and

will not stay up, customer states that he lives close to the boarder,

Inbound Summary: ACS documented his concern and informed him it varies if the issue is a warrantable item, but it his choice to where he sees fit to take

the vehicle, if ti is a warranted item he can submit in to AHM for the charge he will in incur at a Honda dealership in Canada, no further assistance was

needed.

*++ SUBCASE ||| R A TE 8/10/200 6:12:45 AM, cperez
Created in WIP Default with Due Date 8/10/2009 6:12:45 AM.

+x+ SUBCASE || I cLosE 8102009 6:13:00 AM, cperez
Status = Solving, Resolution Code = Instruction Given

*#% CASE CLOSE 8/10/2009 6:13:04 AM, cperez
Status = Closed, Resolution Code = Instruction Given, State = Open
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Spool Report Run Date : 10/06/2011
Case Details
Case ID: ] Division Honda - Auto Condition : Closed Open Date :  7/27/2011 7:19:41 AM
Case Originator : Katrina Vibar (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 9/6/2011 6:34:57 AM
Case Owner:  Kentaro Ogawa (Team HH) Method : Phone Quevue : _ Days Open: 41
Last Closed By : Kentaro Ogawa (Team HH) Point of Origin : Customer Wipbin :
~case Title : 4 [ NG T 1L.GATE STRUTS REIMBURSEMENT No. of Attachments : |
Site / Contact Info : Product Info :
Site Name : s Unit Owner : ]
Dealer No. : VIN Type / No. : US VIN/ 5FNRL38749B |l
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW / A
Day Phone No. : Miles / Hours : 40,000
Evening Phone No. : _ In Service Date : 03/14/2009
Cell/ Pager No. : Months In Use : 28
Fax No. : Engine Number : J35A75005057
Address : _ Originating Dealer No. / Name :208180 / WETZEL HONDA
City / State / Zip : MIDDLETOWN, OH Il . Selling Dealer No. / Name : 207067 / MATT CASTRUCC1 HONDA
E Mail : ‘ Trim : : EX-LRES
Svc District / Sis District : / No. Of Doors : 5
. Transmission Code : SAT
Current Dealer Info : Exterior Color : SX
Current Dealer No. / Name : 208554 / JOE MORGAN HONDA Factory Warranty Start/ End Date :
Phone No. : 513-360-2700 Factory Warranty Cancellation Date :
Address : 176 GARVER RD. HPP/VSC Coverage Start / End Date :
City / State / Zip : MONROE, OH 45050 HPP/V/SC Cancellation Date :
Svc District / Sls District:  04) / B04 Extended Warranty Start / End Date :
Warranty Labor Rate / Date : $95.00 / . .
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| ‘Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
Subcase Close Product Operation 823 Rear Compartment
Subcase Close Campaign Eligibility
Subcase Close Product Operation 823 Rear Compartment
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Spool Report Run Date : 10/06/2011
Issue Details
BSLJT_ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Katrina Vibar Type 1: Product Status : Subcase Close Open Date : 7/27/2011 2:41:36 PM
Issue Owner : Katrina Vibar Type 2 : Operation Queue : Close Date : 7/27/2011 2:42:56 PM
Issue Title : | IR PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Tailgate Anchor 8238 Solution Title :
Campaign Code / Desc . /
Temperament Code : Please Specify
Resolutions :  Updated Information, Documented Concern, Referred to Dealer
Component Category : 16 - Structure
Previously Published : - NO Parts Info :
Fire Indicator : NO . —
Rollover Indicator : NO Part No. Part Description | BO -Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Issue Details

Issue ID : Disposition: Information
Issue Originator : Katrina Vibar Type 1: Campaign
Issue Owner : Katrina Vibar Type 2 : Eligibility
Issue Title : NG C AMPAIGN - ELIGIBILITY

Condition : Closed Wipbin :
Status : Subcase Close - Open Date : 7/27/2011 2:43:04 PM
Queue : Close Date : 7/27/2011 2:43:52 PM

Coding Info :

Labor Code / Desc : /

Condition Code Desc

Campaign Code / Desc ./

Temperament Code : Please Specify .

Resolutions :  Updated Information, Referred to Website, Provided Information
Component Category : NA - Please Specify

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Solution / Linked Resolution Info :
Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. | Part Description | BO Reason
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Spool Report

Run Date : 10/06/2011

Issue Details

Issue ID - [

Issue Originator : Caroline Odulio
Issue Owner : Caroline Odulio

Disposition: Complaint Condition : Closed Wipbin :
Type 1: Product Status : Subcase Close Open Date :
Type 2. Operation Queue : Close Date :

tssue Title : |- PRODUCT - OPERATION

7/29/2011 7:06:54 AM
9/6/2011 6:34:56 AM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc Tailgate 8236
Campaign Code / Desc: /

Temperament Code :  Please Specify
Resolutions :

Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

Assist - AHM Partial, CR Generated Gdwill

Solution iD : Resolution Title :
Solution Title : ’
Parts Info :
Part No. [ Part Description | BO Reason
74820-SHJ-A71 STAY, TAILGATE OPEN Not Applicable

Check Req Info :

Check Requisition No. : 9698

Primary Amount:  $117.66

Incidental Type 1/ Amount :Not Applicable
Incidental Type 2 / Amount : Not Applicable
Total Amount : $117.66

Approved By : dgonzale

Approval Date : 9/1/2011

Status : PROCESSED

Check No. : 1927789

Check Date : 9/2/2011

Payee Name: [ I
1 $0.00 Address : ]
/ $0.00 City / State / Zip: MIDDLETOWN, OH

Campaign Template # :

Contention Code : 01201

Defect Code : 02301
Category : Regular

Failed Part # : 74820-SHJ-A71
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA \

Spool Report Run Date :  10/06/2011

Case History

case 1D |G case Title - 43| I - ©/'.GATE STRUTS REIMBURSEMENT

*** CASE CREATE 7/27/2011 7:19:41 AM, kvibar
Contact = || NI, ?:io:ity = N/A, Status = Solving.

*** CASE MODIFY 7/27/2011 7:21:10 AM, kvibar
into WIP default and Status of Solving.

*** NOTES 7/27/2011 7:27:03 AM, kvibar, Action Type : Call from Customer
Updated Customer Information

Best Contact Number: ||| | | | | JEEIE

The customer stated that they just got back from their vacation. The customer stated that when they were on vacation they had a problem with their trunk. The
customer stated that it had happened on July 23, 2011. The customer stated that they were trying to push the button, it will slightly go up but it slams

down. The customer stated that it would make a beeping noise. The customer stated that when she manually opens it, she will have to stand to hold it up. The
customer stated that they have been a loyal customer. The customer stated that this is her 5th Honda vehicles. The customer stated that she takes her vehicle
to a Honda DLR for services.

ACS informed the customer that there is no open recall pertaining to her vehicle. ACS invited the customer to visit owners.honda.com for recall information.
ACS inquired if the customer would like assistance but the customer declined. ACS informed the customer that in order for her case to be review, she will
have to take her vehicle to the DLR. ACS informed the customer that she will have to pay for the diagnostic fee prior to inspecting the vehicle. ACS informed
the customer that she is outside of the warranty so it will be a case by case basis and there is not guarantee. ACS informed the customer that whenever she
decides to have her vehicle inspected to contact AHM with the case numberi ACS informed the customer that once she does then
the case will be review in 1-2 business days. The customer understood and thanked ACS. No further assistance is needed.

***% CASE MODIFY 7/27/2011 7:27:10 AM, kvibar
into WIP default and Status of Solving.

+++ SUBCASE | IIIEINGNGGEEC REA TE 7/27/2011 2:41:36 PM, kvibar

Created in WIP Default with Due Date 7/27/2011 2:41:36 PM.

++* SUBCASE ||l CLOSE 7/27/2011 2:42:56 PM, kvibar
Status = Solving, Resolution Code = Instruction Given

*+* SUBCASE NG C REATE 7/27/2011 2:43:04 PM, kvibar
Created in WIP Default with Due Date 7/27/2011 2:43:04 PM.

*** CASE MODIFY 7/27/2011 2:43:46 PM, kvibar
into WIP default and Status of Solving.

+++ SUBCASE ||| cL oSk 7/27/2011 2:43:52 PM, kvibar
Status = Solving, Resolution Code = Instruction Given -

**¥*x CASE CLOSE 7/27/2011 2:43:52 PM, kvibar .
Status = Closed, Resolution Code = Instruction Given, State = Open

**#* CASE REOPEN 7/28/2011 7:46:19 AM, lduckswo
with Condition of Open and Status of Solving.

#+* NOTES 7/28/2011 7:52:21 AM, Iduckswo, Action Type : Call from Customer
Verified customer information.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
; v Spool Report Run Date ; 10/06/2011

Case History

case D [ NG case Title : 47 (NN - '/ GATE STRUTS REIMBURSEMENT

The customer called in stating she took the vehicle to _Honda and they advised her that the gas struts went out. The customer states she was quoted
$140 for parts and labor and would like AHM to cover the charges of the repair.

The customer states she would like to be considered for reimbursement because they are going out of town this weekend and the dealership will be fixing the vehicle
today. : ‘

AHM advised the customer that 1 would forward her request to a CM for review, however I cannot guarantee out of warranty assistance or reimbursement. I advised
her that a CM will respond within 1-2 business days, and let her know what we can do, if anything. The customer understood.

*** CASE MODIFY 7/28/2011 7:52:39 AM, lduckswo
into WIP default and Status of Solving.
*** CASE MODIFY 7/28/2011 7:52:58 AM, lduckswo
into WIP default and Status of Solving.
*** CASE DISPATCH 7/28/2011 7:53:04 AM, Iduckswo
from WIP default to Queue Honda Team H .
*** CASE YANKED 7/28/2011 2:18:06 PM, codulio
Yanked by codulio into WIPbin Default.
*++ SUBCASE || CREATE 7/29/2011 7:06:54 AM, codulio
Created in WIP Default with Due Date 7/29/2011 7:06:54 AM.
#*+* NOTES 7/29/2011 7:12:59 AM, codulio, Action Type : Call to Customer

I called the customer @B | |eft message asking customer to call me back and discuss their trunk strut concerns. 1 provided the case#
and 800# along with extension 4} 1 did tell the customer I will call again on 8.9.11 but in the mean time 1 will be working with the SM
Michael Thornton on what we can do about their request. I asked to expect a call from the dealer also on their status.

*+*x NOTES 7/29/2011 7:14:24 AM, codulio, Action Type : Note-General
I checked AIRBASE and the services @ the dealer is not good.

Note: data does show multiple Honda owner. Customer is original owner of the 2009 Odyssey vehicle.
**x COMMIT 7/29/2011 7:14:37 AM, codulio, Action Type : N/A

Made tol | o 08/01/2011 07:14:41 AM.
pending DCS Follow-Up

**% NOTES 7/29/2011 7:21:52 AM, codulio, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 8/1/2011 7

Dear: Michael Thornton,
This customer contacted our office regarding the following issue(s): the customer called to request financial help with tailgate strut.
In the interest of customer satisfaction we would like to resolve this situation as soon as possible. Please perform the following and take appropriate action:

Hello Michael, how are you? | wanted to confirm current diagnosis on this problem. 1 need to confirm if DPSM has been involved? If no, I need to
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

10/06/2011

Spool Report , Run Date :

Case History

case iD: NG case Title : 4 (J | | |} S T2 !LGATE STRUTS REIMBURSEMENT

obtain warranty vs. customer pay prices for this repair.
Please call or transmit a iN response to the Customer Service Office by the due date. Thank you for your prompt attention to this matter.

Caroline Odulio
Automobile Customer Service
310 783-7739 (direct#)
caroline_odulio@ahm.honda.com (Note: my e mail & direct# is for dealers use only)
*** NOTES 7/29/2011 7:46:00 AM, codulio, Action Type : Field FY]
I gave my DPSM in 4J a heads up on what is going on with this case.
**% CASE MODIFY 7/29/2011 7:46:04 AM, codulio
into WIP Default and Status of Solving.
*** CASE MODIFY COMMITMENT 7/29/2011 7:46:22 AM, codulio
with [ 08/09/2011 07:14:41 AM.
***x CASE MODIFY 7/29/2011 7:46:26 AM, codulio
into WIP Default and Status of Solving. _
*** NOTES 8/5/2011 10:00:56 AM, codulio, Action Type : Call from Dealer

The SM Mike Thornton has sent me an internal message letting me know the customer came into the dealer on 7.28.11, they have already had the repairs done
and pay for them @ a cost of $151.65 with tax. The warranty price for repair is $118.84. The DPSM was not involved.

The dealer did not have any service history with the customer, other than the dealer installed a weather strip for them with no charge on the labor @ their
last visit. Mike said customer declined recommended service while they were @ the dealer.

*** CASE MODIFY 8/5/2011 10:02:37 AM, codulio
into WIP 208554 (4J) I -nd Status of Solving.
#** CASE MODIFY 8/8/2011 12:00:20 PM, codulio
into WIP 208554 (4]) : and Status of Solving.
*** NOTES 8/8/2011 12:01:41 PM, codulio, Action Type : Call from Customer
I'rec'd a message from a Mrs. | ER:sking to call back @ |
*** NOTES 8/8/2011 12:04:00 PM, codulio, Action Type : Call to Customer
I called the customer @ | NNEEEEE | lcft message asking a call back to discuss their request for reimbursement on a tailgate strut reimbursement
request. I provided the case# and my 800# along with my extension | R
#** CASE MODIFY 8/8/2011 12:04:04 PM, codulio
into WIP 208554 (41) | R 2nd status of Solving.
***¥ NOTES 8/10/2011 1:46:36 PM, codulio, Action Type : Call to Customer

I called the customer @ IEEEEE | spoke with the customer's wife I | confirmed the address, phone#, and the spelling of the
name is all correct.

I told [EEEN that | was calling to address the tailgate strut repair they had done @ Honda. The customer said she had expressed the
concerns of the part failing too soon but the SA did not offer to see what their dealer can do for the customer. 1 offered to see what AHM can do for
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~ CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA |

Spool Report Run Date : 10/06/2011
Case History
Case ID : NN case Title .  4J (GG - 12 GATE STRUTS REIMBURSEMENT

them.

I asked if they owned any other Hondas? Customer said this is their 5th Honda and they still currently have a 2001 Accord. The current vehicle they
are calling on was purchased new.

The customer said the services are done @ the dealer level. Iasked the customer to fax over their bill to me @ 310 783-7890 attn: to me and include
the case#. 1 told Mrs. [ that 1 will call on 8.23.11 to confirm final decision. Mrs. {lllagreed with the arrangements.

*** CASE FULFILL 8/10/2011 1:47:24 PM, codulio
Fulfilled for due 08/09/2011 07:14:41 AM.
*#% COMMIT 8/10/2011 1:47:27 PM, codulio, Action Type : N/A
pending fax & call customer
*** CASE MODIFY 8/10/2011 1:47:45 PM, codulio
into WIP 208554 (4)) IR 2d Status of Solving.
*** NOTES 8/15/2011 2:37:05 PM, valligoo, Action Type : Letter/Fax
On 08/15/11 ACS received a 2 page faxed | BllHonda w/cover regarding previous issue.
**¥ CASE ADD ATTACHMENT 8/15/2011 2:45:24 PM, crmsuser
Added attatchment ScanDoc 1 with path \\ahmtor10\crms scandoc\ScanDoc_Final\N012011-07-2700159 1.PDF
***¥ CASE RULE ACTION 8/24/2011 6:19:41 AM, sa
Action owner - 30 days of rule Case Closure fired
*** CASE FULFILL 8/31/2011 1:01:25 PM, codulio
Fulfilled for ||| due 08/23/2011 09:00:00 AM.
*** NOTES 8/31/2011 1:09:42 PM, codulio, Action Type : Call to Customer
I called the customer @ | 1 spoke with Mrs. B | lct her know since the vehicle is fairly outside of the factory warranty 3
years or 36k AHM has considered to reimburse them for the parts cost in the amount of $117.66. I told Mrs. Il I will process the claim and
a check should be mailed next week of 9.5 thru 9.9.11 and I asked to allow one to two weeks for delivery and if there is a problem I asked to call
us back. Mrs-.lnderstood and agreed with the arrangements.
**#* NOTES 8/31/2011 1:16:11 PM, codulio, Action Type : Check Requisition
1 processed claim for the amount of $117.66. 1 passed docs to my team H RM -DG for approval and generate a check to be mailed.

goodwill template:

DPSM involved? [!No

Total Amount the customer paidl 1$151.65

Total Goodwill assistance offerred: 0 $117.66

Percentage of Goodwill Authorized: ©78%
**¥* COMMIT 8/31/2011 1:20:43 PM, codulio, Action Type : N/A
pending check req

+++x SUBCASE |GG D sPATCH 8/31/2011 1:21:36 PM, codulio

from WIP SUBCASES to Queue CkReq - Gonzalez.

Page # : 201




AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Case History .
case ID: |G case Title : 47 || N 1/ 1 GATE STRUTS REIMBURSEMENT

*** CASE MODIFY 8/31/2011 1:21:49 PM, codulio
into WIP 208554 (47) and Status of Solving.

=+ SUBCASE | IIIIINNGEE ©/1/201! 11:53:13 AM, dgonzale, Action Type :
Check Requistion for 117.66 $§ submitted
Check Requistion for 117.66 § submitted by dgonzale

=+ SUBCASE | IIIINNNEEE R ETURN 9/1/2011 11:53:21 AM, dgonzale
from Queue CkReq - Gonzalez to WIP SUBCASES.
*** NOTES 9/2/2011 3:41:08 PM, mmillen, Action Type : Note-General
Check mailed.
+xx SUBCASE | IIIIEINNGGEE COMMIT 9/5/2011 8:05:10 AM, codulio, Action Type
Check processed for check_req_no = 9698 on 2011-09-02-00.00.00.000000
*** CASE YANKED 9/6/2011 6:34:31 AM, kogawa
Yanked by kogawa into WIPbin Default.
#++ SUBCASE|| L oSk 9/6/2011 6:34:56 AM, kogawa
Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 9/6/2011 6:34:57 AM, kogawa
Status = Closed, Resolution Code = Instruction Given, State = Open

. External Commitment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Phone No. : 301-843-8700

Address : 2294 CRAIN HIGHWAY
City / State / Zip : WALDORF, MD 20601
Svc District / Sls District . 06B/ A06

Warranty Labor Rate / Date : $100.40 /

Current Dealer No. / Name :206871 / KEN DIXON HONDA

Factory Warranty Start/ End Date :
Factory Warranty Cancellation Date ;

HPP/VSC Coverage Start / End Date :

HPP/VSC Cancellation Date :

Extended Warranty Start / End Date :
Extended Warranty Cancellation Date :

Spool Report Run Date : 10/06/2011
Case Details

Case ID : ] Division : Honda - Auto Condition : Closed Open Date : 7/12/2011 11:44:26 AM
Case Originator : Kangsan Kim (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 8/8/2011 9:53:46 AM
-Case Owner:  Julie Kim (Team HF) Method : Phone Queue : Days Open: 27

Last Closed By : Julie Kim (Team HF) Point of Origin : Customer Wipbin :

Case Title : 6B-#206871- | IIIIIIE - 15T GATE STRUT COMPLAINT *URGENT* No. of Attachments : 0

Site / Contact Info : Product Info :

Site Name : I Unit Owner : ]

Dealer No. : , VIN Type / No. Us VIN / SENRL386X9B| IR

Site Phone No. : Model / Year : ODYSSEY /2009

Contact Name : Model ID / Product Line : RL3869JW / A

Day Phone No. : Miles / Hours : 41,880

Evening Phone No. : In Service Date : 04/22/2009

Cell / Pager No. : Months In Use : 27

Fax No. : Engine Number : J35A75005230 -

Address ] Originating Dealer No. / Name :206871 / KEN DIXON HONDA

city/State/ Zip:  KING GEORGE, VA Selling Dealer No. / Name : 206871 / KEN DIXON HONDA

E Mail : Trim : EX-L

Svc District / Sls District:  / No. Of Doors : 5

Transmission Code : 5AT
Current Dealer Info : Exterior Color : SX

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- Subcase Close Product Operation 417 RearDamper/Strut
- Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Issue Details

Issue ID : Disposition: Complaint
Issue Originator : Kangsan Kim Type 1: Product
Issue Owner : Kangsan Kim Type 2 : Operation
Issue Title : R PRODUCT - OPERATION

Condition : Closed
Status : Subcase Close
Queue :

Run Date : 10/06/2011
Wipbin :
Open Date :  7/12/2011 11:48:55 AM
Close Date : 7/12/2011 11:52:13 AM

Coding Info :

Solution / Linked Resolution

Info :

Labor Code / Desc :417 / RearDamper/Strut Solution ID : Resolution Title :
Condition Code Desc Other 417X Solution Title :
Campaign Code / Desc ./
Temperament Code : Please Specify
Resolutions :  Provided Information
Component Category : 16 - Structure
Previously Published : NO .
Fire Indicator : NO Parts Info : —
Rollover indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
Issue Details
Issue 1D |G Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Julie Kim Type 1: Product Status : Subcase Close Open Date :  7/28/2011 6:24:07 AM
Issue Owner : Julie Kim Type 2. Operation Queue : Close Date : 8/8/2011 9:53:42 AM
Issue Titie - | PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Assist - AHM 100%
Component Category : 16 - Structure
Previously Published : NO Parts Info :
Fire Indicator : NO - —
Rollover Indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case ID: Case Title :  6B-#206871-| |||} BEEEII - 1151 GATE STRUT COMPLAINT *URGENT*

***¥ CASE CREATE 7/12/2011 11:44:26 AM, kkim
Contact = Priority = N/A, Status = Solving,.
***¥ CASE MODIFY 7/12/2011 11:45:37 AM, kkim
into WIP default and Status of Solving.
*** CASE MODIFY 7/12/2011 11:47:34 AM, kkim
into WIP default and Status of Solving.
*** SUBCASE CREATE 7/12/2011 11:48:55 AM, kkim
Created in WIP Default with Due Date 7/12/2011 11:48:55 AM.
*** NOTES 7/12/2011 11:52:09 AM, kkim, Action Type : Call from Customer

1 updated the customer's contact information.
The customer's best contact number is

The customer called ACS and asked to see if the struts on the lift gate have any recalls. The customer expressed concern over the quick wear over the struts
holding lift gate up. The customer has not taken the vehicle to a Honda dealership, but is seeking assistance for the repairs. The customer believes it is
a safety issue. The customer will not be take the vehicle to a Honda dealership within 24 hours.

ACS stated that there are no recalls on the lift gate struts, and stated that his concern would be documented. ACS advised the customer to take the vehicle
to a Honda dealership for a diagnosis, and provided the case number —to contact ACS back 24 hours prior to taking the vehicle
to a Honda dealership.

~ The customer understood and required no further assistance pending dispatch.
##x SUBCASE || NG 1055 7/12/2011 11:52:13 AM, kkim
Status = Solving, Resolution Code = Instruction Given
***¥ CASE CLOSE 7/12/2011 11:52:13 AM, kkim
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 7/27/2011 9:27:24 AM, Iduckswo
with Condition of Open and Status of Solving.
*#* NOTES 7/27/2011 9:33:07 AM, lduckswo, Action Type : Call from Customer
Verified customer information

Best contact number || | GG

The customer called in to let us know that he has an appointment at Ken Dixon Honda tomorrow and 3:30pm. The customer would like to know if a CM will
call him tomorrow because the dealership is 40 miles away from his home and he would like to have the issue resolved as soon as possible.

AHM advised the customer that I would forward his request to a CM for review, however we cannot guarantee out of warranty assistance. I advised him a CM
would respond within 1-2 business days, however I will mark the case urgent because the dealership is so far away from his home.

*** CASE MODIFY 7/27/2011 9:33:23 AM, Iduckswo
into WIP default and Status of Solving.
***¥ CASE MODIFY 7/27/2011 9:33:31 AM, Iduckswo
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Spool Report Run Date : 10/06/2011
Case History
case ID: |GGG Case Title :  6B-#20687 - | | I 117 T GATE STRUT COMPLAINT *URGENT*

into WIP default and Status of Solving.
*#% CASE DISPATCH 7/27/2011 9:33:45 AM, lduckswo
from WIP default to Queue Honda Team F.
#** CASE ACCEPT 7/27/2011 12:38:44 PM, mkim
from Queue Honda Team F to WIP DEFAULT.
+++ SUBCASE |GGG A TE 7/28/2011 6:24:07 AM, mkim
Created in WIP Default with Due Date 7/28/2011 6:24:07 AM.
*** CASE MODIFY 7/28/2011 6:24:14 AM, mkim
into WIP DEFAULT and Status of Solving.
*** COMMIT 7/28/2011 6:24:21 AM, mkim, Action Type :

Made to| | NG < 07312011 06:24:29 AM.
DCS Follow-Up

*** NOTES 7/28/2011 6:24:37 AM, mkim, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 7/31/2011

This customer contacted our office regarding the following issue(s):
lift gate repair and is seeking assistance with the cost of the repair.

In the interest of customer satisfaction we would like to resolve this situation as soon as possible.
Please contact me back at your earliest convenience to review customer's concerns.
Thank you for your prompt attention to this matter.

Julie Kim
Automobile Customer Service
310-783-7724

*** CASE MODIFY 7/28/2011 6:24:46 AM, mkim

into WIP DEFAULT and Status of Solving.
**x COMMIT 7/28/2011 6:24:48 AM, mkim, Action Type : N/A
SM-Tony called? call cust-f/u

*** CASE FU 2 25:07 AM, mkim
Fulfilled forWdue 07/31/2011 06:24:29 AM.
**% CASE MODIFY 7/28/2011 6:25:27 AM, mkim
into WIP DEFAULT and Status of Solving.
*x% CASE MODIFY COMMITMENT 7/28/2011 8:33:40 AM, mkim
with |G .- 07/29/2011 05:00:00 PM.

**+* NOTES 7/28/2011 8:33:52 AM, mkim, Action Type : Call to Customer

| called_but got customer(Js VM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case ID: |G Case Title : 6B-#20687l--_ LIFT GATE STRUT COMPLAINT *URGENT*

I left a message introducing myself as the CM and a request to contact me back to discuss the concerns on his 2009 Odyssey further in detail.
I provided my contact information and also a message to follow up again on 08/03/2011 if I don("'t hear from him.
*** NOTES 7/28/2011 8:38:43 AM, mkim, Action Type : Call to Dealer
I called Ken Dixon Honda to speak to SM-Tony but got his VM.
I left a message requesting a call back.
*** NOTES 7/28/2011 9:37:12 AM, mkim, Action Type : Note-General
Obtain the following service history from Airbase:

275633154 A15965001 ||| || - RussexoSmm 2252011 12:00:00 AM

48.81 36299 206871
*** CASE MODIFY COMMITMENT 7/28/2011 10:13:43 AM. mkim

with | duc 07/28/2011 05:00:00 PM.
*** NOTES 7/28/2011 10:14:18 AM, mkim, Action Type : Call from Customer
Mr. -is returning a message I left before.
Customer said both struts on the tailgate are leaking and hel!s got an appointment to take vehicle to Ken Dixon Honda later today.
Customer said the dealership is about 40 minutes away, so he normally services at an IRF but he researched and found out this is a widespread problem on the
odyssey tailgates and even his coworker had the same problem within 6 months after owning the vehicle.
Customer said the struts started leaking about 3 months ago but he just didn”1t have the opportunity to take it in but he would appreciate if Honda can consider
in providing some assistance since heJs only out by 4,000 miles and this is his 2nd Honda vehicle.
I explained to the customer that I will need to review the case further with the dealership but informed him most likely I may not be able to assist in covering
100% of the repair since the vehicle is outside the warranty parameters. However, I informed the customer that I will take his request in consideration and
will try to provide some assistance. I informed the customer that 1 will contact him back by later today with a decision.
Customer understood.
*** NOTES 7/28/2011 12:50:47 PM, mkim, Action Type : Call to Dealer
| called Ken Dixon Honda to speak to SD-John but got his VM.
I left a message on his VM requesting a call back and also left a message with SA-Robert.
***¥ CASE MODIFY 7/28/2011 12:51:02 PM, mkim
into WIP 6B and Status of Solving.
*** CASE MODIFY 7/29/2011 10:25:25 AM, mkim
into WIP 6B and Status of Solving.
*** NOTES 7/29/2011 10:29:08 AM, mkim, Action Type : Call to Dealer
I called Ken Dixon Honda and spoke to SM-Tony.

SM said customer just came in without an appointment yesterday around 3:30 pm when he was not around.
SM offer to check and call me back next week.

*** CASE MODIFY 7/29/2011 10:29:19 AM, mkim
into WIP 6B and Status of Solving.

##% CASE MODIFY COMMITMENT 7/29/201 1 10:32:50 AM, mkim
witH I << 08022011 05:00:00 PM.

*** NOTES 8/3/2011 2:12:35 PM, mkim, Action Type : Call to Dealer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date : 10/06/2011

Case History

case ID: NG case Title :  6B-#20687 1 - L' T GATE STRUT COMPLAINT *URGENT*

I called Ken Dixon Honda and spoke to SM-Tony.
SM said the customer is schedule to come in today to have the struts replaced.

I informed the SM AHM will assist in covering 100% of the repair since it(is just barely out of warranty by 4,000 miles.

SM offer to look up the prices and call me back tomorrow morning,.
*** CASE MODIFY COMMITMENT 8/3/2011 2:13:10 PM, mkim
with || v 08/04/2011 05:00:00 PM.
*** CASE MODIFY 8/3/2011 2:13:22 PM, mkim
into WIP 6B and Status of Solving.
#** CASE MODIFY 8/8/2011 9:48:35 AM, mkim
into WIP 6B and Status of Solving.
*** NOTES 8/8/2011 9:49:56 AM, mkim, Action Type : Call to Dealer
I called Ken Dixon Honda and spoke to SD-John.

SD informed me vehicle was repaired last week and the total warranty cost was $118.92.

*** CASE FULFILL 8/8/2011 9:50:29 AM, mkim

Fulfilled for || due 08/04/2011 05:00:00 PM.
**% NOTES 8/8/2011 9:51:39 AM, mkim, Action Type : Note-General
DPSM Involved: No
Customer Pay Quote Dealership: $300.00
Total Warranty Repair Cost: $118.92
Total Amount Authorized for Claim: $118.92
% of GW Authorized: 100%
Total Customer Pays: $0.00

*** CASE MODIFY 8/8/2011 9:51:51 AM, mkim
into WIP 6B and Status of Solving.

*¥*¥ NOTES 8/8/2011 9:52:59 AM, mkim, Action Type : Call to Customer
I called customer to follow up.

Customer stated the vehicle[ls been repaired and thanked me for providing assistance.
I encouraged customer in contacting me back if he has further questions or concerns.

Customer thanked me for following up and no further assistance was needed at this time.

*** CASE MODIFY 8/8/2011 9:53:15 AM, mkim

into WIP 6B
*¥*x SUBCASE LOSE 8/8/2011 9:53:42 AM, mkim

Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 8/8/2011 9:53:44 AM, mkim
into WIP 6B and Status of Solving.

*** CASE CLOSE 8/8/2011 9:53:46 AM, mkim
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Current Dealer No. / Name : 206904 / MOTORWORLD HONDA

Phone No. : 570-829-3500
Address : 150 MOTORWORLD DRIVE
City / State / Zip : WILKES BARRE, PA 18703

Svc District / Sls District:  05M / D05
Warranty Labor Rate / Date :  $80.00 /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP//SC Coverage Start / End Date :

HPP/VSC Canceliation Date :
Extended Warranty Start/ End Date :

Spool Report Run Date : 10/06/2011
Case Details
Case ID: . Division : Honda - Auto Condition : Closed Open Date :  6/23/2010 8:05:39 AM
Case Originator : Jessica Ward (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 6/23/2010 8:28:22 AM
Case Owner:  Jessica Ward (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By . Jessica Ward (Team HA) Point of Origin : Customer Wipbin :
Case Title : - TAILGATE SAFETY ISSUE No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner :
Dealer No. : VIN Type / No. : US VIN/ 5FNRL38699B-
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3869JW /A
Day Phone No. : Miles / Hours : 17,000
Evening Phone No. : In Service Date : 11/15/2008
Cell / Pager No. : Months In Use : 19
Fax No. : Engine Number : J35A75006016
Address : ] Originating Dealer No. / Name :208473 / PAUL MILLER HONDA OF WEST CA
City / State / Zip : DUPONT, PA IR Selling Dealer No. / Name : 206904 / MOTORWORLD HONDA
E Mail : Trim : EX-L
Svc District / Sis District : / No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : BL

i Extended Warranty Cancellation Date :

LAgent Name : Compind. :

Previous Dealer Info : 3rd Party Info :

Dealer #]| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 . Not Applicable Party 4 : Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PRODUC |Subcase Close Product Operation - "Safety” |823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Issue Details

issue (D : |G Disposition: Complaint Condition : Closed Wipbin

Issue Originator : Jessica Ward Type 1: Product Status : Subcase Close Open Date :  6/23/2010 8:26:42 AM

Issue Owner : Jessica Ward Type 2: Operation - "Safety" Queue : Close Date : 6/23/2010 8:27:22 AM

Issue Title : _ PRODUCT - OPERATION - "SAFETY"

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment Sotution ID : Resolution Title :

Condition Code Desc Tailgate 8236 Solution Title :

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions :  Documented Concern

Component Category : 16 - Structure

Previously Published : NO Parts Info :

Fire Indicator : NO . —

Rollover Indicator : NO Part No. Part Description | BO Reason

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History

case ID: HINEGEGEGEE Case Title : || - TA!LGATE SAFETY ISSUE

**% CASE CREATE 6/23/2010 8:05:39 AM, jward
Contact =} R iority = N/A, Status = Solving.

+xx SUBCASE [N CREA TE 6/23/2010 8:26:42 AM, jward
Created in WIP Default with Due Date 6/23/2010 8:26:42 AM.

«x* SUBCASE || G 1 O<k 6/23/2010 8:27:22 AM, jward
Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 6/23/2010 8:27:49 AM, jward
into WIP default and Status of Solving.

*** NOTES 6/23/2010 8:28:09 AM, jward, Action Type : Call from Customer
Updated customerJs contact information.

Best Contact Number:-

Probing Questions: Customer called ACS and stated that her power gate/tailgate has fallen on her. The customer states this is the second incident with the
power gate/tailgate. The customer states she had her power gate/tailgate fixed around the same time last year. The customer states she presses the button

and the gate will stop. The customer states when she tries to open it manually, it comes crashing down. The customer is very upset because she has small
children and they could be hurt. The customer will be having her power gate/tailgate fixed, for the second time, on Monday, June 28. The customer states

that the dealer informed that the strut is bad and they are waiting to have the part delivered. The customer will be having her service done at MOTORWORLD
HONDA, (570)829-3500. MOTORWORLD HONDA fixed her power gate/tailgate the first time. She has no complaints about the dealership.

Inbound Summary: 1 advised the customer that I will document the complaint. 1advised the customer to give ACS a call back if there are more problems
with her power gate/tailgate. 1 provided the customer will the case number.

Customer required no further assistance. Case closed.
*#% CASE MODIFY 6/23/2010 8:28:12 AM, jward
into WIP default and Status of Solving.
*#* CASE CLOSE 6/23/2010 8:28:22 AM, jward
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM-

AMERICAN HONDA

Spool Report

Run Date : 10/06/2011

Case Title : H /! GATE DOES NOT STAY OPEN

Case Details
Case D : I Division : Honda - Auto Condition : Closed Open Date :  5/18/2011 11:03:40 AM
Case Originator : Bridgette Samonte (Team HA) Sub Division . Customer Relations Status : Closed Close Date : 6/2/2011 12:22:19 PM
Case Owner .  Kentaro Ogawa (Team HH) Method : Phone Queue : Days Open: 15
Last Closed By : Kentaro Ogawa (Team HH) Point of Origin : Customer Wipbin :

No. of Attachments : 0

Site / Contact Info :

Product Info :

Site Name :

Dealer No. :

Site Phone No. -
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :
Fax No. :

Address .
City / State / Zip : SOLON, OH -
E Mail :

Svc District / Sls District : /

Current Dealer Info :

Current Dealer No. / Name :206659 / JAY HONDA

Phone No. : 440-232-5005
Address : 175 BROADWAY AVE.
City / State / Zip : BEDFORD, OH 44146

Svc District / Sls District . 04H/ C04
Warranty Labor Rate / Date : $109.50 /

Unit Owner :

VIN Type / No. :

Model / Year:

Model ID / Product Line :
Miles / Hours :

In Service Date :

Months In Use :

Engine Number :

Selling Dealer No. / Name :
Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP/VSC Cancellation Date :

US VIN/ 5FNRL38749B_
ODYSSEY /2009

RL3879KW / A

8,500

05/30/2009

24

J35A75006632

Originating Dealer No. / Name :207087 / AUTOSPORT HONDA

207087 / AUTOSPORT HONDA
EX-LR&N

5

5AT

SX

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start/ End Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1. Not Applicable Party 3: Not Applicable
Party 2. Not Applicable Party 4 : Not Applicable

Issues : v

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PRODUCT |Subcase Close Product Operation 823 Rear Compartment

Page #: 173




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report _ " Run Date : 10/06/2011
Issue Details

issue ID : GG Disposition: Complaint Condition : Closed Wipbin :

Issue Originator : Kentaro Ogawa Type 1: Product Status : Subcase Close Open Date :  5/18/2011 1:47:04 PM

Issue Owner : Kentaro Ogawa Type 2 : Operation Queue : Close Date : 6/2/2011 12:22:19 PM

Issue Title - | i FROPUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :

Condition Code Desc Tailgate 8236 Solution Title : )

Campaign Code / Desc . /

Temperament Code : Please Specify

Resolutions :  Repaired/Warranty

Component Category : 17 - Latches

Previously Published : NO Parts Info :

Fire Indicator : NO
Part No. Part Description | BO Reason

Rollover Indicator : NO
Cosmetic / Sound Quality Indicator: NO

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report : Run Date : 10/06/2011

Case History

Case ID - — ‘ ~ caseTitle:  4H|JJ - TA!L GATE DOES NOT STAY OPEN

*** CASE CREATE 5/18/2011 11:03:40 AM, bsamonte
Contact = _ Priority = N/A, Status = Solving.
*** CASE MODIFY 5/18/2011 11:05:00 AM, bsamonte
into WIP default and Status of Solving.
*** CASE MODIFY 5/18/2011 11:05:13 AM, bsamonte
into WIP default and Status of Solving.
¥ NOTES 5/18/2011 11:12:05 AM, bsamonte, Action Type : Call from Customer

Contact Info Veriﬁed/phon_ ,

“Customer states yesterday, while he was using the remote for his tail gate, it beeped and stopped. Then it went down, stopped again and eventually went up.
Customer says when he tried to open it manually, it did not want to stay open. Customer has 2 twin girls and says if it fell on them, there would have been

a lawsuit. Customer said the first available appointment at JAY HONDA was for tomorrow. Customer would like this to be fixed permanently. ACS apologized
for concerns and advised a case manager will follow up in 1-2 business days. Case number provided.

**% CASE DISPATCH 5/18/2011 11:12:22 AM, bsamonte
from WIP default to Queue Honda Team H .

*** CASE ACCEPT 5/18/2011 1:38:21 PM, kogawa
from Queue Honda Team H to WIP Default.

«x+ SUBCASE||| | | I create 582001 1:47:04 PM. kogawa
Created in WIP Default with Due Date 5/18/2011 1:47:04 PM.

*** COMMIT 5/18/2011 1:47:13 PM, kogawa, Action Type : N/A

initial

% NOTES 5/19/2011 8:17:57 AM, kogawa, Action Type : Call to Customer
Message left on voicemail welcoming a call back to review.

**+* NOTES 5/19/2011 8:24:39 AM, kogawa, Action Type : Dealer Communication
ATTN: Shawn Darby, SERVICE MANAGER

This customer contacted our office regarding the following issue(s):
Shawn, :

Customer called us yesterday. I believe he intends to bring car in today for power tailgate issues. 310-783-7744,
Thank you for your attention to this matter.

Kentaro Ogawa
Automobile Customer Service

*** CASE FULFILL 5/19/2011 8:25:10 AM, kogawa
Fulfilled for | NN < 05/19/2011 12:00:00 AM.
**+* COMMIT 5/19/2011 8:25:16 AM, kogawa, Action Type : N/A
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :

10/06/2011

case 1

cch?
**+* CASE MODIFY 5/20/2011 1:56:21 PM, kogawa
into WIP 4H and Status of Solving.
*** NOTES 5/25/2011 7:59:56 AM, kogawa, Action Type : Call to Customer

Case History
Case Title :  4H _ TAIL GATE DOES NOT STAY OPEN

Message left on voicemail as a follow up. Claim screens suggest warranty took care of tailgate struts. I welcomed a call back if he has any feedback to offer.

*¥** NOTES 5/27/2011 2:03:56 PM, kogawa, Action Type : Call to Dealer
SM Shawn confirms repairs completed. Close if no customer call back.
*¥** CASE FULFILL 5/27/2011 2:04:05 PM, kogawa
Fulfilled for | - 05302011 12:00:00 AM.

***% COMMIT 5/27/2011 2:04:16 PM, kogawa, Action Type : N/A

ccb? close

***% CASE MODIFY 6/2/2011 12:22:16 PM, kogawa
into WIP 4H and Status of Solving,

*** SUBCASE CLOSE 6/2/2011 12:22:19 PM, kogawa
Status = Solving, Resolution Code = Instruction Given

**+* CASE CLOSE 6/2/2011 12:22:19 PM, kogawa
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :

Case Details

Case Title :

Case ID: Division : Honda - Auto Condition : Closed Open Date : 7/18/2011 10:37:35 AM
Case Originator : NaKya Jai (Team SC) Sub Division :  Customer Relations Status : Closed Close Date : 8/1/2011 11:35:35 AM
Case Owner:  Christeen Miller (Team HH) Method : Phone Queue : Days Open: 14

Last Closed By : Christeen Miller (Team HH) Point of Origin : Customer Wipbin :

I < AR HATCH/ REAR STRUTS / REAR SHOCK REIMB No. of Attachments : 1

Site / Contact Info :

Product Info :

Site Name :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :
Fax No. :
Address

City / State / Zip :
E Mail :

Svc District / Sis District : /

ENDICOTT, NY -

Unit Owner :

VIN Type / No. : US VIN/5FNRL38619
Model / Year: ODYSSEY /2009
Model ID / Product Line : RL3869IJW / A

Miles / Hours : 46,009

In Service Date : 01/23/2009

Months In Use : 30
Engine Number : J35A75006834
Originating Dealer No. / Name :207162 / REGAL HONDA

Current Dealer Info :

Selling Dealer No. / Name : 207162 / REGAL HONDA
Trim : EX-L

No. Of Doors : 5

Transmission Code : 5AT

Exterior Color : BX

Current Deater No. / Name : 206690 / MILLER HONDA

Phone No. : 607-797-1221

Address : 4477 VESTAL PARKWAY
City / State / Zip : VESTAL, NY 13850

Svc District / Sis District:  09A / A09

Warranty Labor Rate / Date : $90.00 /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP//SC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

10/06/2011

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3. Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable
Issues :
Issue D / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PRODUCT |[Subcase Close Product Operation 823 Rear Compartment
PRODUCT |Subcase Close Product Fit/Finish/Quality 414 FrntDamper/Strut
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issue Title : _ PRODUCT - OPERATION

Spool Report Run Date : 10/06/2011
Issue Details
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Christeen Miller Type 1: Product Status . Subcase Close Open Date :  7/26/2011 1:22:15 PM
Issue Owner : Christeen Miller Type 2 . Operation Queue : Close Date . 7/26/2011 1:23:57 PM

Coding info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc Tailgate 8236
Campaign Code / Desc ./

Temperament Code : Please Specify
Resolutions :  Assist- AHM 100%

Component Category : 16 - Structure
Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Solution 1D : Resolution Title :
Solution Title :

Parts Info :

Part No. Part Description

BO Reason
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date :

10/06/2011

Spool Report

Issue Details
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Christeen Miller Type 1: Product Status : Subcase Close Open Date :
Issue Owner : Christeen Miller Type 2 : Fit/Finish/Quality Queue : Close Date :
Issue Title : | - PRODUCT - FIT/FINISH/QUALITY

7/26/2011 1:23:02 PM
8/1/2011 11:35:35 AM

Coding Info : Solution / Linked Resolution info :
Labor Code / Desc : 414 / FrntDamper/Strut Solution ID : Resolution Title :
Condition Code Desc Ride Quality 4141 Solution Title :
Campaign Code / Desc ;. / '
Temperament Code : Please Specify
Resolutions :  Assist - AHM 100%, CR Generated Gdwill
Component Category : 02 - Suspension System
Previously Published : NO
Fire Indicator : NO Parts Info :
Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator : NO 51601-SHJ-L31 S/ABS ASSY., R.FR. Retail
Dealer Coding:

Check Req Info :

Check Requisition No. : 6392

Primary Amount:  $168.00

Incidental Type 1/ Amount : Not Applicable
Incidental Type 2 / Amount : Not Applicable
Total Amount : $168.00

Approved By : dgonzale

Approval Date : 7/28/2011

Status : PROCESSED

Check No.: 1922150

Check Date : 7/29/2011

/ $0.00
/ $0.00

Payee Name :

City / State / Zip:  ENDICOTT, NY||
Campaign Template # :

Contention Code : 01201

Defect Code : 03217
Category : Regular

Failed Part # : 51601-SHIJ-L31
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date ;- 10/06/2011
Case History
case 1D . Case Title : ||| | ||| | | S - R=AR HATCH REAR STRUTS / REAR SHOCK REIMBURSEM

***x CASE CREATE 7/18/2011 10:37:35 AM, jnakya
Contact = Priority = N/A, Status = Solving,
*** CASE MODIFY 7/18/2011 10:38:02 AM, jnakya
into WIP default and Status of Solving.
***x CASE MODIFY 7/18/2011 10:44:09 AM, jnakya
into WIP default and Status of Solving.
**¥* CASE MODIFY 7/18/2011 10:44:19 AM, jnakya
into WIP default and Status of Solving.
*** NOTES 7/18/2011 10:49:14 AM, jnakya, Action Type : Call from Customer
1 verified the customer information in CRMS.

The customer name is [ NNENENENGEGNG

The customer called regarding rear hatch/ rear struts / rear shock reimbursement

The customer indicated that while traveling the rear hatch came down on her when she was loading the vehicle with grocery and now the dealership is stating the
rear struts needs to be replaced. The customer indicated that the vehicle is at the dealership now addressing this problem which she was informed this concern
isn[Ct covered under warranty. The customer indicated that when she was getting the wiper blades replaced the mechanic noticed the rear shock were leaking. Thet
customer indicated that she paid $315.00 on June 30, 2011 to have two shocks replace by an IRF. The customer indicated that the vehicle was diagnosed

at the dealership on the shock concerns but this problem should have been covered under warranty so she would like to be reimbursed. The customer indicated that
she feels the vehicle is falling apart.

ACS informed the customer that the case would be forward to a CM for review the CM would be contacting the customer within two business days. ACS provided
the customer with the case number for reference.

The customerls contact number is ||| | | G

ACS informed the customer that their concerns are documented. I asked the customer if there was any further assistance needed today, the customer said no, and
then stated thank you and the call ended.

*** CASE MODIFY 7/18/2011 10:49:17 AM, inakya
into WIP default and Status of Solving.
*** CASE DISPATCH 7/18/2011 10:49:28 AM, jnakya
from WIP default to Queue Honda Team H .
*** CASE ASSIGN 7/18/2011 2:05:24 PM, dgonzale
I o cniller, WiP CURRENT TIMESTAMP
*** CASE RULE ACTION 7/18/2011 2:05:25 PM, sa
Action Task Assignee of rule Assign Notification fired
*** CASE MODIFY 7/19/2011 9:37:55 AM, cmiller
into WIP default and Status of Solving.
*** NOTES 7/19/2011 9:39:31 AM, cmiller, Action Type : Dealer Communication
ATTN: SERVICE MANAGER
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

Case ID - _ Case Title - _ REAR HATCH/ REAR STRUTS / REAR SHOCK REIMBURSEM

This customer contacted our office regarding the rear struts, shocks and hatch. She stated that she went to an IRF for the struts, however I am not sure
if any of these were repaired under warranty.

Please provide the following information:

* Diagnostic (complaint - cause - correction)

* Customer repair cost? & Warranty Rate? (parts and labor)

* Current mileage (at time of diagnostic or last service)

* Service history, if available

* RO #(s)

Thank you for your attention to this matter.

Christeen Miller
Automobile Customer Service
310-783-7738
*** CASE MODIFY 7/19/2011 10:09:29 AM, cmiller
into WIP default and Status of Solving,
#** NOTES 7/19/2011 10:24:54 AM, cmiller, Action Type : Call to Dealer

I called the dealer and spoke to SM Mike, disclosure. He advised me that the customer called and the parts were ordered but they have not been in for the
repair. He will contact me back after the diagnoses with costs. I thanked him and the call was ended.

*** CASE MODIFY 7/19/2011 11:32:12 AM, cmiller
into WIP default and Status of Solving,.
%% NOTES 7/19/2011 11:37:51 AM, cmiller, Action Type : Call to Customer

I contacted the customer at and reached VM. I left a message and introduced myself as the RCM reviewing their case. I requested a call
back to discuss the issue with the rear latch. I provided my contact number and extension.

800-999-1009 extension 117738
*** NOTES 7/19/2011 11:38:37 AM, cmiller, Action Type : Call to Customer
1 called R~ icc and reached a man that advised me that I had reached the wrong number.
*** CASE MODIFY 7/19/2011 11:38:44 AM, cmiller
into WIP default and Status of Solving.
**% COMMIT 7/19/2011 11:38:54 AM, cmiller, Action Type : N/A
customer
*** CASE MODIFY 7/19/2011 11:39:43 AM, cmiller
into WIP default and Status of Solving.
*** NOTES 7/25/2011 12:47:19 PM, dwentz01, Action Type : Warm Transfer
Customer contacted AHM to speak with RCM. call warm transferred at this time.
**+%¥ CASE MODIFY 7/25/2011 12:58:21 PM, cmiller
into WIP 9A- IR J Status of Solving.
*** NOTES 7/25/201 1 1:01:45 PM, cmiller, Action Type : Call from Customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case 1ID: Case Title - _ REAR HATCH/ REAR STRUTS / REAR SHOCK REIMBURSEM

I received a call from the customer, disclosure provided. He advised me that at 41k miles the shocks had to be replaced. They were leaving FL. for NY
the next day and had the work done at an IRF for $315.00. The struts on the rear door have failed and he thinks its to soon for this to happen. He
is looking for assistance with the cost of the rear hatch repair and reimbursement for the rear shocks. 1 advised that I would authorize the rear door repair
in full. However the shocks 1 would have to review and asked that he send his receipt and proof of purchase. I advised him that either myself or the SM
Andy would call him after the repair is approved. The customer thanked me and the call was ended.

*** CASE MODIFY 7/25/2011 1:02:25 PM, cmiller
into WIP 9A- || - d Status of Solving.

*¥*¥*¥ NOTES 7/25/2011 1:19:20 PM, cmiller, Action Type : Call to Dealer
I contacted the dealer and spoke to Mike, disclosure provided. He advised me that he would get the costs for me and call me back. I thanked him and the
call was ended.

**++% CASE FULFILL 7/25/2011 1:19:26 PM, cmiller
Fulfilled for|j e 07/25/2011 05:00:00 PM.
*** COMMIT 7/25/2011 1:19:28 PM, cmiller, Action Type : N/A
dealer/customer
*+% CASE MODIFY 7/25/2011 1:19:43 PM, cmiller
into WIP 9A - |- d Status of Solving.
*#* NOTES 7/26/2011 9:41:07 AM, valligoo, Action Type : Letter/Fax
On 7/16/11 ACS received a one page "Sun City Automotive Service Center" invoice regarding previous issue.
***x CASE ADD ATTACHMENT 7/26/2011 9:45:22 AM, crmsuser
Added attatchment ScanDoc 1 with path \\ahmtor10\crms_scandoc\ScanDoc_Fina\N012011-07-1802616_t .PDF
*%%¥ NOTES 7/26/2011 12:56:23 PM, cmiller, Action Type : Call from Dealer
I received a VM from the SM Mike. He provided me with the following costs for the rear hatch struts.

DPSM involved? (“No

Customer pay quote from Dealership: $165.42
Total Warranty Repair Cost[! § 128.62

Total Amount Authorized for claim:C $§ 128.62
Percentage of Goodwill Authorized: ~1100%

Total the Customer will pay(l $ -

*#* NOTES 7/26/2011 1:00:54 PM, cmiller, Action Type : Note-General
PER AIRBASE; the customer is the original owner of the vehicle and has 3 dealer service appointments. This is their first Honda.
*#* NOTES 7/26/2011 1:11:33 PM, cmiller, Action Type : Letter/Fax
I received a fax from Sun City Automotive Service Center. The invoice is for shock absorbers in the amount of, $224.96 parts and $88.63 labor.
The customer is outside of warranty by about 5k miles but within warranty by time. This is her 1st Honda and she service's at the dealer. She saved for

a long time to get a Honda and loves traveling in the vehicle. Because of her enthusiasm for her Honda and dealer service history, I am authorizing a partial
reimbursement for the shocks.

DPSM involved? [JNo
Total Amount the customer paidC" § 224,96
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: CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
Case ID: [N Case Title : ||} I - R:AR HATCH/ REAR STRUTS / REAR SHOCK REIMBURSEM

Total Goodwill assistance offerred:[. §  168.72
Percentage of Goodwill Authorized: [175%

*#* NOTES 7/26/2011 1:19:07 PM, cmiller, Action Type : Call to Customer

1 called the customer at_nd provided disclosure. T advised him of the offer for reimbursement and he is happy. He thanked me for all
the assistance and he will make an appointment with the dealer for the door. The call was ended.

+xx SUBCASE || K Cr:ATE 72612011 1:22:15 PM, emiller

Created in WIP Default with Due Date 7/26/2011 1:22:15 PM.

##x SUBCASE ||| Il CREATE 7/26/2011 1:23:02 PM, cmiller
Created in WIP Default with Due Date 7/26/2011 1:23:02 PM.

*** CASE MODIFY 7/26/2011 1:23:40 PM, cmiller

into WIP 9A-_and Status of Solving.
**+ SUBCASEIIEGEGEEEE C1.OSE 7/26/2011 1:23:57 PM, cmiller

Status = Solving, Resolution Code = Instruction Given

++* SUBCASE ||| - P A TcH 72612011 1:25:00 PM, emiller
from WIP default to Queue CkReq - Gonzalez.

*** CASE FULFILL 7/26/2011 1:25:57 PM, cmiller
Fulfilled for | dve 07/27/2011 05:00:00 PM.

**#% COMMIT 7/26/2011 1:26:02 PM, cmiller, Action Type : N/A

check req

*** CASE MODIFY 7/26/2011 1:26:19 PM, cmiller
into WIP 9A- | :1d Status of Solving.

#** SUBCASE (I R ULE ACTION 7/27/2011 12:25:00 PM, sa
Action Task - Current Owner - 24 hrs of rule Queue Escalation fired

++ SUBCASE | G 724201 ! 12:22:26 PM, dgonzale, Action Type :
Check Requistion for 168.00 $ submitted
Check Requistion for 168.00 § submitted by dgonzale

*** SUBCASE NO12011-07-1802616-2 RETURN 7/28/2011 12:22:35 PM, dgonzale
from Queue CkReq - Gonzalez to WIP Subcase.
#*% CASE MODIFY 7/29/2011 9:49:36 AM, cmiller
into WIP 9A-_nd Status of Solving.
**% NOTES 7/29/2011 2:22:13 PM, mmillen, Action Type : Note-General
Check mailed.
**#* SUBCASE _OMM[T 8/1/2011 8:02:44 AM, cmiller, Action Type : External Commitment
Check processed for check _req no = 6392 on 2011-07-29-00.00.00.000000
** CASE MODIEFY 8/1/2011 11:35:31 AM, cmiller
into WIP 9A- | -« st=tvs of Solving.

***x SUBCAS CLOSE 8/1/2011 11:35:35 AM, cmiller
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA :

Spool Report Run Date : 10/06/2011
_ Case History
case ID: |G Case Title - ||| | | | - REAR HATCH REAR STRUTS / REAR SHOCK REIMBURSEM

Status = Solving, Resolution Code = Instruction Given
#*% CASE CLOSE 8/1/2011 11:35:35 AM, cmiller
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Case Details

Case ID: _

Case Originator : Khia Eaton (Team HA)
Case Owner:  Khia Eaton (Team HA)
Last Closed By : Khia Eaton (Team HA)

Case Tite : | IIIIEEEE - TR UNK/SLIDING DOOR/WARRANTY CONCERN

Division : Honda - Auto Condition : Closed Open Date :  7/25/2011 7:03:21 AM
Sub Division :  Customer Relations Status : Closed Ciose Date : 7/25/2011 7:20:31 AM
Method : Phone Queue : Days Open: 0

Point of Origin : Customer Wipbin :

No. of Attachments :

0

Site / Contact Info :

Product Info :

Site Name : Unit Owner : —
Dealer No. : VIN Type / No. : US VIN/ 5FNRL387X9B-
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW / A
Day Phone No. : Miles / Hours : 24,000
Evening Phone No. : In Service Date : 06/16/2009
Cell / Pager No. : Months In Use : 25
Fax No. : Engine Number : J35A75007011
Address Originating Dealer No. / Name :207066 / PLAZA HONDA
City / State / Zip : EAST NORTHPORT, NYI Selling Dealer No. / Name : 207066 / PLAZA HONDA
E Mail : Trim : EX-LR&N
Svc District / Sls District:  / No. Of Doors : 5
, Transmission Code : 5AT
Current Dealer Info : Exterior Color : BL

Current Dealer No. / Name :206967 / HUNTINGTON HONDA

Phone No. : 631-423-6000
Address : 1055 E.JJERICHO TRNPKE
City / State / Zip : HUNTINGTON, NY 11743

Svc District / Sls District:  05B/ A05
Warranty Labor Rate / Date : $96.00 /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/A/SC Coverage Start/ End Date :

HPP//SC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1. Not Applicable Party 3: Not Applicable
Party 2 . Not Applicable Party 4 . Not Applicable
Issues :
: D/ Titl Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- Subcase Close Product Operation 823 Rear Compartment

Page #: 192




AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Issue Details
_ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Khia Eaton Type 1: Product Status : Subcase Close Open Date :  7/25/2011 7:20:09 AM
Issue Owner : Khia Eaton Type 2: Operation Queue : Close Date : 7/25/2011 7:20:25 AM
Issue Title : PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :

Condition Code Desc
Campaign Code / Desc: /
Temperament Code :
Resolutions :
Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

Labor Code / Desc : 823 / Rear Compartment
Tailgate 8236

Please Specify
Documented Concern, Referred to Dealer

NO

Solution ID : Resolution Title :
Solution Title :
Parts Info :
PartNo. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History

Case ID: Case Title : _ TRUNK/SLIDING DOOR/WARRANTY CONCERN

*** CASE CREATE 7/25/2011 7:03:21 AM, keaton
Contact — Priority = N/A, Status = Solving.

*** NOTES 7/25/2011 7:18:23 AM, keaton, Action Type : Call from Customer
Customer information was verified

Situation: Customer states that her trunk will not stay open.
Request: Customer is asking if this is a warrantable item.

Probing Questions: Customer states that she is also noticing rust between the rubber and metal on the sliding door and asked if that would be considered warranty
related as well. Customer states that a representative at the dealer advised her that the issue does in fact appear to be within warranty, however advised her
that she would be responsible for a diagnostic fee.

Inbound Summary: ACS explained to the customer that the initial step for any repair is diagnoses. ACS explained to the custom that the diagnoses initially
is held at the customers cost, until the issue is deemed to be a warranty related issue. ACS concluded to the customer that is the issue is ultimately deemed
to be warranty related, and then the diagnostic fee is waived.

*** CASE MODIFY 7/25/2011 7:18:33 AM, keaton
into WIP default and Status of Solving.

*** CASE MODIFY 7/25/2011 7:18:48 AM, keaton
into WIP default and Status of Solving.

*** CASE MODIFY 7/25/2011 7:19:16 AM, keaton
into WIP default and Status of Solving.

*x* SUBCASE |GGG CR:ATE 7/25/2011 7:20:09 AM, keaton

Created in WIP Default with Due Date 7/25/2011 7:20:09 AM.

+x+ SUBCASE || L OSE 7/25/2011 7:20:25 AM, keaton

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 7/25/2011 7:20:31 AM, keaton
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date : 10/06/2011

Case Details

Case ID: I Division : Honda - Auto Condition : Closed Open Date :  7/12/2010 8:33:44 AM
Case Originator : Mercedes Jackson (Team HA) Sub Division :  Customer Relations Status : Closed Close Date :  7/12/2010 8:56:38 AM
Case Owner . Mercedes Jackson (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Mercedes Jackson (Team HA) Point of Origin : Customer Wipbin :
Case Title : TRUNK WILL NOT STAY OPEN No. of Attachments : 0
Site / Contact info : Product Info :
Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : Us VIN/ SFNRL38789B |
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW /A
Day Phone No. : Miles / Hours : 25,000
Evening Phone No. : In Service Date : 11/09/2008
Cell / Pager No. : Months In Use : 20
Fax No. : Engine Number : J35A75007518
Address _ Originating Dealer No. / Name :207367 / BRAMAN HONDA
City / State / Zip : MIAM]I, FL - Selling Dealer No. / Name : 207367 / BRAMAN HONDA
E Mail : Trim : EX-LRES
Svc District / Sls District:  / No. Of Doors : 5
' Transmission Code : 5AT
Current Dealer Info : Exterior Color : BX

Current Dealer No. / Name :207367/ BRAMAN HONDA

Phone No. : 305-266-9900
Address : 7000 CORAL WAY
City / State / Zip : MIAMI, FL 33155

Svc District / Sls District: 07N/ C07
Warranty Labor Rate / Date : $96.00 /

Factory Warranty Start / End Date :
Factory Warranty Canceliation Date :

HPP/NSC Coverage Start / End Date :

HPP//SC Cancellation Date :
Extended Warranty Start/ End Date :

Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3. Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable

Issues : '

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
SERVICE - Subcase Close Service - Dealer Loaner/Rental 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

issue 1D [ Disposition: Complaint Condition : Closed Wipbin
Issue Originator : Mercedes Jackson Type 1: Service - Dealer Status : Subcase Close Open Date :  7/12/2010 8:56:16 AM
Issue Owner : Mercedes Jackson Type 2 : Loaner/Rental Queue : Close Date : 7/12/2010 8:56:38 AM
Issue Title : - SERVICE - DEALER - LOANER/RENTAL

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc ~ Car Trunk 823A
Campaign Code / Desc ./

Temperament Code : Please Specify
Resolutions :
Component Category : 17 - Latches

Previously Published : NO
Fire indicator : NO
Rollover indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Provided Information, Documented Concern

Solution 1D : Resolution Title :
Solution Title :
Parts Info : , _
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

Case ID : _ Case Title : - TRUNK WILL NOT STAY OPEN

*** CASE CREATE 7/12/2010 8:33:44 AM, mjackso3
Contact = ||| TR Priority = N/A, Status = Solving.

*** CASE VSC LOOKUP 7/12/2010 8:41:43 AM, mjackso3
VSC-CUC CHECK 07/12/2010 08:41:43 AM mjackso3
No data found for VIN.

*** CASE EXTENDED WARRANTY LOOKUP 7/12/2010 8:49:46 AM, mjackso3
WARRANTY CHECK 07/12/2010 08:49:46 AM mjackso3 ‘
No data found for VIN.

*** CASE CLAIMS LOOKUP 7/12/2010 8:49:48 AM, mjackso3
CLAIM HISTORY CHECK 07/12/2010 08:49:48 AM mjackso3
No data found for VIN.

*** CASE CAMPAIGN LOOKUP 7/12/2010 8:50:05 AM, mjackso3
CAMPAIGN CHECK 07/12/2010 08:50:04 AM mjackso3
The following Campaign information was found
09-053; R32; 07-09 ODYSSEY LC JUDDER; ; ;

*** CASE VSC LOOKUP 7/12/2010 8:50:06 AM, mjackso3
VSC-CUC CHECK 07/12/2010 08:50:06 AM mjackso3
No data found for VIN.

*** NOTES 7/12/2010 8:50:14 AM, mjackso3, Action Type : Call from Customer
Verified the customeri s contact information
Best phone number,

DEALER: BRAMAN HONDA
SERVICE ADVISPR: Tovar
Left message with Manny-SM-

The customer had an incident with the vehicle and the dealer is not willing to provide a rental for her while the vehicle is at the dealer. The back trunk
of the vehicle fell down knocking her out. This incident occurred yesterday while the customer was on vacation. The customer contacted the dealer about the recall
and the loaner vehicle and was advised that they will not helip.

The customer would like to know if there is a loaner available from the dealer.

I advised the customer that I would sent an iN/DCS to the dealer inquiring about the possibility of a loaner.
The customer thanked me and no further assistance was needed at this time.

*¥% NOTES 7/12/2010 8:54:08 AM, mjackso3, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

This customer contacted our office regarding the following issue:

The customer stated that she contact your department regarding the trunk on her vehicle that does not stay up. She stated that she requested a loaner vehicle
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case ID: |GG Case Title - _TRUNK WILL NOT STAY OPEN

while her vehicle was being service.
Please contact the customer and advise if this is available.

She can be contacted at |||

This is for your information only and no response is required.
Thank you for your attention to this matter.

Mercedes Jackson
Automobile Customer Service

+x* SUBCASE | IEGEE CREATE 7/12/2010 8:56:16 AM, mjackso3

Created in WIP Default with Due Date 7/12/2010 8:56:16 AM.

4k SUBCAsmLOSE 7/12/2010 8:56:38 AM, mjackso3
Status = Solving, Resolution Code = Instruction Given

*** CASE CLOSE 7/12/2010 8:56:38 AM, mjackso3
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Case Details
Case D : Division : Honda - Auto Condition ; Closed Open Date : 9/13/2011 8:22:17 AM
Case Originator : Wendell Walker (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 9/19/2011 7:31:31 AM
Case Owner:  Kai Makaena (Team HE) Method : Phone Queue : Days Cpen: 6
Last Closed By : Kai Makaena (Team HE) Point of Origin : Customer Wipbin :
Case Title : 07G-(GRAINGER HOND_ COMPLAINT LIFTGATE CLOSING No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : US VIN /5FNRL38709B
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW /A
Day Phone No. : Miles / Hours : 40,654
Evening Phone No. : In Service Date : 01/03/2009
Cell/ Pager No. : Months In Use : 32
Fax No. : Engine Number : J35A75007693
Address : ] Originating Dealer No. / Name :208152 / GRAINGER HONDA
City / State / Zip : SAVANNAH, GA Selling Dealer No. / Name : 208152 / GRAINGER HONDA
E Mail : Trim : EX-LRES
Svc District / Sls District:  / No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : GN
Current Dealer No. / Name : 208152 / GRAINGER HONDA Factory Warranty Start/ End Date :
Phone No. 912-790-5444 Factory Warranty Cancellation Date :
Address : 1596 CHATHAM PARKWAY HPP/VSC Coverage Start / End Date :
City / .Sta.te / Zip . o GARDEN CITY, GA 31408 HPP/VSC Cancellation Date -
Svc District / Sls District : 97G / GO7 Extended Warranty Start / End Date -
Warranty Labor Rate / Date : $92.00 / ) )
_ Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
ﬁ- PRODUC |Subcase Close Product Operation 748 Power Door Lock
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Issue Details

_ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Kai Makaena Type 1: Product Status : Subcase Close Open Date :  9/14/2011 2:11:57 PM
Issue Owner : Kai Makaena Type 2. Operation Queue : Close Date : 9/19/2011 7:31:30 AM

Issue Title : _ PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :748 / Power Door Lock Solution ID : Resolution Title :
Condition Code Desc Pwr Lift Gate 7482 Solution Title :

Campaign Code / Desc : /
Temperament Code : Please Specify
Resolutions :  Assist - Dealer100%

Component Category © 16 - Structure
Previously Published : NO Parts Info
Fire Indicator : NO arts fnfo -

Rollover Indicator - NO Part No. Part Description | BO Reason

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History
case D : |GGG case Tite:  07G-GRAINGER HONDA) JJJ I coMeLANT LIFTGATE cLOSING

*** CASE CREATE 9/13/2011 8:22:17 AM, wwalkerl
Contact =_, Priority = N/A, Status = Sglving.

*** CASE MODIFY 9/13/2011 8:23:59 AM, wwalkerl
into WIP default and Status of Solving.

*#% NOTES 9/13/2011 8:31:22 AM, wwalkerl, Action Type : Call from Customer
ACS verified the customers information..

The customer called to document her concerns about her vehicle. The vehicle is currently at the dealership again, this time for the tailgate. The customer
states that she is really disappointed with the vehicle because she has had to fix so many things on the car. The dealership has advised the customer that the
cost of the repair is $250.00 and the customer would like AHM to assist with the repair.

I advised the customer that I would dispatch this to a case manage and someone will contact her in 1-2 business days, No financial assistance is guaranteed.
*** CASE MODIFY 9/13/2011 8:31:37 AM, wwalker]
into WIP default and Status of Solving.
**% CASE MODIFY 9/15/2011 8:32:01 AM, wwalker]
into WIP default and Status of Solving.
**+*¥ CASE DISPATCH 9/13/2011 8:32:27 AM, wwalker|
from WIP default to Queue Honda Team E.
*** CASE ACCEPT 9/13/2011 10:08:44 AM, kmakaena
from Queue Honda Team E to WIP NEW CASES.
*** CASE MODIFY 9/14/2011 12:08:58 PM, kmakaena
into WIP NEW CASES and Status of Solving.
#+x SUBCASH | cr: A6 9142011 2:11:57 PM, kmakaena
Created in WIP Default with Due Date 9/14/2011 2:11:57 PM.
**% COMMIT 9/14/2011 2:13:03 PM, kmakaena, Action Type : N/A
call customer
% NOTES 9/14/20112:13:18 PM, kmakaena, Action Type : Call to Customer
ACS called the customer, no answer. ACS will try again by 09/15.
**+* CASE MODIFY 9/14/2011 2:13:23 PM, kmakaena
into WIP NEW CASES and Status of Solving,.
*** NOTES 9/15/2011 1:29:41 PM, kmakaena, Action Type : Call to Dealer
Dealer contact: Steve

Date at dealer:09/14
R/0:246642
Mileage: 38000

Customer's complaint: Rear tailgate hard to operate
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case ID: IEGNGEE Case Title:  07G-(GRAINGER HONDA) - |- COMPLAINT LIFTGATE CLOSING

Dealer's diagnosis: Rear roller failed

Dealer resolution: Replaced rear roller - Dealership covered repairs 100%
Customer asked for goodwill: Yes

Condition of vehicle:N/A

Service history at dealer: Yes

DPSM involvement: No
*** NOTES 9/15/2011 1:29:57 PM, kmakaena, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

This customer contacted our office regarding the following issue(s):
Dealer contact: Steve

Date at dealer:09/14

R/0:246642

Mileage: 38000

Customer's complaint: Rear tailgate hard to operate

Dealer's diagnosis: Rear roller failed

Dealer resolution: Replaced rear roller - Dealership covered repairs 100%
Customer asked for goodwill: Yes

Condition of vehicle:N/A

Service history at dealer: Yes

DPSM involvement: No

This is for your information only and no response is required.

Thank you for your attention to this matter.

Kai Makaena
Automobile Customer Service
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Case History
case ID : NN case Title :  07G-(GRAINGER HONDA) - | - COMPLAINT LIFTGATE CLOSING

**¥* NOTES 9/15/2011 1:30:38 PM, kmakaena, Action Type : Call to Customer
ACS left the customer a voice message for a call back.
*** CASE FULFILL 9/15/2011 1:30:46 PM, kmakaena
Fulfilled fo N (e 09/15/2011 12:00:00 AM.
*** COMMIT 9/15/2011 1:30:50 PM, kmakaena, Action Type : N/A
update customer :
*** CASE MODIFY 9/15/2011 1:31:12 PM, kmakaena
into WIP 7G - Tracy Garneau and Status of Solving.
**¥* NOTES 9/16/2011 11:34:59 AM, kmakaena, Action Type : Call to Customer
ACS called the customer for a update, no answer. ACS will try again by 09/19.
*** CASE FULFILL 9/16/2011 11:36:57 AM, kmakaena
Fulfilied for| . 09162011 12:00:00 AM.
**¥ COMMIT 9/16/2011 11:37:03 AM, kmakaena, Action Type : N/A
call customer
*** CASE MODIFY 9/16/2011 11:37:30 AM, kmakaena
into WIP 7G - Tracy Garneau and Status of Solving.
*** NOTES 9/19/2011 7:31:12 AM, kmakaena, Action Type : Call to Customer
ACS spoke with the customer concerning her vehicle. The customer confirmed that the roller on the tail gate failed and Grainger Honda was able to cover the
cost of repairs. The customer stated that she was very frustrated about this issue and is concerned other parts of her vehicle may fail. The customer stated
that she knows her vehicle is outside of warranty and she would like AH to provide her a extended warranty because of this issue. I apologized to the customer
for the inconvenience and advised her that AH would not offer her a extended warranty at this time. The customer became argumentive and stated she will just
get rid of her Honda.
*** CASE MODIFY 9/19/2011 7:31:28 AM, kmakaena
into WIP 7G - Tracy Garneau and Status of Solving.
+++ SUBCASE || - .0s5 9/192011 7:31:30 AM, kmakaena
Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 9/19/2011 7:31:31 AM, kmakaena
Status = Closed, Resolution Code = Instruction Given, State = Open

i
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/12/2011
Case Details
Case ID : I Division : Honda - Auto Condition : Closed Open Date :  10/29/2010 4:20:33 PM
Case Originator ; Michael Mendoza (Team HD) Sub Division :  Customer Relations Status : Closed Close Date :  10/29/2010 4:26:12 PM
Case Owner:  Michael Mendoza (Team HD) Method : Phone Queue : Days Open: 0
Last Closed By : Michael Mendoza (Team HD) Point of Origin : Customer Wipbin :

Case Title - DECKLID ISSUE No. of Attachments : 0

Site / Contact Info :

Product Info :

City / State / Zip : HUNTINGTON, NY R
E Mail :
Svc District / Sis District : /

Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : US VIN/ 5FNRL38779B-
Site Phone No. : Model / Year : ODYSSEY /2009

Contact Name : Model ID / Product Line : RL3879JW / A

Day Phone No. : Miles / Hours : 17,000

Evening Phone No. : in Service Date : 04/29/2009

Cell / Pager No. : Months In Use : 18

Fax No. : Engine Number : J35A75008618

Address I Originating Dealer No. / Name :207892 / NORTH SHORE HONDA

Selling Dealer No. / Name : 207892 / NORTH SHORE HONDA

Current Dealer Info :

Trim : EX-LRES
No. Of Doors : 5
Transmission Code : 5AT
Exterior Color ; BX

Current Dealer No. / Name :

Factory Warranty Start / End Date :

Phone No. : Factory Warranty Cancellation Date :
Address : HPP//SC Coverage Start/ End Date :
City / State / Zip: HPP/VSC Cancellation Date
Sve District / Sls District .~/ Extended Warranty Start / End Date :
Warranty Labor Rate / Date : / ) ,
i : Extended Warranty Cancellation Date :
Agent Name : Comp Ind. : YES
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2: Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PROD | Subcase Close Product Operation 917 Deck lid/hatch
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Issue Details
Wﬁ Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Michael Mendoza Type 1: Product Status : Subcase Close Open Date :  10/29/2010 4:25:18 PM
Issue Owner : Michael Mendoza Type 2 : Operation Queue : Close Date : 10/29/2010 4:26:12 PM
Issue Title : _ PRODUCT - OPERATION
Coding info : Solution / Linked Resolution Info :
Labor Code / Desc :917 / Deck lid/hatch Solution ID : Resolution Title :
Condition Code Desc Any 9170 Solution Title :
Campaign Code / Desc . /
Temperament Code : Please Specify
Resolutions :  Documented Concern, Referred to Dealer
Component Category . 16 - Structure
Previously Published : NO .
Fire Indicator : NO Parts Info : __
Roliover Indicator : NO Part No. Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :

10/12/2011

Case 0 |

*** CASE CREATE 10/29/2010 4:20:33 PM, mmendoza

Case History

Case Title : ||| | | | | }JEEI- D:ckLiD 1SSUE

Contact =_ Priority = N/A, Status = Solving.

#** NOTES 10/29/2010 4:24:50 PM, mmendoza, Action Type : Call from Customer

Verified Customer Contact Info

Best Contact [N

Caller was the husband and wife as they both own the vehicle.

Customer states she went to open the trunk of her vehicle and the decklid's hydraulics failed and the lid crashed down. She states that she has not been to
a Honda DLR to have them look at the vehicle. He states that he would like to report this safety issue.

ACS apologized and advised that I can certainly document his concerns with the tailgate of the vehicle. ACS advised that he should contact his local Honda
DLR to have them repair and determine what had failed. ACS advised that he may also want to contact the NHTSA to report the issue as well.

¥ CASE MODIFY 10/29/2010 4:24:56 PM, mmendoza
into WIP default and Status of Solving.

«*+ SUBCASE || I C R~ TE 10/29/2010 4:25:18 PM, mmendoza
Created in WIP Default with Due Date 10/29/2010 4:25:18 PM.
+++ SUBCASE |}  EC L OSE 10/29/2010 4:26:12 PM, mmendoza

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 10/29/2010 4:26:12 PM, mmendoza

Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Case Details
Case D : ] Division : Honda - Auto Condition : Closed Open Date :  7/13/2009 7:56:15 AM
Case Originator : Nicole Lawrence (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 7/16/2009 8:20:11 AM
Case Owner:  Matt Caldarella (Team HG) Method : Phone Queue : ‘ Days Open: 3
Last Closed By : Matt Caldarella (Team HG) Point of Origin : Customer Wipbin :
Case Title : (MT. KISCO) -05F REAR HATCH STAY No. of Attachments : 0
Site / Contact Info : Product info :
Site Name : Unit Owner :
Dealer No. : VIN Type / No. : US VIN / 5FNRL38709B
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW /A
Day Phone No. : Miles / Hours : 6,000
Evening Phone No. : In Service Date : 02/16/2009
Cell / Pager No. : Months In Use : 5
Fax No. : Engine Number : J35A75008986
Address I Originating Dealer No. / Name :208032 / MT. KISCO HONDA
City / State / Zip : KATONAH, NY R Selling Dealer No. / Name : 208032/ MT. KISCO HONDA
E Mail : — Trim : EX-LR&N
Svc District / Sls District . / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BX
Current Dealer No. / Name :208032 / MT. KISCO HONDA Factory Warranty Start/ End Date
Phone No. 914-666-0030 Factory Warranty Cancellation Date :
Address : 650 BEDFORD ROAD HPP/V/SC Coverage Start / End Date :
Clty / State / le : BEDFORD HILLS, NY 10507 " HPP/VSC Cancellation Date :
Svc District / Sls District : QSF / FO5 Extended Warranty Start / End Date :
Warranty Labor Rate / Date : $98.00 / . }
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
: Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
_ Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

Issue Originator : Matt Caldarella
Issue Owner : Matt Caldarella

Spool Report

Issue Details
Disposition: Complaint Condition : Closed Wipbin :
Type 1. Product Status : Subcase Close Open Date :
Type 2. Operation Queue : Close Date :

Issue Title : (SN PRODUCT - OPERATION

7/14/2009 6:13:25 AM
7/16/2009 8:20:05 AM

Coding Info :

Solution / Linked Resolution Info :

Condition Code Desc ~ Tailgate 8236
Campaign Code / Desc ./
Temperament Code : Cold
Resolutions . Repaired/Warranty
Component Category : 17 - Latches
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Dealer Coding:

Labor Code / Desc ;823 / Rear Compartment

Cosmetic / Sound Quality Indicator:  NO

ofution ID : Resolution Title :
olution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
: Spool Report Run Date : 10/06/2011

Case History

*** CASE CREATE 7/13/2009 7:56:15 AM, nlawrenc
Contact —Priority = N/A, Status = Solving.
*** CASE EXTENDED WARRANTY LOOKUP 7/13/2009 7:56:17 AM, nlawrenc

WARRANTY CHECK 07/13/2009 07:56:17 AM nlawrenc
No data found for VIN,

**% CASE CLAIMS LOOKUP 7/13/2009 7:56:20 AM, nlawrenc

CLAIM HISTORY CHECK 07/13/2009 07:56:20 AM nlawrenc
No data found for VIN.

**¥* CASE CAMPAIGN LOOKUP 7/13/2009 7:56:23 AM, nlawrenc
CAMPAIGN CHECK 07/13/2009 07:56:22 AM nlawrenc
No data found for VIN

*** CASE VSC LOOKUP 7/13/2009 7:56:26 AM, nlawrenc

VSC-CUC CHECK 07/13/2009 07:56:25 AM nlawrenc
No data found for VIN.

*** CASE MODIFY 7/13/2009 7:56:54 AM, nlawrenc
into WIP default and Status of Solving.
*** CASE MODIFY 7/13/2009 7:57:03 AM, nlawrenc
into WIP default and Status of Solving.
*** NOTES 7/13/2009 8:02:33 AM, nlawrenc, Action Type : Call from Customer
The customer contact information was verified and updated. ACS received a call from a customer who rear hatch falls after opening.

Best Contact number:_

Situation: ‘The customer stated that the rear hatch will open but then will not stay opened and out of nowhere just slams shut. The customer took the vehicle
to Mt. Kisco where Joe (SA)advised that the rear hatch stay part is not available and on back order. Well the customers 3 year old son was standing there
and the hatch closed almost heading his head if the customer had not turned at that exact moment.

Request: The customer is requesting AHM resolve this issue. The customer also wanted this documented in case someone does get hurt.

Inbound Summary: I apologized and advised that I will forward the case to RCM for review and that someone will be in contact. I provided case number and
dispatched the case.

The customer understood thanked me and we ended the call.
*** CASE MODIFY 7/13/2009 8:02:39 AM, nlawrenc
into WIP default and Status of Solving.
*** CASE MODIFY 7/13/2009 8:03:05 AM, nlawrenc
into WIP default and Status of Solving.
*** CASE DISPATCH 7/13/2009 8:03:28 AM, nlawrenc
from WIP defaunlt to Queue Honda Team G.
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- CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
, Spool Report Run Date : 10/06/2011

Case History

case 0 : [ TR Case Title :  (MT. KISCO) -OSF_ REAR HATCH STAY

*** CASE MODIFY 7/13/2009 8:03:36 AM, nlawrenc
into WIP default and Status of Solving.
*** CASE MODIFY 7/13/2009 8:03:47 AM, nlawrenc
into WIP default and Status of Solving.
**xx CASE MODIFY 7/13/2009 8:03:51 AM, nlawrenc
into WIP default and Status of Solving.
***x CASE MODIFY 7/13/2009 8:03:57 AM, nlawrenc
into WIP default and Status of Solving.
***x CASE ACCEPT 7/13/2009 9:22:25 AM, mcaldare
from Queue Honda Team G to WIP default.
***x CASE MODIFY 7/14/2009 6:06:10 AM, mcaldare
into WIP default and Status of Solving.
**+*x SUBCASE REATE 7/14/2009 6:13:25 AM, mcaldare
Created in WIP Default with Due Date 7/14/2009 6:13:25 AM.
*** CASE MODIFY 7/14/2009 6:13:30 AM, mcaldare
into WIP default and Status of Solving.
*** COMMIT 7/14/2009 6:13:32 AM, mcaldare, Action Type : N/A
Made to due 07/14/2009 05:00:00 PM.
intro to customer
*#*x CASE MODIFY 7/14/2009 6:13:48 AM, mcaldare
into WIP default and Status of Solving,.
*+*x NOTES 7/14/2009 12:55:36 PM, mcaldare, Action Type : Call to Customer

I contacted Mr to discuss his concerns. 1 introduced myself as the customers RCM and informed him that at this time I have not had an opportunity
to review this case with Mt. Kisco Honda. 1 did apologize for the inconvenience of not having this part available for the customer as of yet. 1then

stated that I am going to be contacting the dealership shortly to verify when this part is going to become available for this vehicle and veritying whether there
is anything AHM can do to assist in expediting this part being received. The customer understood and thanked me for the follow up and introduction.

*** CASE FULFILL 7/14/2009 12:56:18 PM, mcaldare
Fulfilled for || v < 07/14/2009 05:00:00 PM.
*#* COMMIT 7/14/2009 12:56:21 PM, mcaldare, Action Type : N/A
Made to ue 07/16/2009 05:00:00 PM.
call deal s
**% CASE MODIFY 7/14/2009 12:56:36 PM, mcaldare
into WIP 5F and Status of Solving.
*** NOTES 7/14/2009 1:33:02 PM, mcaldare, Action Type : Call to Dealer

I contacted Don, SM at Mt. Kisco Honda. He informed me that this customers vehicle has was diagnosed and needs a rear hatch strut. The dealership stated
that this part is on B/O with no release date at this time. I asked if he has updated this repair to CBO. Don stated that he believes his dealership
has and he will call back when he has confirmed this information. Ithanked Don for looking into this and will call back to verify the parts ETA>
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History

case 0 [N Case Title: (MT. KISCO) -05_ REAR HATCH STAY

**¥ CASE FULFILL 7/14/2009 1:33:11 PM, mcaldare
Fulfilled for || . 07/16/2009 05:00:00 PM.

**% COMMIT 7/14/2009 1:33:15 PM, mcaldare, Action Type : N/A

Made to || < 07/16/2009 05:00:00 PM.

verify parts ETA

*** CASE MODIFY 7/14/2009 1:34:18 PM, mcaldare
into WIP SF and Status of Solving.

*** NOTES 7/16/2009 7:56:18 AM, mcaldare, Action Type : Call to Dealer
I contacted Don to verify the status of this vehicles rear hatch stay. Don said the parts actually came in yesterday and he believes the customer was contacted
about this. I will call the customer to provide this information and make sure he has an appointment to get this done. Don understood.

*#* NOTES 7/16/2009 8:19:32 AM, mcaldare, Action Type : Call to Customer
1 contacted the customer. | informed that I did speak with Don, SM at Mt. Kisco Honda and he informed AHM that the parts needed for his vehicles
rear hatch have been received. I said that all he has to do now is set an appointment and bring the vehicle into the dealership and they will take car of

the repair. Mr Il thanked me for the information and stated that he really appreciates the help. I welcomed the customer and invited any future questions
or concerns. Closing case.

**+* SUBCASE CLOSE 7/16/2009 8:20:05 AM, mcaldare
Status = Solving, Resolution Code = Instruction Given

**¥ CASE MODIFY 7/16/2009 8:20:08 AM, mcaldare
into WIP 5F and Status of Solving.

*** CASE CLOSE 7/16/2009 8:20:11 AM, mcaldare
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Case Details

Caseln:
Case Originator : Yolanda Jones (Team HA)
Case Owner:  Yolanda Jones (Team HA)

Last Closed By : Yolanda Jones (Team HA)
Case Title : TAILGATE

Division : Honda - Auto Condition : Closed Open Date : 6/10/2011 10:04:16 AM
Sub Division : Customer Relations Status : Closed Close Date : 6/10/2011 2:10:12 PM
Method : Phone Queue : Days Open: 0

Point of Origin : Customer Wipbin :

No. of Attachments :

0

Site / Contact Info :

Product Info :

Site Name : Unit Owner :
Dealer No. : VIN Type / No. : ;
-Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW /A
Day Phone No. : Miles / Hours : 40,161
Evening Phone No. : In Service Date : 05/11/2009
Cell / Pager No. : Months In Use : 25
Fax No. : Engine Number : J35A75009078
Address : _ Originating Dealer No. / Name :206878 / KRENZEN HONDA
City / State / Zip: ~ CLOQUET, MN- Selling Dealer No. / Name : 206878 / KRENZEN HONDA
E Mail : ’ Trim : EX-LRES
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color GN

~Current Dealer No./ Name :
Phone No. :
Address :

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

City / State / Zip :
Svc District / Sis District : /

HPP/N/SC Cancellation Date :

Extended Warranty Start / End Date :

Warranty Lab.or Rate / Date - I Extended Warranty Cancellation Date :
Agent Name : Comp ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report _ Run Date : 10/06/2011

Issue Details

issue 1D |GGG Disposition: Complaint Condition : Closed Wipbin :

Issue Originator : Yolanda Jones Type 1: Product Status : Subcase Close Open Date : 6/10/2011 11:51:33 AM
Issue Owner : Yolanda Jones Type 2. Operation Queue : Close Date : 6/10/2011 11:51:53 AM
Issue Title _ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution info :
Labor Code / Desc :823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc :  / ‘
Temperament Code : Please Specify

Resolutions :  Referred to Dealer, Documented Concern, Provided Information

Component Category : NR - No Category Found
Previously Published : NO

Fire Indicator : NO Parts Info :

Rollover Indicator : NO Part No. | Part Description | BO Reason

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Page # : 187




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

'AMERICAN HONDA
_ Spool Report » Run Date :  10/06/2011

Case History
case 0 [ GG case Titte - | - T1.GATE

*** CASE CREATE 6/10/2011 10:04:16 AM, yjones
Contact _ Priority = N/A, Status = Solving.

#%% NOTES 6/10/2011 10:07:55 AM, yjones, Action Type : Call from Customer
Verified the customers information.

Customer states the tailgate will close without force. Customer states she believes the springs are missing. Customer wants to know if the part was recalled.
Advised customer that there are not any recalls on the tailgate. Advised customer to contact her local Honda Dealership for assistance.

*** CASE MODIFY 6/10/2011 11:46:30 AM, yjones
into WIP default and Status of Solving.

#xx SUBCASE || | R R:A 15 6/102011 115153 AM. yjones
Created in WIP Default with Due Date 6/10/2011 11:51:33 AM.

+++ SUBCASE || | Lok 6/102011 11:51:53 AM, yjones
Status = Solving, Resolution Code = Instruction Given

***% CASE MODIFY 6/10/2011 11:51:56 AM, yjones
into WIP default and Status of Solving.

*** CASE CLOSE 6/10/2011 2:10:12 PM, yjones
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case Details
Case ID: Division : Honda - Auto Condition : Closed Open Date :  1/4/2010 9:53:35 AM
Case Originator : Cynthia Castanon (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 1/18/2010 1:02:39 PM
Case Owner:  Motris Lin (Team HE) Method : Phone Queue : Days Open . 14
Last Closed By : Morris Lin (Team HE) Point of Origin : Customer Wipbin :

case Title : 07M-207487 B - T~ . GATE STRUTS ISSUE/ PARTS AVAILABILI No. of Attachments : 0

Site / Contact Info :

Product Info :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell/ Pager No. :

Svc District / Sis District :

Stte Narre I

Fax No. :

Address ]

City / State / Zip : ROYAL PALM BEACH, FL IR
E Mail : |

/

Current Dealer Info :

Phone No. :

Address :

City / State / Zip :

Svc District / Sis District :

Current Dealer No. / Name :207487 / BRAMAN HONDA OF PALM BEACH

Warranty Labor Rate / Date : $101.58  /

561-966-5000

5200 LAKE WORTH ROAD
GREENACRES, FL 33463
07M/ CO07

Unit Owner :

VIN Type / No. : US VIN/ 5FNRL387X9B-
Model / Year : ODYSSEY /2009

Model ID / Product Line : RL3879JW /A

Miles / Hours : 8,300

In Service Date : 01/24/2009

Months In Use : 12

Engine Number : J35A75009168

Originating Dealer No. / Name :207391 / MAROONE HONDA OF HOLLYWOO
Selling Dealer No. / Name : 207391 / MAROONE HONDA OF HOLLYWOOQOD

Trim : EX-LRES
No. Of Doors : ' 5
Transmission Code : S5AT
Exterior Color : SX

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/A/SC Coverage Start / End Date :

HPP/V/SC Cancellation Date :

Extended Warranty Start / End Date :
Extended Warranty Cancellation Date :

Agent Name . Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name JComp Ind.
Party 1 Not Applicable Party 3 Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
| Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
|_- SERVI |Subcase Close Service - Dealer Experience
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Issue Details
issue ID: GGG Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Morris Lin Type 1: Service - Dealer Status : Subcase Close Open Date :  1/5/2010 6:06:09 AM
Issue Owner : Morris Lin Type 2. Experience Queue ° Close Date :  1/5/2010 6:40:17 AM

Issue Title : ||| BB - SER VICE - DEALER - EXPERIENCE

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : /

Condition Code Desc

Campaign Code / Desc ./

Temperament Code : Please Specify
Resolutions :  Documented Concern
Component Category : NA - Please Specify
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

Solution ID : Resolution Title :
Solution Title :

Parts info :

Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011

Case History

case ID: | NG Case Title : 07M-207487_-TA1LGATE STRUTS ISSUE/ PARTS AVAILABILITY

#%*% CASE CREATE 1/4/2010 9:53:35 AM, ccastano
Contact = _ Priority = N/A, Status = Solving.

*#% CASE CLAIMS LOOKUP 1/4/2010 9:56:23 AM, ccastano
CLAIM HISTORY CHECK 01/04/2010 09:56:22 AM ccastano
No data found for VIN.

*** CASE VSC LOOKUP 1/4/2010 10:04:44 AM, ccastano
VSC-CUC CHECK 01/04/2010 10:04:44 AM ccastano
No data found for VIN.

**#* CASE CAMPAIGN LOOKUP 1/4/2010 10:05:16 AM, ccastano
CAMPAIGN CHECK 01/04/2010 10:05:16 AM ccastano
The following Campaign information was found
09-053; R12; 07-09 ODYSSEY A/T VIBRATION; ; ;

4% CASE CLAIMS LOOKUP 1/4/2010 10:05:19 AM, ccastano
CLAIM HISTORY CHECK 01/04/2010 10:05:19 AM ccastano
No data found for VIN.

##* CASE EXTENDED WARRANTY LOOKUP 1/4/2010 10:05:23 AM, ccastano
WARRANTY CHECK 01/04/2010 10:05:23 AM ccastano
No data found for VIN.

*k*% CASE MODIFY 1/4/2010 10:08:17 AM, ccastano
into WIP default and Status of Solving.

#x% CASE MODIFY 1/4/2010 10:09:05 AM., ccastano
into WIP default and Status of Solving.

*** NOTES 1/4/2010 10:12:33 AM, ccastano, Action Type : Call from Customer
Customer contact information verified

Mrs_indicated that her tailgate was not staying up yesterday. The vehicle was taken to Braman Honda where the vehicle was diagnosed wi struts.
Her husband spoke to Samantha Fonceca a service advisor. Her husband was told that the parts were not in and they needed to be ordered. Mrs. is
upset that she has to be driving around with a tailgate that does not work. She would like to know why the dealership does not have the parts available. ACS
informed the customer that her case would be forwarded for further assistance. ACS informed the customer that the case manager will contact her within 1 to 2

business days .ACS informed the customer that the case manager will verify if the part is available or if it can be expedited. ACS gave the customer the
case number for reference. No further assistance is needed. Best contact number is _

*** CASE DISPATCH 1/4/2010 10:12:48 AM, ccastano
from WIP default to Queue Honda Team E.
w*%k CASH IGN 1/4/2010 11:51:09 AM, ltafoya
to mlin, WIP &
*** CASE RULE ACTION 1/4/2010 11:51:10 AM, sa
Action Task Assignee of rule Assign Notification fired

«x* SUBCASE || R CREATE 1/5/2010 6:06:09 AM, mlin
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

case 0 TGN case Title :  07M-207487-J | EESEIN - TA1.GA TE STRUTS ISSUE/ PARTS AVAILABILITY
Created in WIP Default with Due Date 1/5/2010 6:06:09 AM.

*** CASE MODIFY 1/5/2010 6:06:18 AM, mlin
into WIP default and Status of Solving.

*** NOTES 1/5/2010 6:39:36 AM, mlin, Action Type : Call to Customer
I contacted customer regarding her case. Customer states that she had her trunk shocks go out and did not expect that to happen on her new vehicle. I then

apologized to customer and explained that we have a warranty for that reason. Customer states since contacting AHM the dealership has received the parts and have
contacted them to have it replaced. I then welcomed customer to contact us back for any future issues or concerns. Customer thanked me and call ended.

#** CASE CLOSE 1/5/2010 6:40:17 AM, mlin
Status = Closed, Resolution Code = Instruction Given, State = Open

*** SUBCAS “LOSE 1/5/2010 6:40:17 AM, mlin
Status = Solving, Resolution Code = Instruction Given

*** CASE REOPEN 1/5/2010 12:20:40 PM, elim
with Condition of Open and Status of Solving.

*¥** NOTES 1/5/2010 12:23:55 PM, elim, Action Type : Warm Transfer
Verified contact information
Customer is calling to speak with their CM.

Customer was warm transferred.
Customer has no further questions.

*** CASE MODIFY 1/5/2010 12:24:08 PM, elim
into WIP default and Status of Solving.
*+* CASE DISPATCH 1/5/2010 12:24:25 PM, elim
from WIP default to Queue Honda Team E.
*#*x CASE YANKED 1/5/2010 1:53:52 PM, mlin
Yanked by mlin into WIPbin default.
*** COMMIT 1/6/2010 6:58:50 AM, mlin, Action Type : N/A
follow up 1/18
**#* NOTES 1/7/2010 12:32:18 PM, mlin, Action Type : Call to Customer
I contacted customer regarding his issue then advised customer that the purpose of this call was to follow up with him. Customer states that the dealership did
contact them back and that his wife brought the vehicle up to the dealership today and is still there. I then thanked customer for his time and call ended.

*** CASE MODIFY COMMITMENT 1/7/2010 12:32:32 PM, mlin
with [ G 01/12/2010 12:00:00 AM.
*#* NOTES 1/12/2010 10:23:31 AM, mlin, Action Type : Call to Customer
I contacted customer and left a messages stating that I was trying to follow up with him and if he had any questions or concerns to contact me back.
*#* CASE MODIFY COMMITMENT 1/12/2010 10:23:44 AM, mlin
with | cu: 01/14/2010 12:00:00 AM.
*#%* NOTES 1/14/2010 10:37:28 AM, mlin, Action Type : Note-General
I contacted customer and left a messages stating that [ was trying to follow up with him and if he had any questions or concerns to contact me back.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case History
case D : || G Case Title :  07M-207437 BB - TA 1L GATE STRUTS ISSUE/ PARTS AVAILABILITY

*** CASE MODIFY COMMITMENT 1/14/2010 10:38:37 AM, mlin

with | < v: 01/18/2010 12:00:00 AM.
*** NOTES 1/18/2010 1:01:33 PM, mlin, Action Type : Note-General

Customer has not contacted AHM back after leaving repeated follow up calls. ACS will be closing case until further contact.
*** CASE CLAIMS LOOKUP 1/18/2010 1:02:18 PM, mlin

CLAIM CHECK 01/18/2010 01:02:18 PM mlin
The following Claim History information was found
0; 2010-01-05; 207487; 995048; 510; 823120 ; TRUNK LID/TAILGATE/STAY ASSEMBLY (BOTH) - REPLACE.

**#* CASE CLOSE 1/18/2010 1:02:39 PM, mlin
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

caseiD: [N

Case Originator : Jennifer Pearson (Team HB)
Case Owner:  Jennifer Pearson (Team HB)

Spool Report

Case Details
Division : Honda - Auto Condition : Closed
Sub Division :  Customer Relations Status : Closed
Method : Phone Queue :
Point of Origin : Customer Wipbin :

Last Closed By i Team HB)
Case Title - BACK HATCH CLOSING WITHOUT WARNING

No. of Attachments : 0

Run Date : 10/06/2011
Open Date : 5/4/2011 11:16:05 AM
Close Date : 5/4/2011 11:23:50 AM
Days Open: 0

Site / Contact Info :

Product info :

Site Name :

Dealer No. :

Site Phone No. :
Contact Name :

Day Phone No. :
Evening Phone No. :
Cell / Pager No. :
Fax No. :

Address

City / State / Zip :

E Maii :

Svc District / Sls District :

/

coLumBUS GROVE, oH |}

Current Dealer Info :

Current Dealer No. / Name :
Phone No. :

Address :

City / State / Zip :

Svc District / Sis District : /

Originating Dealer No. / Name :207045

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP//SC Cancellation Date :
Extended Warranty Start/ End Date :

Unit Owner : _
VIN Type / No. : US VIN/5FNRL38719
Model / Year: ODYSSEY /2009

Model ID / Product Line : RL3879KW /A

Miles / Hours : 26,000

In Service Date : 03/21/2009

Months In Use : 26

Engine Number : J35A75009202

/ ALLAN NOTT HONDA

Selling Dealer No. / Name : 207045 / ALLAN NOTT HONDA
Trim : EX-LR&N

No. Of Doors : 5

Transmission Code : 5AT

Exterior Color : BX

Warranty Labior Rate / Date : ! Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1 : Not Applicable Party 3. Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code| Labor Code Desc
- PRODU |Subcase Close Product Operation 748 Power Door Lock
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

Disposition: Complaint Condition : Closed Wiphin :
Issue Originator : Jennifer Pearson Type 1: Product Status : Subcase Close Open Date :  5/4/2011 11:23:07 AM
Issue Owner : Jennifer Pearson Type 2 ;. Operation Queue : Close Date : 5/4/2011 11:23:49 AM
Issue Title : - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 748 / Power Door Lock
Condition Code Desc Pwr Lift Gate 7482
Campaign Code / Desc: /

Temperament Code : Please Specify
Resolutions :
Component Category : 17 - Latches
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Documented Concern, Referred to Dealer

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D |GGG Case Title : |||} 5/ cK HATCH CLOSING WITHOUT WARNING

*** CASE CREATE 3/4/2011 11:16:05 AM, jpearson
Contact = Priority = N/A, Status = Solving.

*#*% NOTES 5/4/2011 11:21:19 AM, jpearson, Action Type : Call from Customer
I verified the customer's contact information.

The customer's best contact number is: ||| | G

The customer called ACS and stated that the hatch on the back of the vehicle was opened. She stated that it made a noise and came down very hard on her
husband. She stated that she feels it would have severely harmed a child if they were standing under it and she is wondering if there are any recalls related
to the situation. She stated that she has an appointment with the dealer for Friday but wanted AHM to be aware of the issue.

ACS stated that there are no recalls regarding the concern. I stated that her vehicle is still under the new vehicle limited warranty, so if it is determined
that it is a defect in materials or workmanship it will be repaired free of charge. The customer required no further assistance.

*+* SUBCASE CREATE 5/4/2011 11:23:07 AM, jpearson
Created in WIP Default with Due Date 5/4/2011 11:23:07 AM.
*** CASE MODIFY 5/4/2011 11:23:43 AM, jpearson
into WIP default and Status of Solving.
*** SUBCASE CLOSE 5/4/2011 11:23:49 AM, jpearson
Status = Solving, Resolution Code = Instruction Given
**% CASE CLOSE 5/4/2011 11:23:50 AM, jpearson
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :  10/06/2011

Case Details

Case ID : B Division - Honda - Auto Condition : Closed Open Date : 6/24/2011 12:34:04 PM
Case Originator : Erin Quintero (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 6/24/2011 12:42:43 PM
Case Owner:  Erin Quintero (Team HA) Method : Phone Queue : Days Open: 0
Last Closed By : Erin Quintero (Team HA) Point of Origin : Customer Wipbin :
L’ritle:“- STRUTS COMPLAINT No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : Us VIN / 5SFNRL38739B|
Site Phone No. : Model / Year : "ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW / A
Day Phone No. : Miles / Hours : 22,000
Evening Phone No. In Service Date : 10/29/2008
Cell/ Pager No. : Months In Use : 32
Fax No. : Engine Number : J35A75010744
Address I Originating Dealer No. / Name :207871 / ROUTE 22 HONDA
City / State / Zip : COLONIA, NJ Seliing Dealer No. / Name : 207871 / ROUTE 22 HONDA
E Mail : Trim : EX-LRES
Svc District / Sls District .~/ No. Of Doors : 5
Transmission Code : S5AT
Current Dealer Info : Exterior Color : GX

Current Dealer No. / Name :

Factory Warranty Start / End Date :

Phone No. : Factory Warranty Cancellation Date :
Address : HPP/VSC Coverage Start / End Date :
City |/3 Sta_te// éip? o HPP/A/SC Cancellation Date :
Sve District / Sls District ./ Extended Warranty Start / End Date :
Warranty Labor Rate / Date : / . _
i Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title ' Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
- Subcase Close Product Operation 414 FrntDamper/Strut
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date : 10/06/2011

Issue Details

Issue 1D | Disposition: Complaint

Issue Originator : Erin Quintero Type 1: Product
Issue Owner : Erin Quintero Type 2 : Operation

[ssue Title : _- PRODUCT - OPERATION

Condition : Closed Wipbin :
Status : Subcase Close Open Date :  6/24/2011 12:42:14 PM
Queue : Close Date . 6/24/2011 12:42:35 PM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc :414 / FrntDamper/Strut

Condition Code Desc Worn/Leaking 4142

Campaign Code / Desc:  /

Temperament Code : Please Specify

Resolutions :  Referred to Dealer, Referred to Website, Documented Concern,
Component Category : 16 - Structure

Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Solution ID : Resolution Title :
Solution Title :
Parts Info :
PartNo. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D : |G case Title : || - struts compLamT
*** CASE CREATE 6/24/2011 12:34:04 PM, emataali

Contact = _, Priority = N/A, Status = Solving.
*** NOTES 6/24/2011 12:41:01 PM, emataali, Action Type : Call from Customer

Updated customer[Js contact information
Best contact number:

Customer states that his rear doors open and close. Customer did some research and found that the pressure struts needs to be replaced. Customer wants to know
if this will be covered under warranty since he is still under the manufacturer(’|s warranty.

'ACS advised the customer that I understand his concerns and I am sorry to hear this happened. ACS advised the customer that I have documented his concerns

here in our system. ACS advised the customer that it depends on what the dealership finds when they diagnose his vehicle. ACS advised the customer that we
arentlt a technical based call center so I canlt tell him as to why this is happening. ACS advised the customer that it all depends on what the dealership

finds when they inspect his vehicle. ACS referred the customer to our main website at www.automobiles.honda.com <http://www.automobiles.honda.com> for more
information on locating different Honda dealerships in his area. ACS advised the customer that there is a link at the upper middle part of the webpage that

says [1Find a Dealer..] When he clicks on that link, he would input his zip code and the top five dealerships that are closest to his zip code would come

up. Customer understood and didn’ 1t need further assistance from me.

*** CASEMODIFY 6/24/2011 12:41:69 PM, emataali

into WIP default and Status of Solving.
ok SUBCASE_CREATE 6/24/2011 12:42:14 PM, emataali

‘Created in WIP Default with Due Date 6/24/2011 12:42:14 PM.
«x+ SUBCASE NG 1 Os: 6/24/2011 12:42:35 PM, emataali
Status = Solving, Resolution Code = Instruction Given
*** CASE MODIFY 6/24/2011 12:42:39 PM, emataali
into WIP default and Status of Solving.
*** CASE CLOSE 6/24/2011 12:42:43 PM, emataali
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case Details
Case ID : ] Division Honda - Auto Condition : Closed Open Date :  3/31/2010 2:12:52 PM
Case Originator : NaKya Jai (Team SC) Sub Division :  Customer Relations Status : Closed Close Date : 3/31/2010 2:25:43 PM
Case Owner:  NaKya Jai (Team SC) Method : Phone Queue : Days Open: 0
Last Closed By : NaKya Jai (Team SC) Point of Origin : Customer Wipbin :

E Mail :

Svc District / Sls Distric! : !

Current Dealer Info :

Current Dealer No. / Name :207219 / POMPANO HONDA

Phone No. : 954-427-4744
Address : 5381 NO. FEDERAL HWY
City / State / Zip : POMPANO BEACH, FL 33064

Svc District / Sls District :  07M / C07
Warranty Labor Rate / Date : $96.00 /

Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP/N/SC Cancellation Date :

Case Title :  o7Mj I - TAILGATE BACK DOOR LATCH No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : US VIN/ 5FNRL38709B-
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW / A
Day Phone No. : Miles / Hours : 11,000
Evening Phone No. : in Service Date : 06/27/2009
Cell / Pager No. : Months In Use : 9
Fax No. : Engine Number : J35A75011192
Address Originating Dealer No. / Name :207167 / JOYCE HONDA
City / State / Zip : PARSIPPANY, NJ IR Selling Dealer No. / Name : 207167/ JOYCE HONDA

EX-LRES
5

5AT

GN

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VV/SC Coverage Start / End Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #] Dealer Name | Agent Name |Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
PRODUCT  |Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :  10/12/2011

Issue Details

[ 1ssue 1D (I

Issue Originator . NaKya Jai Type 1. Product
Issue Owner : NaKya Jai Type 2. Operation
tssue Title . | - PRODUCT - OPERATION

Disposition: Complaint

Condition : Closed Wipbin :
Status : Subcase Close Open Date :
Queue : Close Date .

3/31/2010 2:24:38 PM
3/31/2010 2:25:00 PM

Coding Info :

Solution / Linked Resolution info :

Labor Code / Desc : 823 / Rear Compartment

Condition Code Desc Tailgate 8236

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Provided Information, Referred to Manual,
Component Category : 16 - Structure

Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Solution ID : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Descripton | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/12/2011

‘ Case History
Case ID: N Case Title : (| ] 721264 TE BACK DOOR LATCH
#*** CASE CREATE 3/31/2010 2:12:52 PM, jnakya
Contact - Priority = N/A, Status = Solving.
*¥¥ NOTES 3/31/2010 2:23:54 PM, jnakya, Action Type : Call from Customer
I veritied the customer information in CRMS.

The customer name is
The customer called regarding tailgate back door latch

The customer indicated that she is having a concern with the tailgate door now open which she has food in the trunk.
ACS provided the customer with the information in the owner! |s manual page 160.

Unlocking the Tailgate

If the power door lock system cannot unlock the tailgate, unlock it manually.

Use a small flat-tipped screwdriver to remove the cover on the back of the tailgate.

Push the release lever to the right as shown.

If you need to unlock the tailgate manually, it means there is a problem with the tailgate. Have the vehicle checked by your dealer.

ACS informed the customer that this vehicle would need to be diagnosis at a Honda dealership to determine what assistance could be provided.

POMPANO HONDA 1- 954-427-4744
I informed the customer that their concerns are documented. I asked the customer if there was any further assistance needed today, the customer said no, and
then stated thank you and the call ended.

*** SUBCASE _CREATE 3/31/2010 2:24:38 PM, jnakya
Created in WIP Default with Due Date 3/31/2010 2:24:38 PM.

*x SUBCASE NG C OS5t 5/31/2010 2:25:00 PM, jnakya
Status = Solving, Resolution Code = Instruction Given

*+* CASE MODIFY 3/31/2010 2:25:03 PM, jnakya
into WIP default and Status of Solving.

*#* CASE EXTENDED WARRANTY LOOKUP 3/31/2010 2:25:23 PM, jnakya
WARRANTY CHECK 03/31/2010 02:25:22 PM jnakya
No data found for VIN.

*#* CASE CLAIMS LOOKUP 3/31/2010 2:25:26 PM, jnakya
CLAIM HISTORY CHECK 03/31/2010 02:25:26 PM jnakya
No data found for VIN.

*** CASE CAMPAIGN LOOKUP 3/31/2010 2:25:30 PM, jnakya
CAMPAIGN CHECK 03/31/2010 02:25:30 PM jnakya
No data found For VIN

*** CASE VSC LOOKUP 3/31/2010 2:25:34 PM, jnakya
VSC CHECK 03/31/2010 02:25:34 PM jnakya

The following VSC information was found
_;V003634264;C70;NEW 84MO/100K, $100 DED;ACTIVE;;2009-06-27;2016-06-26:100000:9;207167;100.00
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/12/2011

Case History

case ID . |GGG case Title : (|| | | | BBB- TA!LGATE BACK DOOR LATCH

*#*¥ CASE CUC LOOKUP 3/31/2010 2:25:35 PM, jnakya
CUC CHECK 03/31/2010 02:25:35 PM jnakya
The following CUC information was found
1050;05355355305;
#** CASE MODIFY 3/31/2010 2:25:41 PM, jnakya
into WIP default and Status of Solving.
*** CASE CLOSE 3/31/2010 2:25:43 PM, jnakya
Status = Closed, Resolution Code = Instruction Given, State = Open

Page # : 202




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Case Details
Case D : ] Division : Honda - Auto Condition : Closed Open Date : 4/12/2010 6:20:10 AM
Case Originator . Cristine Perez (Team SC) Sub Division . Customer Relations Status : Closed Close Date : 4/12/2010 6:28:31 AM
Case Owner:  Cristine Perez (Team SC) Method : Phone Queue : Days Open: 0
Last Closed By : Cristine Perez (Team SC) Point of Origin : Customer Wipbin :
Case Title _ NO START No. of Attachments : 0
Site / Contact Info : Product info :
Site Name : “Unit Owner :
Dealer No. : VIN Type / No. : US VIN/ 5FNRL38729B-
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW /A
Day Phone No. : Miles / Hours : 11,000
Evening Phone No. : In Service Date . 01/25/2009
Cell / Pager No. : Months In Use : 15
Fax No. : Engine Number : J35A75012401
Address : ] Originating Dealer No. / Name :207964 / HENDRICK HONDA
City / State / Zip:  FREDERICKSBURG, VA [} Seliing Dealer No. / Name : 207964 / HENDRICK HONDA
E Mail : Trim : EX-LR&N
Svc District / Sls District:  / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : GX
Current Dealer No. / Name :207964 / HENDRICK HONDA Factory Warranty Start/ End Date :
Phone No. 703-491-4499 Factory Warranty Cancellation Date :
Address : 14201 JEFFERSON DAVIS HPP/VSC Coverage Start / End Date :
City / State / Zip : WOODBRIDGE, VA 22191 HPP/VSC Cancellation Date °
Svc District / Sls District : 96D / A06 Extended Warranty Start / End Date :
Warranty Labor Rate / Date : $104.00 / . _
: Extended Warranty Cancellation Date :
Agent Name Comp Ind. :
Previous Dealer Info : 3rd Party info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1 : Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
Subcase Close Product Operation 110 Upper Engine
Subcase Close Product Operation 710 Battery
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/12/2011
Issue Details
issue ID: |G Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Cristine Perez Type 1: Product Status : Subcase Close Open Date :  4/12/2010 6:26:16 AM
Issue Owner : Cristine Perez Type 2. Operation Queue : Close Date . 4/12/2010 6:26:37 AM
issue Title : PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 110 / Upper Engine

Condition Code Desc No Start/Dift 1107
Campaign Code / Desc ©  /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Referred to Dealer
Component Category : 06 - Engine & Cooling Sys
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:

Solution ID :
Solution Title :

Resolution Title :

Parts Info :

Part No.

Part Description

| BO Reason

Issue Details

Issue ID :  N012010-04-1200093-2
Issue Originator : Cristine Perez Type 1 Product
Issue Owner : Cristine Perez Type 2 : Operation

Issue Title : _ PRODUCT - OPERATION

Disposition: Complaint

Condition : Closed
Status : Subcase Close
Queue :

Wipbin :
Open Date :  4/12/2010 6:27:40 AM
Close Date : 4/12/2010 6:27:53 AM

Coding Info :

Solution / Linked Resolution

Info :

Labor Code / Desc : 710 / Battery

Condition Code Desc 12V Battery 7101
Campaign Code / Desc: /

Temperament Code : Please Specify
Resolutions :  Provided Information
Component Category : NR - No Category Found
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

Solution 1D : Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
' Spool Report

Run Date :

10/12/2011

case ID: || G Case Title :

*** CASE CREATE 4/12/2010 6:20:10 AM, cperez
Contact =_ Priority = N/A, Status = Solving.
*+* CASE EXTENDED WARRANTY LOOKUP 4/12/2010 6:20:16 AM, cperez

WARRANTY CHECK 04/12/2010 06:20:16 AM cperez
No data found for VIN.

#** CASE CLAIMS LOOKUP 4/12/2010 6:20:20 AM, cperez

CLAIM HISTORY CHECK 04/12/2010 06:20:20 AM cperez
No data found for VIN.

**¥ CASE CAMPAIGN LOOKUP 4/12/2010 6:20:24 AM, cperez

CAMPAIGN CHECK 04/12/2010 06:20:24 AM cperez
No data found for VIN

***¥ CASE VSC LOOKUP 4/12/2010 6:20:28 AM, cperez

VSC-CUC CHECK 04/12/2010 06:20:27 AM cperez
No data found for VIN.

*** CASE MODIFY 4/12/2010 6:20:52 AM, cperez

into WIP default and Status of Solving.
wax SUBCASE‘CREATE 4/12/2010 6:26:16 AM, cperez

Created in WIP Default with Due Date 4/12/2010 6:26:16 AM.

+x+ SUBCASE ||| GGG osE 4/12/2010 6:26:37 AM, cperez
Status = Solving, Resolution Code = Instruction Given

**¥ NOTES 4/12/2010 6:27:29 AM, cperez, Action Type : Call from Customer
Verified Customer Information//

Situation: Customer is calling about the vehicle.

Request: Customer would like to discuss no start

Case History

IR O START

Probing Questions: Customer states two days ago, his tail gate would pop up and out and would not close completely. Customer states that he just did not use
the vehicle then for the malfunction door, and was planning to take the vehicle in to a Honda dealer today. Customer states that his wife went to turn on the

vehicle, and states it will no turn on, at all. Customer states he called Hendrick Honda and was told that he can try to jump start the vehicle. Customer

states a friend went to inspect the vehicle and verified that the battery was dead, and when they attempted to jump start the vehicle, all the alarms went off.

Customer is now wondering what to do.

AHM

Inbound Summary: ACS documented his concern and suggested that he tow the vehicle in to a Honda dealer, and advised him per his warranty booklet, that it
this is diagnosed as a manufacturing defect then, he can have his towing covered. ACS also advised he check his VSC to verify if he has an extended warranty.

Customer understood and no further assistance was needed.

+++ SUBCASE ||} G R:A TE 4/12/2010 6:27:40 AM, cperez

Created in WIP Default with Due Date 4/12/2010 6:27:40 AM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA ,
Spool Report Run Date : 10/12/2011

Case History

Case ID: N012010-04-1200093 Case Title :_- NO START

#+* SUBCASE _CLOSE 4/12/2010 6:27:53 AM, cperez
Status = Solving, Resolution Code = Instruction Given

#**% CASE CLOSE 4/12/2010 6:28:31 AM, cperez
Status = Closed, Resolution Code = Instruction Given, State = Open

|
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :  10/06/2011
Case Details
Case ID: R Division : Honda - Auto Condition : Closed Open Date :  1/19/2011 12:05:07 PM
Case Originator : Jessica Ward (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 1/19/2011 12:44:04 PM
Case Owner:  Eugene Lim (Team HE) Method : Phone Queue : Days Open: 0
Last Closed By . Eugene Lim (Team HE Point of Origin : Customer Wipbin :
Case Title : H TAILGATE COMPLAINT/PART INQUIRY No. of Attachments : 0
Site / Contact info : Product Info :
Site Name : Unit Owner : _—
Dealer No. : VIN Type / No. : Us VIN / sSFNRL387595 (|l
Site Phone No. : Model / Year : ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW /A
Day Phone No. : Miles / Hours : 44,000
Evening Phone No. : In Service Date : 10/21/2008
Cell / Pager No. : Months In Use : 27
Fax No. : Engine Number : J35A75012730
Address : Originating Dealer No. / Name :207925 / SANFORD HONDA
City / State / Zip : APO, AE IR Selling Dealer No. / Name : 207925 / SANFORD HONDA
E Mail : Trim : EX-LR&N
Svc District / Sis District : ~ / No. Of Doors : 5
’ Transmission Code : 5AT
Current Dealer Info : Exterior Color : SX

Current Dealer No. / Name :
Phone No. :

Address :

City / State / Zip :

Svc District / Sis District : /

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start/ End Date :

HPP/VSC Cancellation Date :
Extended Warranty Start / End Date :

Warranty Labpr Rate / Date - / Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #]| Dealer Name | Agent Name [Comp Ind.
: Party 1: Not Applicable Party 3: Not Applicable
Party 2. Not Applicable Party 4 . Not Applicable
Issues :
| Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
_ Subcase Close Parts - AHM No Code 823 Rear Compartment
Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :  10/06/2011
Issue Details |

Issue ID : Disposition: Information Condition : Closed Wipbin :

Issue Originator : Jessica Ward Type 1: Parts - AHM Status : Subcase Close Open Date :  1/19/2011 12:11:59 PM

Issue Owner : Jessica Ward Type 2. No Code Queue : Close Date : 1/19/2011 12:19:06 PM

Issue Title : - PARTS - AHM - NO CODE

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :

Condition Code Desc Tailgate 8236 Solution Title :

Campaign Code / Desc . /

Temperament Code : Please Specify

Resolutions :  Referred to Website, Provided Information

Component Category : 16 - Structure

Previously Published : NO )

Fire Indicator : NO Parts Info : —

Rollover Indicator : NO Part No. | Part Description | BO_Reason

Cosmetic / Sound Quallty Indicator : NO 74820-SHJ-A71 STAY, TAILGATE OPEN Not Appllcable

Dealer Coding:

Issue Details

Issue ID: N012011-01-1900919-2 Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Jessica Ward Type 1: Product Status : Subcase Close Open Date : 1/19/2011 12:15:16 PM
Issue Owner : Jessica Ward Type 2 . Operation Queue : Close Date : 1/19/2011 12:19:07 PM
Issue Title : PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :823 / Rear Compartment Solution D : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc : /
Temperament Code : Please Specify
Resolutions :  Documented Concern
Component Category : 16 - Structure
Previously Published : NO .
Fire Indicator : v NO Parts Info : —
Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date :

Case History

Case ID : _ Case Title : ||} - 7~1.GATE COMPLAINT/PART INQUIRY

*¥* CASE CREATE 1/19/2011 12:05:07 PM, jward
Contact =_ Priority = N/A, Status = Solving.
*+* CASE MODIFY 1/19/2011 12:10:54 PM, jward
into WIP default and Status of Solving.
*+* SUBCAS REATE 1/19/2011 12:11:59 PM, jward
Created in WIP Default with Due Date 1/19/2011 12:11:59 PM.
& SUBCAS ODIFY 1/19/2011 12:14:41 PM, jward
into WIP default and Status of Solving.
*** SUBCASE REATE 1/19/2011 12:15:16 PM, jward
Created in WIP Default with Due Date 1/19/2011 12:15:16 PM.
*** NOTES 1/19/2011 12:19:02 PM, jward, Action Type : Call from Customer

Updated contact information.
Best contact number:

Customer informed when trying to open the tailgate with her remote transmitter, the tailgate would not stay open. Customer informed she is in Italy and was provided
part number: 74820-shj-a71 for the repair. Customer informed she is requesting assistance for the repair, for she believes the part is defective. ACS

informed with the vehicle registered outside of the country, the vehicle no longer holds warranty. Customer informed she is in the military. ACS transferred

customer to import/export for further assistance.

=+ SUBCASE [ NG | OSE 1/19/2011 12:19:06 PM, jward

Status = Solving, Resolution Code = Instruction Given

xxx SUBCASE | G CLosE 1/19/2011 12:19:07 PM, jward
Status = Solving, Resolution Code = Instruction Given

*** CASE CLOSE 1/19/2011 12:19:08 PM, jward
Status = Closed, Resolution Code = Instruction Given, State = Open

*** CASE REOPEN 1/19/2011 12:34:52 PM, elim
with Condition of Open and Status of Solving.

*** CASE MODIFY 1/19/2011 12:35:36 PM, elim
into WIP default and Status of Solving.

#** NOTES 1/19/2011 12:43:37 PM, elim, Action Type : Call from Customer
Verified contact information

Issue: :

The customer is calling to request assistance with repairs as she purchased the vehicle in the United States yet she exported it over seas to Italy as her Husband
is in the military and was stationed there. The customer stated she has been bounced around and is getting upset as she is requesting assistance with repairs

to the tailgate.

Summary:
The customer was advised that support would not be available as the vehicle is considered a grey market vehicle. The warranty coverage as well as consideration
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

10/06/2011

Case History

case ID: NN Case Title : || 7~ GATE COMPLAINT/PART INQUIRY

for assistance from AHM only applies to vehicles that were sold and in use in the United States. Because the vehicle was exported it voided out any warranties
and put liability for all repairs on the customer. The customer was advised her concerns will be documented and has no further comments.

*** CASE MODIFY 1/19/2011 12:43:57 PM, elim
into WIP default and Status of Solving.
*** CASE CLOSE 1/19/2011 12:44:04 PM, elim
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Current Dealer No. / Name :208415 / HALL HONDA

Phone No. : 757-431-4300

Address : 3516 VIRGINIA BEACH BL
City / State / Zip : VIRGINIA BEACH, VA 23452
Svc District / Sls District:  06H / G06

Warranty Labor Rate / Date : $115.00 /

Agent Name : Comp Ind. :YES

Previous Dealer Info :

Spool Report Run Date : 10/06/2011
Case Details :
Case ID : Division : Honda - Auto Condition : Closed Open Date :  9/16/2010 1:55:16 PM
Case Originator : David Mendoza (Team HH) Sub Division :  Customer Relations Status : Closed Close Date : 9/16/2010 2:00:48 PM
Case Owner:  David Mendoza (Team HH) Method : Dealer Referred Queue : Days Open: 0
Last Closed By : David Mendoza (Team HH) Point of Origin : Customer Wipbin :
Case Title : ||} 3B DEALER \ TRUNK COMPLAINT No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner : ﬁ
Dealer No. VIN Type / No. US VIN/ 5FNRL38769B-
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW /A
Day Phone No. : Miles / Hours : 19,000
Evening Phone No. : In Service Date : 06/30/2009
Cell/ Pager No. : Months In Use : 15
Fax No. : Engine Number : J35A75013089
Address : _ Originating Dealer No. / Name :208415 / HALL HONDA
City / State / Zip:  VIRGINIA BEACH, VA ||} Selling Dealer No. / Name : 208415 / HALL HONDA
E Mail : Trim : EX-LR&N
Svc District / Sis District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BE

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/V/SC Canceliation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

3rd Party Info :

Dealer #| Dealer Name | AgentName [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
Subcase Close Product Operation 823 Rear Compartment
Subcase Close Service - Dealer Experience 742 Frt & Rr Washers
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

Disposition: Complaint Condition : Closed Wipbin :
issue Originator : David Mendoza Type 1. Product Status : Subcase Close Open Date :  9/16/2010 1:59:24 PM
Issue Owner : David Mendoza Type 2. Operation Queue : Close Date . 9/16/2010 1:59:40 PM
Issue Title : - PRODUCT - OPERATION
i ‘
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :823 / Rear Compartment Solution 1D : Resolution Title :
Condition Code Desc Tailgate 8236 Solution Title :
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Referred to Dealer, Provided Information
Component Category : 16 - Structure
Previously Published : NO
Fire Indicator : NO Parts Info : —
Rollover Indicator : NO Part No. 1 Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
Issue Details
m Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : David Mendoza Type 1: Service - Dealer Status : Subcase Close Open Date :  9/16/2010 2:00:26 PM
Issue Owner : David Mendoza Type 2. Experience Queue : Close Date : 9/16/2010 2:00:34 PM
Issue Title : SERVICE - DEALER - EXPERIENCE '
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 742 / Frt & Rr Washers Solution ID : Resolution Title :
Condition Code Desc Any 7420 Solution Title : '
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Documented Concern
Component Category : 13 - Visibility
Previously Published : NO
Fire Indicator : NO Parts Info : .
Rollover Indicator : NO Part No. | Part Description 1 BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D : || GG case Title : ||| |} N S]NBBB: 05~ LER | TRUNK COMPLAINT
" ot IR i .
Contact = Priority = N/A, Status = Solving.

*** CASE CAMPAIGN LOOKUP 9/16/2010 1:55:21 PM, dmendoza
CAMPAIGN CHECK 09/16/2010 01:55:21 PM dmendoza
The following Campaign information was found
09-053; R32; 07-09 ODYSSEY LC JUDDER,; 06/08/10; FX;
*** CASE VSC LOOKUP 9/16/2010 1:55:23 PM, dmendoza
VSC-CUC CHECK 09/16/2010 01:55:22 PM dmendoza
No data found for VIN.
*** CASE CLAIMS LOOKUP 9/16/2010 1:55:27 PM, dmendoza
CLAIM CHECK 09/16/2010 01:55:26 PM dmendoza
" The following Claim History information was found
0;2010-03-02; 208415; 000294; 510; 7421A1 ; WIPER BLADE/INSERT - REPLACE.
***x CASE EXTENDED WARRANTY LOOKUP 9/16/2010 1:55:28 PM, dmendoza
WARRANTY CHECK 09/16/2010 01:55:27 PM dmendoza
No data found for VIN.
*** CASE MODIFY 9/16/2010 1:55:52 PM, dmendoza
into WIP default and Status of Solving.
*** CASE CAMPAIGN LOOKUP 9/16/2010 1:56:08 PM, dmendoza-
CAMPAIGN CHECK 09/16/2010 01:56:08 PM dmendoza
The following Campaign information was found
09-053; R32; 07-09 ODYSSEY LC JUDDER; 06/08/10; FX;
**% NOTES 9/16/2010 1:58:35 PM, dmendoza, Action Type : Call from Customer
Updated the customer's contact information.

The customer states that she is calling to see if there is a recall for her vehicle's tailgate. She states that it has broken and she now has to hold it up.
ACS advised the customer that there are currently no outstanding recalls affecting her vehicle. ACS advised the customer that she is still within the parameters
of her warranty and that it is recommended that she contact her local dealership for assistance. The customer states that she called them and they told her to
contact ACS. She states that she has had bad experiences with their service dept in the past. The customer needed no further assistance.

*** SUBCASE CREATE 9/16/2010 1:59:24 PM, dmendoza
Created in WIP Default with Due Date 9/16/2010 1:59:24 PM.

+++ SUBCASE || I cLoSE 9/16/2010 1:59:40 PM, dmendoza

Status = Solving, Resolution Code = Instruction Given
***¥ SUBCASE CREATE 9/16/2010 2:00:26 PM, dmendoza
Created in WIP Default with Due Date 9/16/2010 2:00:26 PM.

*** SUBCASE CLOSE 9/16/2010 2:00:34 PM, dmendoza
Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 9/16/2010 2:00:43 PM, dmendoza
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case ID: NG Case Title : | I D:~LER \ TRUNK COMPLAINT

into WIP default and Status of Solving.

*** CASE CLOSE 9/16/2010 2:00:48 PM, dmendoza
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

E Mail :

Svc District / Sls Districl : !

Current Dealer Info :

Trim : EX-LRES
No..Of Doors : 5
Transmission Code : SAT
Exterior Color : RE

Phone No. :

Address :

City / State / Zip :

Svc District / Sis District :
Warranty Labor Rate / Date : $104.00

/

Current Dealer No. / Name :207964 / HENDRICK HONDA
703-491-4499
14201 JEFFERSON DAVIS
WOODBRIDGE, VA 22191
06D / A06

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/VSC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Spool Report Run Date : 10/06/2011
Case Details

Case ID: Division : Honda - Auto Condition : Closed Open Date :  3/30/2011 6:38:22 AM

Case Originator : Tara Limun (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 4/15/2011 1:55:13 PM

Case Owner:  David Mendoza (Team HH) Method : Phone Queue : Days Open: 16

Last Closed By : David Mendoza (Team HH) Point of Origin : Customer Wipbin :

Case Title : 6D- NN - TRUNK DOOR COMPLAINT/ DLR LOCATION INFO No. of Attachments : 0

Site / Contact Info : Product Info :

Site Name : Unit Owner : ]

Dealer No. : VIN Type / No. : Us VIN/ SFNRL38759B |

Site Phone No. : Model / Year : ODYSSEY /2009

Contact Name : Model ID / Product Line : RL3879JW /A

Day Phone No. : Miles / Hours : 25,000

Evening Phone No. : In Service Date : 01/29/2009

Celi/ Pager No. : Months In Use : 26

Fax No. : Engine Number : J35A75015001

Address I Originating Dealer No. / Name :809304 / HONDA DEUTSCHLAND

City / State / Zip : STAFFORD, VAR Selling Dealer No./ Name : 809304 / HONDA DEUTSCHLAND

Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1 : Not Applicable Party 3 : Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable
Issues :
issue ID / Title Status Issue Type 1 ~Issue Type 2 Labor Code Labor Code Desc
PRODU | Subcase Close Product Operation 823 Rear Compartment
DEALE | Subcase Close - Dealer Location Locate / Info
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Issue Details ‘
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Tara Limun Type 1. Product Status : Subcase Close Open Date :  3/30/2011 6:42:07 AM
Issue Owner : Tara Limun Type 2 ;. Operation Queue : Close Date : 3/30/2011 6:43:14 AM
Issue Title : - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :
Condition Code Desc Other 823X Solution Title :
Campaign Code / Desc ./
-Temperament Code : Please Specify
Resolutions :  Documented Concern, Referred to Dealer
Component Category : 13 - Visibility
Previously Published : NO Parts Info :
Fire Indicator : NO - — ~
Rollover Indicator : NO Part No. Part Description BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:

Issue Details

[ 1ssue 1D - NN

Disposition: Information Condition : Closed Wipbin :
Issue Originator : Tara Limun Type 1: Dealer Location Status : Subcase Close Open Date :  3/30/2011 6:42:42 AM
Issue Owner : Tara Limun Type 2 : Locate / Info Queue : Close Date : 3/30/2011 6:43:14 AM
Issue Title : - DEALER LOCATION - LOCATE / INFO
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : / Solution 1D : Resolution Title :
Condition Code Desc Solution Title :
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Provided Information, Referred to Website
Component Category : NA - Please Specify
Previously Published : NO Parts Info :
Fire Indicator : NO . -
Rollover Indicator : NO Part No. Part Description BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

case 1D | GG Case Title - _ TRUNK DOOR COMPLAINT/ DLR LOCATION INFO

*** CASE CREATE 3/30/2011 6:38:22 AM, tlimun
Contact = | IINEGGNNEE F'iority = N/A, Status = Solving.

#5*x NOTES 3/30/2011 6:40:50 AM, tlimun, Action Type : Call from Customer
ACS updated customer contact info and best contact number

The customer called ACS and advised that he is having an issue with his vehicle. Customer stated when he open the door manually or with a key fob the door
would not stay open. Customer stated the issue is on the trunk door and has not taken the vehicle in to Honda dIr for diagnosis. Customer would like to know
why. ACS advised customer to take his vehicle in to Honda dIr for diagnosis. ACS located the nearest Honda dlIr for customer and provided customer POHANKA
HONDA OF FREDERICKSBURG. 888-284-9628. ACS referred customer to www.automobiles.honda.com. Customer thanked ACS.

*x*k SUBCASE CREATE 3/30/2011 6:42:07 AM, tlimun
Created in WIP Default with Due Date 3/30/2011 6:42:07 AM.

+++ SUBCASE || I REA TE 3/30/2011 6:42:42 AM, tlimun
Created in WIP Default with Due Date 3/30/2011 6:42:42 AM.

*#* NOTES 3/30/2011 6:43:10 AM, tlimun, Action Type : Call from Customer
The customer did not provide VIN number.

+++ SUBCASE ||| Il cLosE 3302011 6:43:14 AM, tlimun

Status = Solving, Resolution Code = Instruction Given
**#* SUBCASE _CLOSE 3/30/2011 6:43:14 AM, tlimun

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 3/30/2011 6:43:15 AM, tlimun
Status = Closed, Resolution Code = Instruction Given, State = Open
**%¥ CASE REOPEN 4/5/2011 6:31:08 AM, cvito
with Condition of Open and Status of Solving.
*** CASE MODIFY 4/5/2011 6:31:26 AM, cvito
into WIP default and Status of Solving.
*** CASE MODIFY 4/5/2011 6:33:02 AM, cvito
into WIP default and Status of Solving.
*** CASE MODIFY 4/5/2011 6:37:42 AM, cvito
into WIP default and Status of Solving.
*** NOTES 4/5/2011 6:41:18 AM, cvito, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

This customer contacted our office regarding the following issue(s):

This customer verified taht he brought his vheicle into the DLR, the SM Kevin Dinh verified that he was not able to diagnosis the vehicle due to the vehicle
being a European vehicle. I show records in AMH system of the vehicle bei S Vehicle. The customer never transferred his warranty in the past.
The customer is requesting that the DLR contact reagrding an appointment a ’
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case 1D |GG case Titie : || N |  IIIIIE- TRUNK DOOR COMPLAINT/ DLR LOCATION INFO

This is for your information only and no response is required.
Thank you for your attention to this matter.

Crystal Vito
Automobile Customer Service ,

#** NOTES 4/5/2011 6:41:26 AM, cvito, Action Type : Call from Customer
Probing Questions:

Customer advised that he took the vehicle into the DLR and they specn‘led that the vehicle is not U.S. it is European. The customer was speaking to SM
Kevin Dinh at the DLR who verified this is a U.S. vehicle.

Inbound Summary: I apologized to the customer for the inconvenience this may have caused him and offered my assistance in any way possible. I verified that
I understand and I can only imagine how frustrating it would be in a situation that you are in at this time. I verified that we show in our system as this

vehicle being a US Vehicle. I also asked the customer if he has ever transferred his warranty before, the customer verified never. Iadvised the customer

that I will be sending a DLR Communication to this DLR and for the DLR to contact the customer regarding an appointment.

Customer requires no further assistance. Case solved.
***¥ CASE MODIFY 4/5/2011 6:41:31 AM, cvito
into WIP default and Status of Solving.
*** CASE CLOSE 4/5/2011 6:41:39 AM, cvito
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 4/15/2011 1:50:32 PM, dmendoza
with Condition of Open and Status of Solving.
*kx CASE MODIFY 4/15/2011 1:51:36 PM, dmendoza
into WIP default and Status of Solving.
*** NOTES 4/15/2011 1:54:51 PM, dmendoza, Action Type : Call from Customer

Updated the customer's contactinformation.
Best Contact #

The customer states that he recently went to his dealership and they advised him that the vehicle had no warranty because it was not transferred yet. The customer
states that his dealership told him to contact ACS and have the warranty transferred. ACS advised the customer that he would be best served to contact the
import\export dept. at option 5 then option 1. ACS transferred the customer to the main menu and advised him to select option 5 then 1.

*** CASE MODIFY 4/15/2011 1:54:56 PM, dmendoza
into WIP default and Status of Solving.
*** CASE MODIFY 4/15/2011 1:55:11 PM, dmendoza
into WIP default and Status of Solving.
*** CASE CLOSE 4/15/2011 1:55:13 PM, dmendoza
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 10/06/2011
Case Details
Case ID : ] Division : Honda - Auto Condition : Closed Open Date : 6/14/2011 12:12:23 PM
Case Originator : Evelyn Sagrero (Team CF) Sub Division :  Satellite Center Status : Closed Close Date : 8/10/2011 6:43:13 AM
Case Owner:  Ashley VanWestbroek (Team CA) Method : Phone Queue : Days Open: 57
Last Closed By : Ashley VanWestbroek (Team CA) Point of Origin : Customer Wipbin :
Case Title . | UNDAY - LIMITED STATESIDE WARRANTY REIMBURSEMEN No. of Attachments : 2
Site / Contact Info : Product Info :
Site Name : Unit Owner : _
Dealer No. : VIN Type / No. : US VIN / 5FNRL38759
Site Phone No. : Model /Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879JW /A
Day Phone No. : Miles / Hours : 26,897
Evening Phone No. : In Service Date : 01/29/2009
Cell / Pager No. : Months In Use : 29
Fax No. : Engine Number : J35A75015001
Address ] Originating Dealer No. / Name :809304 / HONDA DEUTSCHLAND
City / State/ Zip:  STAFFORD, VA ||} Selling Dealer No. /Name : 809304/ HONDA DEUTSCHLAND
E Mail ; Trim : EX-LRES
Svc District/ SIs District: ~ / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : RE
Current Dealer No. / Name - Factory Warranty Start / End Date :
Phone No. : Factory Warranty Cancellation Date :
Address - HPP/VSC Coverage Start / End Date :
City /State / Zip© HPP/VSC Cancellation Date :
Sve District / Sls District - _/ Extended Warranty Start/ End Date :
Warranty Labor Rate / Date : / ) )
) Extended Warranty Cancellation Date :
Agent Name : Comp Ind. :
Previous Dealer Info : 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3: Not Applicable
Party 2: Not Applicable Party 4 . Not Applicable
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
Subcase Close Product Operation 823 Rear Compartment
Subcase Close Product Operation 823 Rear Compartment
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 10/06/2011
Issue Details

Issue ID: |G Disposition: Complaint Condition : Closed Wipbin :

Issue Originator : Ashley VanWestbroek Type 1: Product Status : Subcase Close Open Date :  6/14/2011 1:55:25 PM

Issue Owner : Ashley VanWestbroek Type 2: Operation Queue : Close Date : 7/21/2011 1:59:50 PM

Issue Title : || PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment Solution ID : Resolution Title :

Condition Code Desc Other 823X Solution Title :

Campaign Code / Desc: / )

Temperament Code : Cold

Resolutions :  Provided Information

Component Category . 16 - Structure

Previously Published : NO .

Fire Indicator : NO Parts Info : —

Rollover Indicator : NO PartNo. | Part Description | BO Reason

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

Issue D :
Issue Originator : Ashley VanWestbroek
Issue Qwner : Ashley VanWestbroek

Disposition: Complaint

Type 1:
Type 2.

Spool Report
Issue Details
- Condition : Closed Wipbin :
Product Status : Subcase Close Open Date :
Operation Queue : Close Date :

Issue Title : _ PRODUCT - OPERATION

7/28/2011 6:37:48 AM
8/10/2011 6:43:12 AM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
Condition Code Desc Tailgate 8236
Campaign Code / Desc: /

Temperament Code : Cold

Resolutions :

Component Category : 16 - Structure
Previously Published : NO
Fire Indicator : NO
Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

CR Generated Gdwill, Assist - AHM 100%

Solution ID : Resolution Title :
Solution Title :
~ Parts Info :
Part No. | Part Description | BO Reason
74820-SHJ-A71 STAY, TAILGATE OPEN Not Applicable

Check Req Info :

Check Requisition No. : 6623

Primary Amount :  $217.18

Incidental Type 1 / Amount : Not Applicable
Incidental Type 2 / Amount : Not Applicable
Total Amount : $217.18

Approved By : mwhitake

Approval Date : 8/3/2011 2:58:58

Status: =~ PROCESSED

Check No.: 1923282

Check Date : 8/5/2011

/ $0.00
/ $0.00

Payee Name :

Address :

City / State / Zip:  STAFFORD, VA-
Campaign Template #

Contention Code : 03902

Defect Code : 03217

Category : Regular

Failed Part # : 74820-SHJ-A71
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case ID: [ EGTNNGE case Title : | IIINNNNEEEEE - .11 TED STATESIDE WARRANTY REIMBURSEMENT REQU
*** CASE CREATE 6/14/2011 12:12:23 PM, esagrero
Contact = _ Priority = N/A, Status = Solving.
*** CASE MODIFY 6/14/2011 12:12:37 PM, esagrero
into WIP default and Status of Solving.
*** CASE MODIFY 6/14/2011 12:12:56 PM, esagrero
into WIP default and Status of Solving.
*** CASE MODIFY 6/14/2011 12:14:05 PM, esagrero
into WIP default and Status of Solving.
**% NOTES 6/14/2011 12:23:04 PM, esagrero, Action Type : Call from Customer
LIMITED STATESIDE WARRANTY REIMBURSEMENT REQUEST

All information confirmed

Customer called in asking for us to reimburse him for having his tailgate fixed at Hendrick Honda in April of this year. He stated that his tailgate would
not stay open, and in the process of receiving confirmation of a limited stateside warranty from our office, he had the repair work done. He is now seeking
reimbursement. '

After conferring with TL, this case will be dispatched to CM for further assistance.

The customer was told to fax in his R.O. to 909-664-9009, attention to his case number. He would be contacted by a member of case management within -
48 business hours after faxing over the documents to proceed accordingly. The customer understood, and had no further questions. I thanked him for calling AHM.
He thanked me for the direction. We matually ended the call.

*** CASE MODIFY 6/14/2011 12:23:08 PM, esagrero
into WIP default and Status of Solving.
*+* CASE DISPATCH 6/14/2011 12:23:18 PM, esagrero
from WIP defanlt to Quene Chino Import/Export.
*#* CASE YANKED 6/14/2011 1:50:25 PM, avanwest
Yanked by avanwest into WIPbin default.
*** NOTES 6/14/2011 1:52:52 PM, avanwest, Action Type : Note-General
Stateside warranty transfer Case # N032011-04-1501041.
*** NOTES 6/14/2011 1:54:25 PM, avanwest, Action Type : Call to Customer

I called Mr. Iand reached voice mail. I left a message introducing myself as the CM assigned to his request for reimbursement. I advised I would
contact him when I receive the documents. | left my contact information. '

Contact number: | NG
Kok SUBCASE_REATE 6/14/2011 1:55:25 PM, avanwest
Created in WIP Default with Due Date 6/14/2011 1:55:25 PM.

*+x COMMIT 6/14/20G11 2:00:24 PM, avanwest, Action Type : N/A
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
: Spool Report Run Date : 10/06/2011

Case History

case D : [ G ~ CaseTite: | SSNNR | TED STATESIDE WARRANTY REIMBURSEMENT REQU
docs .
*** CASE ADD ATTACHMENT 6/14/2011 2:30:19 PM, crmsuser
Added attatchment ScanDoc | with path \ahmtor10\crms_scandoc\ScanDoc_Final\N032011-06-1401599 |.PDF
*** NOTES 6/17/2011 2:19:08 PM, avanwest, Action Type : Note-General
The documents are being reviewed.
*** CASE FULFILL 6/17/2011 2:19:40 PM, avanwest
Fulfilled for due 06/17/2011 12:00:00 AM.
**¥ COMMIT 6/17/2011 2:19:41 PM, avanwest, Action Type : N/A
fu
*** CASE MODIFY 6/17/2011 2:20:19 PM, avanwest
into WIP I/E Misc and Status of Solving. ,
*** NOTES 6/20/2011 1:28:55 PM, avanwest, Action Type : Call to Customer

I called Mr. nd reached voice mail. I left a message advising I am calling in regards to the invoice he submitted for reimbursement. I provided my
contact information and asked him to return my call.

*** CASE FULFILL 6/20/2011 1:30:24 PM, avanwest
Fulfilled fo due 06/20/2011 12:00:00 AM.
***x COMMIT 6/20/2011 1:30:26 PM, avanwest, Action Type : N/A
customer
*** CASE MODIFY 6/20/2011 1:30:34 PM, avanwest
into WIP IVE Misc and Status of Solving.
*** NOTES 6/22/2011 9:30:05 AM, avanwest, Action Type : Call to Customer

I called Mr. and reached voice mail. I left a message advising I would like to speak with him about his request. I provided my contact information
and asked him to return my call. .

Contact number
% CASE FULFILL 6/22/2011 9:30:10 AM, avanwest
Fulfilled for ||| dve 06/22/2011 12:00:00 AM.
**+ COMMIT 6/22/2011 9:30:12 AM, avanwest, Action Type : N/A
customer
**x CASE MODIFY 6/22/2011 9:32:43 AM, avanwest
into WIP I/E Misc and Status of Solving.
*** NOTES 6/22/2011 11:29:20 AM, lorosco, Action Type : Call for Case Mgr

The customer called to speak to his CM. I verified contact information. he states that he received a message. I apologized and informed him that the CM
is currently not available. I informed him that I would make the CM aware of his call. I thanked him and the call ended.

*** NOTES 6/22/2011 2:59:58 PM, eashley, Action Type : Call from Customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report ; Run Date . 10/06/2011
Case History
case ID: |GGG Case Title : |} - L1/ TED STATESIDE WARRANTY REIMBURSEMENT REQU

The customer contact was verified (name, address, phone _

Odyssey (2009) -30k miles.

The customer called about speaking with his CM and I advised that she is gone for the day. T told him that I will document that he called and for her
to return the call and he thanked me. I ended the call thanking the customer for calling AHM when there were no other inquiries.

#** NOTES 6/23/2011 2:13:55 PM, avanwest, Action Type : Call to Customer
1 called Mr.-nd reached voice mail. I left a message requesting a return call. I left my contact information.

Contact number:
***¥ CASE MODIFY 6/23/2011 2:13:58 PM, avanwest
into WIP I/E Misc and Status of Solving.
*** CASE FULFILL 6/24/2011 12:51:00 PM, avanwest

Fulfilled for _due 06/24/2011 12:00:00 AM.

*** COMMIT 6/24/2011 12:51:02 PM, avanwest, Action Type : N/A
customer
*#* CASE MODIFY 6/24/2011 12:51:11 PM, avanwest
into WIP I/E Misc and Status of Solving.
#¥¥ NOTES 6/28/2011 12:43:14 PM, avanwest, Action Type : Call to Customer
1 called Mr. -nd reached voice mail. I left a message with my contact information and I asked him to return my call.

Contact number: || EENNEGE
*** CASE FULFILL 6/28/2011 12:43:44 PM, avanwest
Fulfilled for || oue 0528/2011 12:00:00 AM.
*** COMMIT 6/28/2011 12:43:48 PM, avanwest, Action Type : N/A
customer
*** NOTES 6/30/2011 2:10:30 PM, avanwest, Action Type : Call to Customer

I called Mr. [l and reached voice mail. I left a message and apologized that we have missed each other. I provided my contact information and asked him
to return my call.

Contact number: NG
*** CASE FULFILL 6/30/2011 2:10:34 PM, avanwest
Fulfilled for G 1 c 06/30/2011 12:00:00 AM.
*** COMMIT 6/30/2011 2:10:36 PM, avanwest, Action Type : N/A
customer
**%¥ CASE MODIFY 6/30/2011 2:10:49 PM, avanwest
into WIP I/E Misc and Status of Solving.
*** NOTES 6/30/2011 2:45:06 PM, rhiggins, Action Type : Call from Customer
Customer was returning call and requested to speak to CM. I advised she was currently not available and offered to transfer to voicemail box. Customer agreed,
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D : [ EREGGN Case Title : _ - LIMITED STATESIDE WARRANTY REIMBURSEMENT REQU

no further assistance was requested.

Best contact

*** NOTES 7/5/2011 8:12:09 AM, avanwest, Action Type : Call to Customer

I called Mr. |Jlland asked him how he paid for this repair. He advised he paid with a credit card. I advised him we do need proof of payment before
we can review his request. He advised he would send that over and he thanked me.

Contact number
*** CASE FULFILL 7/5/2011 8:14:56 AM, avanwest
Fulfilled for || R < 07/05/2011 12:00:00 AM.
*¥*x COMMIT 7/5/2011 8:14:57 AM, avanwest, Action Type : N/A
pop -
*** CASE RULE ACTION 7/12/2011 11:12:23 AM, sa
Action owner - 30 days of rule Case Closure fired
¥ NOTES 7/18/2011 12:30:52 PM, avanwest, Action Type : Call to Customer

I called Mr. [l and reached voice mail. I left a message advising I have not yet received proof of payment and asked him to fax that over to 909-664-9009.
I left my contact information.

Contact number: _

*** CASE FULFILL 7/18/2011 12:31:02 PM, avanwest
Fulilled forlj . 07182011 12:00:00 AM.
**% COMMIT 7/18/2011 12:31:03 PM, avanwest, Action Type : N/A
pop
*** CASE MODIFY -7/18/2011 12:31:13 PM, avanwest
into WIP I/E Misc and Status of Solving.
*** CASE MODIFY 7/18/2011 2:20:10 PM, avanwest
into WIP I/E Misc and Status of Solving.
*** NOTES 7/21/2011 1:59:31 PM, avanwest, Action Type : Note-Resolution

The customer contacted AHM to request reimbursement for something he feels is a warranty concern. Multiple times a proof of payment has been requested but it
has not yet been received. The case will be closed pending receipt of the proof of payment document.

*** CASE FULFILL 7/21/2011 1:59:37 PM, avanwest .
Futfilied for || 07212011 12:0000 Am.
*** CASE MODIFY 7/21/2011 1:59:49 PM, avanwest
into WIP IVE Misc and Status of Solving.
*++ SUBCASE || L OSE 7/21/2011 1:59:50 PM, avanwest
Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 7/21/2011 1:59:50 PM, avanwest
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM ,
AMERICAN HONDA :
, Spool Report Run Date : 10/06/2011

Case History

case 1D : [ EGTTTN Case Title - _ LIMITED STATESIDE WARRANTY REIMBURSEMENT REQU

*** CASE REOPEN 7/27/2011 12:51:29 PM, dyates
with Condition of Open and Status of Solving.
*** CASE DISPATCH 7/27/2011 12:51:38 PM, dyates
from WIP default to Queue Chino Import/Export.
***% CASE ADD ATTACHMENT 7/27/2011 1:00:24 PM, crmsuser
Added attatchment ScanDoc 2 with path \\ahmtor10\crms_scandoc\ScanDoc_Final\N032011-06-1401599 2.PDF
*** CASE YANKED 7/28/2011 6:05:35 AM, avanwest
Yanked by avanwest into WIPbin default.
*** CASE MODIFY 7/28/2011 6:35:38 AM, avanwest
into WIP default and Status of Solving,.
*** NOTES 7/28/2011 6:36:52 AM, avanwest, Action Type : Call to Customer :
I called Mr. -and reached voice mail. I provided my contact information and asked him to return my call.

Contact number: || | | |GG

*** COMMIT 7/28/2011 6:36:58 AM, avanwest, Action Type : N/A

customer

*kE SUBCAS_CREATE 7/28/2011 6:37:48 AM, avanwest
Created in WIP Default with Due Date 7/28/2011 6:37:48 AM.

% CASE MODIFY 7/28/2011 6:38:23 AM, avanwest
into WIP default and Status of Solving.

*** NOTES 7/28/2011 10:19:02 AM, avanwest, Action Type : Call from Customer

I received a call from Mr. [illitransferred from Inbound. I advised him that I will be submitting the request for reimbursement and contact him when I
have an update. He thanked me and verified his mailing address.

¥¥% CASE FULFILL 7/28/2011 10:19:10 AM, avanwest
Fulfilled for | cuc 08/01/2011 12:00:00 AM.
*** COMMIT 7/28/2011 10:19:11 AM, avanwest, Action Type : N/A
ck req
*** CASE MODIFY 7/28/2011 10:19:19 AM, avanwest
into WIP I/E Misc and Status of Solving.
*** NOTES 7/29/2011 2:01:59 PM, avanwest, Action Type : Note-General
The check req will be submitted.
*** CASE FULFILL 7/29/2011 2:02:05 PM, avanwest
Fulfilled for ||| . 07/29/2011 12:00:00 AM.
**£* COMMIT 7/29/2011 2:02:06 PM, avanwest, Action Type : N/A
ck req
*** CASE MODIFY 7/29/2011 2:02:14 PM, avanwest
into WIP I/E Misc and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

case D : [ G Case Title : _ LIMITED STATESIDE WARRANTY REIMBURSEMENT REQU

¥** NOTES 8/1/2011 2:02:02 PM, avanwest, Action Type : Note-General
The check req will be submitted.
*** CASE FULFILL 8/1/2011 2:02:12 PM, avanwest
Fuifilled for | I Cue 08/01/2011 12:00:00 AM.
¥**x COMMIT 8/1/2011 2:02:15 PM, avanwest, Action Type : N/A
ck req '
*** CASE MODIFY 8/1/2011 2:02:53 PM, avanwest
into WIP I/E Misc and Status of Solving.
*** NOTES 8/2/2011 10:00:13 AM, avanwest, Action Type : Note-General
The customer submitted documentation to reequest reimbursement for a tailgate concern that was repaired before the warranty was transferred (US Nato).

$217.18 requested
Invoice dated 4/15/2011

Labor:  52.00 USD
Part: 157.56 USD
Tax: 7.62 USD

Total:  $217.18 USD

A request will be submitted for check requisition.
Dispatching case to supervisor for further review.

*** CASE MODIFY 8/2/2011 10:01:17 AM, avanwest
into WIP I/E Misc and Status of Solving.

¥ SUBCASE_DISPATCH 8/2/2011 10:01:28 AM, avanwest
from WIP default to Queue Check Req - C. Andaya.

*** CASE FULFILL 8/2/2011 10:01:42 AM, avanwest
Fulfitled for || e 08/02/2011 12:00:00 AM.

¥£x COMMIT 8/2/2011 10:01:44 AM, avanwest, Action Type : N/A

ck approved

*** CASE MODIFY 8/2/2011 10:02:01 AM, avanwest
into WIP I/E Misc and Status of Solving.

«+* SUBCASE |||} R v : AcTioN 832011 9:01:28 AM, sa
Action Task - Current Owner - 24 hrs of rule Queue Escalation fired

*** SUBCASE G OR W ARD 8/3/2011 1:24:06 PM, candaya
from Queue Check Req - C. Andaya to Queue Check Req - M. Whitaker.

+++ SUBCASE ||| 3 2011 2:58:58 PM. mwhitake, Action Type :
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date : 10/06/2011

Case History

Case ID : _ Case Title (| BB 1! TED STATESIDE WARRANTY REIMBURSEMENT REQU

Check Requistion for 217.18 $ submitted
Check Requistion for 217.18 $ submitted by mwhitake

»++ SUBCASE || GG OR W ARD 8/3/2011 2:59:09 PM, mwhitake
from Queue Check Reg - M. Whitaker to Queue Check Approved - Sat.

*** SUBCASE _RULE ACTION 8/4/2011 9:01:28 AM, sa
Action Task - owners supvsr - 48 hrs of rule Queue Escalation fired

R SUBCASE_OMMll 8/8/2011 8:01:23 AM, avanwest, Action Type External Commitment

Check processed for check_req no = 6623 on 2011-08-05-00.00.00.000000

*** NOTES 8/8/2011 1:05:10 PM, avanwest, Action Type : Note-General
The check requisition has been approved.

*** CASE FULFILL 8/8/2011 1:05:18 PM, avanwest
Fulfilled for || 08/08/2011 12:00:00 AM.

*** COMMIT 8/8/2011 1:05:19 PM, avanwest, Action Type : N/A

ck mailed ,

*** CASE MODIFY 8/8/2011 1:05:30 PM, avanwest
into WIP I/E Misc and Status of Solving.

*** NOTES 8/9/2011 9:04:51 AM, vsegura, Action Type : Note-General
Check #-taling $217.18 was mailed on 08/09/11.

*** SUBCASE ETURN 8/9/2011 9:05:00 AM, vsegura
from Queue Check Approved - Sat to WIP Subcases.

*¥*¥ NOTES 8/10/2011 6:39:24 AM, avanwest, Action Type : Call to Customer

I called Mr. -and reached voice mail. 1 left a message advising a check totaling $217.18 was mailed to him on 08/09/11. I left my contact
information should he have any further questions or concerns.

Contact number: _

*** NOTES 8/10/2011 6:40:49 AM, avanwest, Action Type : Note-Resolution

The customer contacted AHM to request reimbursement for a tailgate repair performed at a U.S. dealer before the stateside warranty was transferred. The request
was approved by management and a check was mailed on 8/9/11. No further assistance is needed and therefore this case will be closed.

*** CASE FULFILL 8/10/2011] 6:42:44 AM, avanwest
Fulfilled for || - 08/10/2011 12:00:00 AM.
*** CASE MODIFY 8/10/2011 6:42:46 AM, avanwest
into WIP I/E Misc and Status of Solving.
*** CASE MODIFY 8/10/2011 6:42:53 AM, avanwest
into WIP I/E Misc and Status of Solving.
*** CASE MODIFY 8/10/2011 6:43:04 AM, avanwest
into WIP I/E Misc and Status of Solving. ‘

*++ SUBCASE _LOSE 8/10/2011 6:43:12 AM, avanwest
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 10/06/2011

AMERICAN HONDA

Case History

Case D _ Case Title - _ LIMITED STATESIDE WARRANTY REIMBURSEMENT REQU

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 8/10/2011 6:43:13 AM, avanwest
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

Spool Report

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 10/06/2011

Case Details

Current Dealer No. / Name :207066 / PLAZA HONDA

Phone No. : 718-253-8400

Address : 2740 NOSTRAND AVENUE
City / State / Zip : BROOKLYN, NY 11210
Svc District / Sls District :  05A / A05

Warranty Labor Rate / Date : $100.00 /

CaselD: Division : Honda - Auto Condition : Closed Open Date :  9/1/2009 1:02:45 PM
Case Originator : Eugene Lim (Ieam HE) Sub Division :* Customer Relations Status : Closed Close Date : 9/1/2009 1:11:54 PM
Case Owner:  Eugene Lim (Team HE) Method : Phone Queue : Days Open: 0
Last Closed By : Eugene Lim (Team HE Point of Origin : Customer Wipbin :
ﬂ_COMPLAINT / LIFT GATE DOESN'T STAY OPEN No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner :
Dealer No. : ' VIN Type / No. : Us VIN/ SFNRL38719B |
Site Phone No. : Model / Year: ODYSSEY /2009
Contact Name : Model ID / Product Line : RL3879KW /A
Day Phone No. : Miles / Hours : 1,900
Evening Phone No. : In Service Date : 03/30/2009
Cell / Pager No. : Months In Use : 6
Fax No. : Engine Number : J35A75015317
Address : s Originating Dealer No. / Name :207230 / RENSSELAER HONDA
City / State / Zip : BROOKLYN, NY R Selling Dealer No. / Name : 207230 / RENSSELAER HONDA
E Mail : Trim : EX-LR&N
Svc District / Sls District : ~ / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : BX

Factory Warranty Start / End Date :
‘Factory Warranty Cancellation Date :

HPP/VSC Coverage Start / End Date :

HPP/V/SC Cancellation Date :

Extended Warranty Start/ End Date :
Extended Warranty Cancellation Date :

Agent Name : Comp Ind. :

Previous Dealer Info : 3rd Party Info :

Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1: Not Applicable Party 3 : Not Applicable
Party 2. Not Applicable Party 4 : Not Applicable

Issues :

Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Cede Labor Code Desc
~ | Subcase Close Product Operation 823 Rear Compartment
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 10/06/2011

Issue Details

Cissue 0 NN

Issue Originator : Eugene Lim Type 1:

Type 2:

Disposition: Complaint

Issue Owner
Issue Title - - PRODUCT - OPERATION

Condition : Closed Wipbin :
Product Status : Subcase Close Open Date :
Operation Queue : Close Date :

9/1/2009 1:11:20 PM
9/1/2009 1:11:54 PM

- Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 823 / Rear Compartment
| Condition Code Desc Tailgate 8236
Campaign Code / Desc . / ,
Temperament Code : Please Specify

Resolutions :  Documented Concern, Referred to Dealer
Component Category : 16 - Structure

Previously Published : NO

Fire Indicator : NO

Rollover indicator 