INFRRATGNRegected PURSUANT FOSTRMER REZITONIHOMANAGEMENT SYSTEM

INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6loo! Report Run Date : 06/20/2012
Case Details
CaseD: N012010-01-0700526 Division : Honda - Auto Condition : Closed Open Date : 1/7/2010 9:19:29 AM
Case Originator : Fernando Rea (Team MA) Sub Division :  Customer Relations Status : Closed Close Date :  1/20/2010 2:31:35 PM
Case Owner:  Todd Yamatsuka (Team HC) Method : Phone Quevue : Days Open: 13
Last Closed By | Todd Yamatsuka (Team HC) Point of Origin : Customer Wipbin :

Case Title :

10FWILLY HONDA ) D! A GNOSTIC CONCERN-POSSIBLE No. of Attachments : 0

site / Contact INNFORMATION Redacted PURSUANT TO THE&REEROM OF

Site Name :
Dealer No. :
Site Phone No. :
Contact Name :
Day Phone No. :

Cell / Pager No. :
Fax No. :
Address :

City / State / Zip :
E Mait :

Svc District / Sis District :

LAYTON, UT |}

I OKE ACT (FOIA), 5 U.S.C

I
Evening Phone No. : [ N

/

Current Dealer Info :

Phone No. :

Address :

City / State / Zip :

Svc District / Sls District :

Current Dealer No. / Name ;207808 / WILLEY HONDA

801-295-4477

2215 SOUTH 500 WEST
BOUNTIFUL, UT 84010
10F / E10

Warranty Labor Rate / Date : $94.00 /

Sane)s), I |
VIN Type / No. : Us VIN/ SENYF18595
Model / Year : PILOT /2005
Model iD / Product Line : YF1855INW / A
Miles / Hours : 55,000
In Service Date : 08/02/2005
Months In Use : 53

Engine Number : I135A61454499
Originating Dealer No. / Name :206772 / SPORT HONDA
Selling Dealer No. / Name :

Trim : EX-L
No. Of Doors : 5
Transmission Code : SAT
Exterior Color : SI

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 Canceliation Date :

206754 / HERSON'S HONDA

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
No12010-01-0700526-1 { G- Subcase Close Product Operation 413 Master Cylinder
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 06/20/2012
Issue Details
Issue ID: N012010-01-0700526-1 Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Fernando Rea Type 1: Product Status : Subcase Close Open Date : 1/7/2010 9:28:05 AM
Issue Owner : Fernando Rea Type 2: Operation Queue : Close Date :  1/7/2010 9:28:19 AM
Issue Title : ||| || - PRODUCT - OPERATION

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc :413 / Master Cylinder

Condition Code Desc TCS/VSA 4131

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Referred to Dealer
Component Category : 03 - Service Brakes Sys

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 : 06/20/2012
Case History
CaseID: N012010-01-0700526 Case Title:  10F-(WILLY HONDA - D! 2 GNOSTIC CONCERN-POSSIBLE VSA ISS

***% CASE CREATE 1/7/2010 9:19:29 AM, frea
Contact = ||| . P:iority = N/A, Status = Solving.
*#% CASE EXTENDED WARRANTY LOOKUP 1/7/2010 9:19:32 AM, frea
WARRANTY CHECK 01/07/2010 09:19:32 AM frea
No data found for VIN.
*** CASE CLAIMS LOOKUP 1/7/2010 9:19:34 AM, frea
CLAIM HISTORY CHECK 01/07/2010 09:19:34 AM frea
No data found for VIN.
*** CASE CAMPAIGN LOOKUP 1/7/2010 9:19:38 AM, frea
CAMPAIGN CHECK 01/07/2010 09:19:38 AM frea
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda,; ; ;
**% CASE VSC LOOKUP 1/7/2010 9:19:39 AM, frea
VSC-CUC CHECK 01/07/2010 09:19:39 AM frea
No data found for VIN.
#x CASE MODIFY 1/7/2010 9:27:07 AM, frea
into WIP default and Status of Solving.
*** NOTES 1/7/2010 9:27:23 AM, frea, Action Type : Call from Customer
Updated customers information. Customers best contact phone number is: 801-543-3328 home

Situation: Customer recently purchased this vehicle from a non Honda dealership.

Customer stated that when driving over the Christmas weekend the brakes locked up.

Customer swerved off the road and came to a stop.

Customer stated that both the VSA and VSA OFF light came on.

Customer turned off the vehicle and restarted the vehicle. The VSA and VSA OFF light were no longer illuminated.
Customer reviewed the manual and read that the vehicle be inspected ASAP.

Request: Customer seeks advisement on how to address the issue.

Probing Questions:
The vehicle was taken to Willey Honda on 12/29/09. Customer picked up the vehicie on 12/31 and was informed by the dealership that they could not
identify the issue. Dealership informed customer that because the indicator light is no longer present they could not obtain the trouble codes.

Inbound Summary:
ACS advised customer this vehicle is not involved in any outstanding recalls or active service campaigns related to the issue he described.

ACS advised customer AHM is constantly researching information and working on improving the quality and performance of its products; it is through that research
that AHM bhas identified recalls, service campaigns and updated repair procedures in the past.

ACS suggested he continue working with the dealership to identify the issue with the vehicle.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 06/20/2012

CaselD: NO012010-01-0700526 Case Title :

Customer understands does not require additional assistance at this time.
*** SUBCASE N012010-01-0700526-1 CREATE 1/7/2010 9:28:05 AM, frea
Created in WIP Default with Due Date 1/7/2010 9:28:05 AM.
*** CASE MODIFY 1/7/2010 9:28:17 AM, frea
into WIP default and Status of Solving,
*#+* SUBCASE N012010-01-0700526-1 CLOSE 1/7/2010 9:28:19 AM, frea
Status = Solving, Resolution Code = Instruction Given
*#% CASE CLOSE 1/7/2010 9:28:20 AM, frea
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 1/19/2010 5:00:14 PM, cgill
with Condition of Open and Status of Solving.
*#¥ CASE EXTENDED WARRANTY LOOKUP 1/19/2010 5:00:40 PM, cgill

WARRANTY CHECK 01/19/2010 05:00:40 PM cgill
No data found for VIN.

*** CASE CLATMS LOOKUP 1/19/2010 5:00:43 PM., cgill
CLAIM HISTORY CHECK 01/19/2010 05:00:43 PM cgill
No data found for VIN.

**x CASE CAMPAIGN LOOKUP 1/19/2010 5:00:49 PM, cgill
CAMPAIGN CHECK 01/19/2010 05:00:49 PM cgill
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;

#+% CASE VSC LOOKUP 1/19/2010 5:00:50 PM, cgill
VSC-CUC CHECK 01/19/2010 05:00:50 PM cgill
No data found for VIN.

*** CASE CAMPAIGN LOOKUP 1/19/2010 5:02:38 PM, cgill
CAMPAIGN CHECK 01/19/2010 05:02:58 PM cgill
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;

*** CASE MODIFY 1/19/2010 5:08: L1 PM, cgill
into WIP default and Status of Solving.

*** CASE MODIFY 1/19/2010 5:09:13 PM, cgill
into WIP default and Status of Solving.

*** CASE MODIFY 1/19/2010 5:09:27 PM, cgill
into WIP default and Status of Solving.

** NOTES 1/19/2010 5:15:34 PM, cgill. Action Type : Call from Customer
Updated Customer(s Information

Case History
10F-(WILLY HOND A} D! 2 GNOSTIC CONCERN-POSSIBLE VSA ISS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
Case ID: N012010-01-0700526 Case Title:  10F-(WILLY HONDA)-J I D! A GNOSTIC CONCERN-POSSIBLE VSA ISS

Best number to call: 801-230-8187
Situation: Car turns off in the cold weather
Request: Diagnosis concern

Probing Questions: Customer states that the truck stops when they are driving. Customer states that when it has happened, the car has just been started and
that the temperature is around {0 degrees. Customer states that it brakes and then pulis to the left or the right. There is a VSA light that comes on.
Customer states that he has taken to the dealership but they haven—t been able to replicate it. Customer states that it only happens when they are in cold
weather. Customer took car to IRF, Checkers Auto, when the VSA light was on, but the tech couldn (it pull a diagnostic code.

Customer has gone to Willy Honda Dealership (Bountiful UT)
Customer requests a new VSA unit installed in his car. Customer states that he has found on the Internet that this is a known issue.

Inbound Summary: ACS confirmed that there are no recalls or product updates for this issue. ACS advised customer that his issue will be escalated to a
CM for liaison assistance. ACS advised that he will receive a return call within two business days.

Customer understands.

ACS is forwarding per customer request for liaison assistance for diagnosis issue for his VSA unit.

*#% CASE DISPATCH 1/19/2010 5:16:20 PM, cgill
from WIP default to Queue Honda Team C.

*** CASE ASSIGN 1/20/2010 8:13:05 AM, jsmith(02
N012010-01-0700526 to tyamatsu, WIP 8! [I<t[TTTHT C°4

***% CASE RULE ACTION 1/20/2010 8:13:06 AM, sa
Action Task Assignee of rule Assign Notification fired

2% CASE CAMPAIGN LOOKUP (/20/2010 £:59:53 PM, tyamatsu
CAMPAIGN CHECK 01/20/2010 01:59:53 PM tyamatsu
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;

*** NOTES 1/20/2010 2:31:19 PM, tyamatsu, Action Type : Call to Customer
I called Mr. i to discuss his concern. He stated that when he drives in weather that is 10 degrees fahrenheit, he's experienced a sudden braking sensation
as if the brakes locked up. He stated the symptom is very intermittent. He was frustrated because the Honda dealership could never duplicate the symptom and
therefore never recommended a repair. | acknowledged his frustration and stated that in general, if a dealership can't replicate a problem, they won't guess
what the failure is and 'throw' parts at a vehicle. Mr. | did not have an issue with Willey Honda. He understood the problem in dealing with an
intermittent concern. He stated he would monitor the situation and closed the call.

***& CASE CLOSE 1/20/2010 2:31:35 PM, tyamatsu
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Fax No. :
Address

City / State / Zip .
E Mail :

Svc District / Sls District ; /

MATTAPOISETT, MA [}

Current Dealer Info :

Current Dealer No. / Name :

Engine Number :
Originating Dealer No. / Name 1208131
Selling Dealer No. / Name :

Factory Warranty Start / End Date :

Spool Report Run Date : 06/20/2012
Case Details

Case ID : N012012-05-1001001 Division : Honda - Auto Condition : Closed Open Date : 5/10/2012 12:08:09 PM

Case Originator : Katrina Vibar (Team HA) Sub Division :  Customer Relations Status : Closed Close Date : 5/10/2012 12:19:20 PM

Case Owner:  Katrina Vibar (Team HA) Method : Phone Queue : Days Open: 0

Last Closed By : Katrina Vibar (Team HA) Point of Origin : Customer Wipbin :

Case Title | -\D/BRAKES CONCERN/JERKING No. of Attachments © 0

Site / Contact Info : Product Info :

Site Name : I - Unit Owner : I | -

Dealer No. : VIN Type / No. : Us VIN/ 5ENYF 18645 I

Site Phone No. : ] Model / Year : PILOT /2005

Contact Name : ] Model ID / Product Line : YFI865INW / A

Day Phone No. : [ ] Miies / Hours : 61,000

Evening Phone No. : [ In Service Date : 08/23/2005

Cell / Pager No. : Months In Use : 81

J35A61456335

/ BARRY'S DARTMOUTH HONDA

208131/ BARRY'S DARTMOUTH HONDA

Trim : EX-LRES
No. Of Doors : 5
Transmission Code : SAT
Exterior Color : GY

Phone No. : Factory Warranty Cancellation Date :
Address : HPP/N/SC Coverage Start / End Date :
City /D‘_Sta.te / Ziip _ HPP/N/SC Cancellation Date :
Sve District / Sis District : -~/ Extended Warranty Start / End Date -
Warranty Labor Rate / Date : f . .
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 :
lssue ID / Title Status Issue Type 1 lssue Type 2 L.abor Code Labor Code Desc
N012012-05-1001001- 1 /| - P |subcase Close Product Operation 410 Front Brakes
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date : 06/20/2012

Issue ID: N012012-05-1001001-1
Issue Originator : Katrina Vibar
Issue Owner : Katrina Vibar

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 : || I - PRODUCT - OPERATION

5/10/2012 12:18:36 PM
5/10/2012 12:19:18 PM

Coding Info :

Labor Code / Desc :410 / Front Brakes
Condition Code Desc Other 410X
Campaign Code / Desc :  /
Temperament Code : Please Specify
Resolutions :
Component Category : 03 - Service Brakes Sys

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

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Documented Concern, Referred to Dealer

Solution / Linked Resolution Info :
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 :

06/20/2012

Case History
Case ID: N012012-05-1001001 Case Title : _ -ND/BRAKES CONCERN/JERKING

#** CASE CREATE 5/10/2012 12:08:09 PM, kvibar
Contact = ||| . F:iority = N/A, Status = Solving.
**¥ CASE MODIFY 5/10/2012 12:09:05 PM, kvibar
into WIP default and Status of Solving.
*#*x CASE MODIFY 5/10/2012 12:14:22 PM, kvibar
into WIP default and Status of Solving.
*#* NOTES 5/10/2012 12:17:48 PM, kvibar, Action Type : Call from Customer
Verified Customer Information
Best Contact Number

He said something happened the last 2 times he drove it. He said their DLR doesn't exist anymore so he went to a Honda Forum. He said they dont drive
it more often because they have other vehicle. He said last Friday they were in a slow lane and he was going to cut in to go to his Barbershop. He said
he touched the brakes and it made an incredible noise then it kept jerking. He said he pulled over then drove it to the parking then it jerked again once he
pressed the brakes. He said he turned off the vehicle then it didn't happen, but it did it again recently. He said he saw that they have fixed the issue

but it just happens again so he doesn't want to take it to the DLR. He said he cannot duplicate the issue because it is intermittent.

ACS informed the customer that there is no technicians at AHM that can diagnose his vehicle. ACS advised that he take it to the DLR since they have resources
to inquire about this issue. ACS informed the customer that base on his VIN there is no recall for his vehicle. ACS informed the customer that after researching
on all 2005 Pilot there is no known issue pertaining to this matter. ACS informed the customer that his concern will be documented. He thanked ACS and
needed no further assistance.

*** CASE MODIFY 5/10/2012 12:17:49 PM, kvibar
into WIP default and Status of Solving,.
% CASE MODIFY 5/10/2012 12:17:52 PM, kvibar
into WIP default and Status of Solving.
*4* CASE MODIFY 5/10/2012 12:18:09 PM, kvibar
into WIP default and Status of Solving.
*+& SUBCASE N012012-035-1001001-1 CREATE 5/10/2012 12:18:36 PM., kvibar
Created in WIP Default with Due Date 5/10/2012 12:18:36 PM.
*#% SUBCASE N012012-05-1001001-1. CLOSE 5/10/2012 12:19:18 PM, kvibar
Status = Solving, Resolution Code = Instruction Given
**%¥ CASE MODIFY 5/10/2012 12:19:19 PM, kvibar
into WIP default and Status of Solving.
% CASE CLOSE 5/10/2012 12:19:20 PM, kvibar
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case Title :

8J- 208222 |- 1ODULE ASSY- SEEKING ASSISTANCE

No. of Attachments : 0

Spool Report Run Date : 06/20/2012
Case Details
Case iD : NO012009-12-0101534 Division : Honda - Auto Condition : Closed Open Date :  12/1/2009 3:52:13 PM
Case Originator : Cynthia Sudario (Team HB) Sub Division :  Customer Relations Status : Closed Close Date : 1/13/2010 9:14:02 AM
Case Owner :  David Kitchen (Team HF) Method : Phone Queue : Days Open: 43
Last Closed By : David Kitchen (Team HF) Point of Origin : Customer Wipbin :

Site / Contact Info :

Product Info :

Site Name :
Dealer No. :
Site Phone No. :
Contact Name :

Svc District / Sis District : /

I

Evening Phone No. : || N
Cell/PagerNo.: | IIEGING

Fax No. :

Address : ]

City / State/ Zip: ~ MORTON, IL |}

E Mail P

Current Dealer Info :

Phone No. :

Address :

City / State / Zip :

Svc District / Sls District :

Current Dealer No. / Name :208222 / BOB LINDSAY HONDA
309-692-3200

900 W. PIONEER PKWY.
PEORIA, IL 61615

08J/E08
Warranty Labor Rate / Date : $99.00

/

Unit Owner :

VIN Type / No. :

Model / Year .

Modei ID / Product Line :
Mifes / Hours -

in Service Date :

Months In Use :

Engine Number :

Selling Dealer No. / Name :
Trim :

No. Of Doors :
Transmission Code :
Exterior Color :

HPP/V/SC Canceliation Date :

I ;5

US VIN/ SENYF18575Bjj
PILOT /2005

YFI855INW / A

33,000

07/29/2005

53

J35A61456416

Originating Dealer No. / Name :208222 / BOB LINDSAY HONDA

208222 / BOB LINDSAY HONDA
EX-L

5

SAT

BE

Factory Warranty Start / End Date :
Factory Warranty Canceliation Date :

HPP/V/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 {D / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
N012009-12-0101534-] _- PR ]Subcase Close Product Operation 410 Front Brakes
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Issue ID: N012009-12-0101534-1
Issue Originator . Jay Pasquin Type 1. Product
Issue Owner : David Kitchen Type 2. Operation

Issue Title : | PRODUCT - OPERATION

Disposition: Complaint

Spool Report Run Date : 06/20/2012
Issue Details
Condition : Closed Wipbin :
Status : Subcase Close Open Date :  12/2/2009 2:25:47 PM
Queue : Close Date :  1/13/2010 9:13:56 AM

Cading Info :

Solution / Linked Resolution Info :

Labor Code / Desc :410 / Front Brakes
Condition Code Des¢ Other 410X
Campaign Code / Desc ;. /

Temperament Code : Please Specify
Resolutions :  Assist - AHM Partial, Repaired/Cust. Pay
Component Category : 03 - Service Brakes Sys
Previously Published : NO

Fire Indicator : NO

Rotlover indicator : NO

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Solution ID ; Resolution Title :
Solution Title :
Parts Info :
Part No. | Part Description | BO Reason

Page #: 103




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date ;: 06/20/2012
Case History
CaseID: NO012009-12-0101534 Case Title : 87 - 208222 || - M ODULE ASSY- SEEKING ASSISTANCE

#%% CASE CREATE 12/1/2009 3:52:13 PM, csudario
Contact = || . ©riority = N/A, Status = Solving.
*** CASE MODIFY 12/1/2009 3:52:20 PM, csudario
into WIP default and Status of Solving.
4% CASE EXTENDED WARRANTY LOOKUP 12/1/2009 3:52:24 PM, csudario
WARRANTY CHECK 12/01/2009 03:52:24 PM csudario
No data found for VIN.
*#* CASE CLAIMS LOOKUP 12/1/2009 3:52:27 PM., csudario
CLAIM HISTORY CHECK 12/01/2009 03:52:27 PM csudario
No data found for VIN,
*** CASE CAMPAIGN LOOKUP 12/1/2009 3:52:33 PM, csudario
CAMPAIGN CHECK 12/01/2009 03:52:33 PM csudario
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
#*% CASE VSC LOOKUP 12/1/2009 3:52:35 PM, csudario
VSC-CUC CHECK 12/01/2009 03:52:35 PM csudario
No data found for VIN.
*** CASE MODIFY 12/1/2009 3:52:50 PM, csudario
into WIP default and Status of Solving.
*¥** NOTES 12/1/2009 4:03:39 PM, csudario, Action Type : Call from Customer
ACS verified spelling of name and contact information.

Customer states that she took the vehicle in because several indicator lights came on:
- ABS light

- VSA light

- VIM-4

- BRAKE light (in red) and (!) brake system indicator.

SA-Jared tried clearing the indicators but came back on before the customer even left the lot.

Customer was told that they have to order a new modulator assy- (p/n 57110-s9v-a61) and the cost would be $1102.90 (part),
not including labor, Customer was told that labor may take approx. an hour.

Customer states that this part assy. controls all of the vehicle stability system
Customer states with such low mileage, customer feels that there is definitely a defect and would like AHM to cover the cost of the repair.

ACS provided customer with her case no. and informed her that her concerns have been noted and will be forwarded over that a RCM for review.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :  06/20/2012
Case History
Case ID: N012009-12-0101534 Case Title :  8J-208222 |- MODULE ASSY- SEEKING ASSISTANCE

ACS advised customer to allow | to 2 business days for a RCM to contact her and that AHM cannot guarantee the assistance of the repair cost.
Customer understands.

ACS dispatching case.
ok CASE MODIFY 12/1/2009 4:03:49 PM, csudario
into WIP default and Status of Solving.
*¥% CASE MODIFY 12/1/2009 4:04:04 PM, csudario
into WIP default and Status of Solving.
**¥ CASE DISPATCH 12/1/2009 4:04:19 PM, csudario
from WIP default to Queue Honda Team F.
*** CASE MODIFY 12/1/2009 4:04:48 PM, csudario
into WIP default and Status of Solving.
**% CASE MODIFY 12/1/2009 4:05:57 PM, csudario
into WIP default and Status of Solving.
***¥ NOTES 12/1/2009 4:06:39 PM, csudario, Action Type : Call from Customer
ACS asked customer if they are signed up to OWNERLINK, Customer states yes.
*¥*¥¥ CASE MODIFY 12/1/2009 4:06:44 PM, csudario
into WIP default and Status of Solving.
*#% CASE ACCEPT 12/2/2009 6:02:01 AM, jpasquin
from Queue Honda Team F to WIP Default.
*+% CASE MODIFY 12/2/2009 2:28:39 PM, jpasquin
into WIP 24 hr C/B and Status of Solving.
*** SUBCASE N012009-12-0101534-1 CREATE 12/2/2009 2:29:47 PM, jpasquin
Created in WIP Default with Due Date 12/2/2009 2:29:47 PM.
*#* NOTES 12/2/2009 2:30:10 PM, jpasquin, Action Type : Call to Customer
Called the customer and left a VM requesting a callback.
*HE COMMIT 12/3/2009 7:26:05 AM, jpasquin, Action Type :

Made to || GG dv: 12/04/2009 12:00:00 AM.

DCS Follow-Up
*** NOTES 12/3/2009 7:27:41 AM, jpasquin, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 12/6/2009

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:

The customer is requesting for assistance with a modulator assembly. Please contact DPSM for goodwill assistance and follow up.

Page # : 105




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
CaseID: N012009-12-0101534 Case Title : 8 - 208222 |} - MODULE ASSY- SEEKING ASSISTANCE

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.

Jay Pasquin
Antomobile Customer Service
310-783-7729 - Dealer use only
*¥¥ NOTES 12/7/2009 9:11:25 AM, jpasquin, Action Type : Call to Dealer
Called the dealership and left a VM for SM Craig requesting a callback.
*** NOTES 12/7/2009 9:17:09 AM, jpasquin, Action Type : Call to Customer
1 called the customer and introduced myself as the CM. The customer stated that the dealership has advised her that the modulator assembly will need to be replaced
which will cost $1100. The customer stated that considering the circumstances of the age and mileage of the vehicle, also having her service performed at Bob
Lindsay Honda, she would like for AHM to consider providing assistance. I informed the customer that T will be reviewing her request further however since
the vehicle is outside warranty coverage, assistance is not guaranteed. | informed the customer that I will follow up once her case has been reviewed.

*¥* CASE FULFILL 12/7/2009 9:17:20 AM, jpasquin
Fulfilled for || dve 12/04/2009 12:00:00 AM.

2 COMMIT 12/7/2009 9:17:26 AM, jpasquin. Action Type : N/A

dealer called? / call cust.

r CASE MODIFY COMMITMENT 12/9/2009 1:23:16 PM, jpasquin
with [ due 12/10/2005 12:00:00 AM.

*** NOTES 12/10/2009 1:48:28 PM, jpasquin, Action Type : Call to Dealer
Called the dealership and left a VM for SM Craig requesting a caliback.

*#¥ CASE FULFILL 12/10/2009 1:48:36 PM, jpasquin
Fulfilled fof T :: 12/10/2009 12:00:00 AM.

X COMMIT 12/10/2009 1:48:42 PM, jpasquin, Action Type : N/A

dealer called?

##%¥ CASE MODIFY COMMITMENT 12/11/2009 1:39:43 PM, jpasquin
witHi T duc 12/14/2005 12:00:00 AM.

5 NOTES 12/14/2009 12:22:42 PM, jpasquin, Action Type : Call from Dealer
Received a call from SM Craig. SM stated that he has spoke wtih DPSM about the customers concern and was informed that a 50/50 split will be a good

offer to present to the customer. SM stated that he has yet to get a hold of the customer but will try again today. I thanked SM and I informed SM that
I will be foilowing up.

**% CASE FULFILL 12/14/2009 12:23:00 PM, jpasquin
Fulfilled fo | v 12/14/2009 12:00:00 AM.
#x COMMIT 12/14/2009 12:23:04 PM, jpasquin, Action Type : N/A
f/u wth dealer /cust
4+ CASE MODIFY COMMITMENT 12/16/2009 1:16:33 PM, jpasquin
with [ dvc 12/21/2005 12:00:00 AM.

*** NOTES 12/23/2009 1:09:04 PM, jpasquin, Action Type : Call to Dealer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Speol Report Run Date : 06/20/2012
Case History
CaseID: NO012009-12-0101534 Case Title :  8J - 208222 |- M ODULE ASSY- SEEKING ASSISTANCE

Called the dealership and spoke with SA Todd. SA stated they have ordered the part for the customer and that the customer is scheduled for an appointment on
the first of January.

¥¥*NOTES 12/23/2009 1:09:30 PM, jpasquin, Action Type : Call to Customer
I called the customer and left a VM requesting for a callback.
*¥** CASE FULFILL 12/23/2009 1:09:38 PM, jpasquin
Fulfilled for ||| GGG A 12/21/2009 12:00:00 AM.
% COMMIT 1[2/23/2009 1:09:43 PM, jpasquin, Action Type : N/A
cust. called?
¥ CASE MODIFY COMMITMENT 12/29/2009 2:13:16 PM, jpasquin
with [ cuc 01/05/2010 12:00:00 AM.
*** CASE RULE ACTION 12/29/2009 3:52:13 PM. sa
Action owner - 30 days of rule Case Closure fired
#** NOTES 1/5/2010 12:39:40 PM. jpasquin, Action Type : Call to Costomer
I called the customer for a follow up/. The customer stated that she still has not heard anything from the dealership in regards to her concern. I informed

the customer that a 50% offer has been presented and the customer stated that she is ok with the offer. | informed the customer that 1 will notify the dealership
again to set up an appointment,

*** NOTES 1/5/2010 12:40:11 PM, jpasquin, Action Type : Call to Dealer
I called the dealership and spoke with SM Craig. SM stated that he wil call the customer again to set up an appointment.
*** CASE FULFILL 1/5/2010 12:40:20 PM, jpasquin
Fulfilled for || dvc 01/05/2010 12:00:00 AM.
##x COMMIT 1/5/2010 12:40:26 PM, jpasquin, Action Type : N/A
f/u with cust.
*¥** NOTES 1/8/2010 1:29:07 PM, jpasquin, Action Type : Call to Customer
I called the customer for a follow up. The customer stated again that the dealership stiil has not contacted her back. The customer stated that she will just
call the dealership herself and speak with the SM. I thanked and apologized the customer for the inconvienence and I informed the customer that 1 will be following
up again.
**¥ CASE FULFILL 1/8/2010 1:29;16 PM, jpasquin
Fulfilled for ||| GG dve 01/08/2010 12:00:00 AM.
Bk COMMIT 1/8/2010 1:29:19 PM, jpasquin, Action Type : N/A
f/u with cust.
** CASE YANKED /1272010 10:27:44 AM, wparker
Yanked by wparker into WIPbin default.
*+* CASE ASSIGN 1/12/2010 1:44:52 PM, wparker
N012009-12-0101534 to dkitchen, WIP CURRENT TIMESTAMP
*#* CASE RULE ACTION 1/12/2010 :44:52 PM], sa
Action Task Assignee of rule Assign Notification fired
**% NOTES 1/13/2010 9:12:17 AM, dkitchen, Action Type : Call to Customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
CaseID: N012009-12-0101534 Case Title 1 85 - 208222 | - M ODULE ASSY- SEEKING ASSISTANCE

Talked with customer and she confirmed she talked with the SM. She said the dealership is splitting the cost with her and she is very pleased with AHM and
the dealer's participation. Customer said she appreciated the previous CM's proactive help as well.

[ advised customer that [ was following up and advised her to call us if she has any questions in the future.

Customer thanked me for the call. no further action is required.
*** CASE MODIFY 1/13/2010 9:12:24 AM, dkitchen
into WIP default and Status of Solving.
*#+ CASE MODIFY 1/13/2010 9:12:28 AM, dkitchen
into WIP default and Status of Solving.
*#x SUBCASE N012009-12-0101534-1 YANKED 1/13/2010 9:12:56 AM. dkitchen
Yanked by dkitchen into WIPbin default.
*** SUBCASE N012009-12-0101534-1 CLOSE 1/13/2010 9:13:56 AM, dkitchen
Status = Solving, Resolution Code = Instruction Given
*¥** CASE MODIFY 1/13/2010 9:13:39 AM, dkitchen
into WIP default and Status of Solving.
*** CASE CLOSE 1/13/2010 9:14:02 AM, dkitchen
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case Details
Case iD : N012008-10-2200221 Division : Honda - Auto Condition : Closed Open Date : 10/22/2008 8:03:16 AM
Case Originator : Oneita Evans (Team HB) Sub Division :  Customer Relations Status : Closed Close Date : 11/6/2008 9:09:25 AM
Case Owner:  Matt Caldarella (Team HG) Method : Phone Queue : Days Open: 15
Last Closed By : Matt Caldarella (Team HG) Point of Origin : Customer Wipbin :

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 / Sis District . 05F / F05

Warranty Labor Rate / Date : $104.00 /

Case Title : (DANBURY) -05F || -V SA LIGHT COMING ON No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : Unit Owner : I
Dealer No. : VIN Type / No. : Us VIN/ SENYF 1856 SHR
Site Phone No. : Model / Year: PILOT /2005
Contact Name : Model ID / Product Line : YF1855INW / A
Day Phone No. : Mites / Hours : 50,000
Evening Phone No. : In Service Date : 08/29/2005
Cell / Pager No. : Months In Use : 38
Fax No. : Engine Number : J35A61458802
Address : Originating Dealer No. / Name :207994 / HONDA OF DANBURY
City / State / Zip : NEW MILFORD, CT [} Selling Dealer No. / Name : 207994 / HONDA OF DANBURY
E Mail : Trim : EX-L
Svc District / Sls District :  / No. Of Doors : 5
Transmission Code : S5AT
Current Dealer Info : Exterior Color : sl

Factory Warranty Start / End Date :
Factory Warranty Canceliation Date :

HPP/VVSC Coverage Start / End Date :

HPP/N/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
N012008-10-2200221-1 / ||l PRODUCT - |Subcase Close Product Operation 413 Master Cylinder
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 06/20/2012

Issue Details

Issue Title :

B PRODUCT - OPERATION

Issue ID : N012008-10-2200221-1 Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Matt Caldarella Type 1: Product Status : Subcase Close Open Date :
Issue Owner : Matt Caldarella Type 2: Operation Queue : Close Date :

10/23/2008 6:16:56 AM
11/6/2008 9:09:19 AM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc : 413 / Master Cylinder
Condition Code Desc TCS/VSA 4131
Campaign Code / Desc .
Temperament Code : Cold
Resolutions :
Component Category : 03 - Service Brakes Sys

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

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

Operates as Designed, Documented Concern

Sotution ID : Resolution Title :
Solution Title ©
Parts Info :
Part No. Part Description | BO Reason

Page #: 131




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

06/20/2012

Case History
Case ID: NO0I2008-10-2200221 Case Title:  (DANBURY) -05F | -VSA LIGHT COMING ON

*** CASE CREATE 10/22/2008 8:03:16 AM, oevans
Contact =[] Pricrity = N/A, Status = Solving.
**% CASE MODIFY 10/22/2008 8:03:23 AM, oevans
into WIP default and Status of Solving.
*** CASE MODIFY 10/22/2008 8:03:48 AM, oevans
into WIP default and Status of Solving.
*% CASE MODIFY (0/22/2008 8:08:48 AM, oevans
into WIP default and Status of Solving.
***¥ CASE EXTENDED WARRANTY LOOKUP 10/22/2008 8:11:17 AM, oevans
WARRANTY CHECK 10/22/2008 08:11:16 AM oevans
No data found for VIN.
*** CASE CLAIMS LOOKUP 10/22/2008 8:11:20 AM, oevans
CLAIM CHECK 10/22/2008 08:11:20 AM oevans
The following Claim History information was found
0; 2007-09-17; 207994; 00463 1; 510; 748120 ; POWER DOOR LOCK ACTUATOR, LEFT FRONT; WITH OR WITHOUT
LATCH ASSY - REPLACE.
*** CASE CAMPAIGN LLOOKUP 10/22/2008 8:11:22 AM, oevans
CAMPAIGN CHECK 10/22/2008 08:11:22 AM oevans
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
*%% CASE VSC LOOKUP 10/22/2008 8:11:23 AM, oevans
VSC-CUC CHECK 10/22/2008 08:11:23 AM oevans
No data found for VIN.
*** NOTES 10/22/2008 8:24:58 AM, oevans, Action Type : Call trom Customer
Brakes Locke Up (info verified)

Customer called and stated that on two occasions his brakes locked up. This first time the VSA light came on, so he took the vehicle to Honda Of Danbury.
The service advisor told him that they were not able to find any thing wrong. The second time it happened was yesterday, and he once again took his vehicle
to the dealer. The service advisor was unable to find anything wrong with his vehicle. Customer is very concern that his vehicle is not safe and would like
for someone to contact the dealer regarding his concern.

I apologized and told him that someone will call him within 1-2 business days. I gave him the case number and told him that I could not promise him the
out come of his request. Mr. Rossi was given the case number again along with the fax number.

*** CASE MODIFY 10/22/2008 8:25:09 AM, oevans
into WIP default and Status of Solving.
*** CASE MODIFY 10/22/2008 8:25:21 AM, oevans
into WIP default and Status of Solving.
*** CASE EXTENDED WARRANTY LOOKUP 10/22/2008 8:25:27 AM, oevans
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA ‘
Spool Report Run Date : 06/20/2012

Case History
Case ID: NO012008-10-2200221 Case Title:  (DANBURY) -05F || -V SA LIGHT COMING ON
WARRANTY CHECK 10/22/2008 08:25:27 AM oevans
No data found for VIN.
**% CASE CLAIMS LOOKUP 10/22/2008 8:25:31 AM, oevans
CLAIM CHECK 10/22/2008 08:25:31 AM oevans
The following Claim History information was found
0; 2007-09-17; 207994; 00463 1; 510; 748120 ; POWER DOOR LOCK ACTUATOR, LEFT FRONT; WITH OR WITHOUT
LATCH ASSY - REPLACE.
**¥* CASE CAMPAIGN LOOKUP 10/22/2008 8:25:32 AM, oevans
CAMPAIGN CHECK 10/22/2008 08:25:32 AM oevans
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
*E% CASE VSC LOOKUP 10/22/2008 8:25:33 AM. oevans
VSC-CUC CHECK 10/22/2008 08:25:33 AM oevans
No data found for VIN.
*#+ CASE MODIFY 10/22/2008 8:25:41 AM, oevans
into WIP default and Status of Solving.
*** CASE DISPATCH 10/22/2008 8:253:57 AM, oevans
from WIP default to Queue Honda Team G.
*#* CASE ASSIGN 10/22/2008 10:11:40 AM, aharlan
NO012008-10-2200221 to mcaldare, WIP
*** CASE RULE ACTION 10/22/2008 10:11:41 AM, sa
Action Task Assignee of rule Assign Notification fired
**¥ CASE MODIFY 10/23/2008 6:07:51 AM, mcaldare
into WIP default and Status of Solving.
¥+x CASE MODIFY 10/23/2008 6:16:09 AM., mcaldare
into WIP default and Status of Solving.
*** SUBCASE N012008-10-2200221-1 CREATE 10/23/2008 6:16:56 AM, mcaldare
Created in WIP Default with Due Date 10/23/2008 6:16:56 AM.
*** CASE MODIFY 10/23/2008 6:17:06 AM, mcaldare
into WIP default and Status of Solving.
o COMMIT 10/23/2008 6:17:10 AM, mealdare, Action Type : N/A
Made to [ dve 10/23/2008 05:00:00 PM.
intro to customer

*** CASE MODIFY 10/23/2008 6:17:47 AM, mcaldare
into WIP default and Status of Solving.
**x NOTES 10/23/2008 9:08:24 AM, jroach, Action Type : Call for Case Mgr
The customer called to speak to his case manager. I transferred him to his RCM. The customer needed no further assistance at this time.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spocl Report Run Date :

06/20/2012

Case History
CaseiD: NO012008-10-2200221 Case Title :  (DANBURY) -05F [ -VsA L1GHT COMING ON

*#* NOTES 10/23/2008 9:27:44 AM, mcaldare, Action Type : Call from Customer
I received a call from Mr. -to discuss his concerns. The customer stated that he is concerned with the operation of his vehicles VSA system. The
customer stated that 7 months ago, while traveling roughly 35mph his vehicles brakes locked up completely while driving bringing the vehicle to a complete stop
and the VSA light came on. He stated that this past Monday, his vehicle did the same thing while driving at 20mph. The customer stated that he took
the vehicle to Honda of Danbury but nothing was found to be inoperable. He stated that Edmondcars.com has a list of individuals who has experienced this same
condition with their Honda Pilots. 1 stated that Honda has no SB or news of this issue. The customer stated that he will fax me a copy of the reports
from other Pilot owners who have experienced this same issue. I stated that I will follow up with the dealership to get their thoughts on the situation and
follow back up with him. The customer understood.

X NOTES 10/23/2008 6:54:30 AM, mcaldare, Action Type : Call to Dealer
I contacted Jay, SM at Honda of Danbury. He stated that this customer did bring this issue to his attention but the dealership did not find any thing
wrong with his vehicle. He stated that the dealership checked the customers brakes and nothing was found to be out of spec, no seized calipers and no leaks
in the system. He stated that there were no store defect codes found when checking the ECM and VSA system. | informed . that I will discuss this
further with the customer.

*4¥ CASE FULFILL 10/23/2008 9:55:08 AM, mcaldare
Fulfilled for [ dve 10/23/2008 05:00:00 PM.

% COMMIT 10/23/2008 9:55:14 AM, mcaldare, Action Type : N/A

Made to | I duve 10/28/2008 05:00:00 PM.

call customer

X CASE MODIFY 10/23/2008 9:55:38 AM, mcaldare
into WIP 5F and Status of Solving.

**¥ NOTES 10/23/2008 2:04:28 PM, pnassimb, Action Type : Call from Customer
Customer was transferred to motorcycle, X16582. Transferred customer to Matt x17735 in auto.

% NOTES 10/23/2008 2:08:05 PM, mcaldare, Action Type : Call from Customer
The customer called Honda requesting information on his case. | stated that I do not have any updated information for him. I stated that | did talk to
the dealership today however, they informed Honda that they could not find anything wrong with his vehicle. T stated that ultimately, the dealership will have
to duplicate or verify his concerns exist in order to repair the vehicle. 1 stated that he can set an appointment up with the dealership and I will authorize
a few hours of diagnostic time for him but I will not make a guaranty regarding an outcome. The customer stated that he would take Honda up on this offer.
He then asked if [ received the fax he just submitted. 1 stated that I have not at this time but stated that T will read that when it is in my possession.
The customer understood.

*** CASE MODIFY 10/23/2008 2:08:30 PM, mcaldare
into WIP SF and Status of Solving.

**¥ NOTES 10/23/2008 2:12:19 PM, kperez, Action Type : Call from Customer
The customer called for the CM and ACS forwarded the customer to the CM's voicemail.

*** NOTES 10/28/2008 1:37:34 PM, mcaldare, Action Type : Call to Customer
I contacted Mr |- 1 informed the customer that I did read the Edmondscars.com information he provided. I stated that those article from other 2005
Honda Pilot owners seem to be indicating the same issue occurring to them but there is not way to very that the incidences for alf caused by the same issue.
1 asked the customer if his vehicle is currently at Danbury. He stated that it is. T stated that T will keep in touch with the dealership to verify
what, if anything has been found on this vehicle. T stated that 1 am also going to recommend that the dealership contact Honda to discuss this issue with
Honda technical division for diagnostic assistance. The customer understood and thanked me for the follow up call. He stated that he is currently out of town

Page #: 134




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 06/20/2012

Caseg History
Case ID: NO012008-10-2200221 Case Title: (DANBURY) -05F | -V SA LIGHT COMING ON

and will not be back until Thursday. I stated that I will contact the dealership for him by then to verify the status of his case.
*#k*¥ CASE FULFILL 10/28/2008 1:537:44 PM, mcaldare
Fulfilled for || due 10/28/2008 05:00:00 PM.
& COMMIT 10/28/2008 1:37:47 PM, mcaldare, Action Type : N/A
Made to [ I due !0/30/2008 05:00:00 PM.
call dealership
% CASE MODIFY {0/28/2008 1:38:07 PM., mcaldare
into WIP 5F and Status of Solving,
*#x CASE MODIFY 10/29/2008 §:24:42 AM, mcaldare
into WIP 5F and Status of Solving.
*** CASE FULFILL 10/30/2008 2:01:33 PM, mcaldare
Fulfilled for || due !0/30/2008 05:00:00 PM.
F COMMIT 10/30/2008 2:01:38 PM, mcaldare, Action Type : N/A
Made to JAY LUCAS due 11/03/2008 05:00:00 PM.
verify diagnostic findings
*** CASE MODIFY 10/30/2008 2:01:59 PM, mcaldare
into WIP 5F and Status of Solving.
*+* NOTES 10/31/2008 8:05:41 AM, vlucas, Action Type : Call for Case Mgr
Customer called to speak with RCM,
ACS tried to contact RCM but he is unavailable.
ACS offered to transfer customer to VM - call transferred.
6% NOTES 11/5/2008 1:25:39 PM, mcaldare, Action Type : Call to Dealer
1 attempted to contact Jay, SM at Honda of Danbury once again. He was unavailable. 1 left a message asking that he call Honda back to discuss this
customers issues once again.
*** CASE FULFILL 11/5/2008 1:26:035 PM, mcaldare
Fulfitled for ||| dve 11/03/2008 05:00:00 PM.
% COMMIT 11/5/2008 1:26:11 PM, mcaldare, Action Type : N/A
Made to || due 11/07/2008 05:00:00 PM.
verify status with dealership
**x CASE MODIFY 11/5/2008 1:26:37 PM, mcaldare
into WIP 5F and Status of Solving.
*%* NOTES 11/6/2008 9:05:14 AM, mcaldare, Action Type : Call to Dealer
| contacted ). SM at Honda of Danbury. He stated that his dealership test drove this vehicle and had their HDS hooked up while driving. He stated
that the vehicle operated as designed and their were no indications that something was wrong. He stated that no codes showed in the HDS and the dealership
advised the customer to pick the vehicle up. He stated that the customers were advised that Honda cannot fix or replace parts that are not found to be defective.
1 stated that 1 will call the customer to inform them that Honda can repair a vehicle that is not found to have any part in need of repair.
*#% NOTES 11/6/2008 9:08:58 AM, mcaldare, Action Type : Call to Customer
1 contacted Mr. i to discuss his concerns. [ stated that after discussing his concerns with [}, SM at Honda of Danbury, it was determined that there
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012

Case History

Case ID: N012008-10-2200221 Case Title:  (DANBURY) -05F || -V SA LIGHT COMING ON

was no defect on the vehicle. I stated that Honda does have his concerns documented however and if this issue shows up in a way that can be duplicated by

Honda, he can contact Honda to discuss goodwill assistance. [ stated that assistance is not guarantied but Honda would like the opportunity to investigate his
concerns. The customer understood and nothing further was required. Closing case.

*** SUBCASE N012008-10-2200221-1 CLOSE 11/6/2008 9:09:19 AM. mcaldare
Status = Solving, Resolution Code = Instruction Given

*** CASE MODIFY 11/6/2008 9:09:22 AM, mcaldare
into WIP 5F and Status of Solving.

% CASE CLOSE 11/6/2008 9:09:25 AM, mcaldare
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :

06/20/2012

Case Details

Current Dealer No. / Name :
Phone No. :

Address :

City / State / Zip :

Svc District / Sis District : ~ /
Warranty Labor Rate / Date :

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

HPP//SC Coverage Start / End Date :

HPP/\/SC Cancellation Date :

Extended Warranty Start / End Date :
Extended Warranty Canceilation Date :

Case ID: NO0T2010-03-0500995 Division : Honda - Auto Condition : Closed Open Date :  3/5/2010 12:43:53 PM
Case Originator : Kawana Riley (Team HB) Sub Division ©  Customer Relations Status : Closed Close Date :  3/5/2010 1:20:09 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 Tite : |- FILE COMPLAINT AGAINST VSA No. of Attachments : 0
Site / Contact Info : Product info :
Site Name : ] Unit Owner : B 5 ¢
Dealer No. VIN Type / No. : US VIN / 5FNYF18565B (I
site Phone No.: ||| Gz Model /Year : PILOT /2005
Contact Name : [ Model ID / Product Line : YFI855INW / A
Day Phone No. : ] Miles / Hours : 73,000
Evening Phone No. : [N In Service Date : 08/29/2005
Cell / Pager No. : Months In Use : 55
Fax No. : Engine Number : J35A61458802
Address : I Originating Dealer No. / Name :207994 / HONDA OF DANBURY
City / State / Zip : NEW MILFORD, CT [} Selling Dealer No. / Name : 207994 / HONDA OF DANBURY
E Mait : Trim : EX-L
Svc District / Sis District ./ No. Of Doors : 5
Transmission Code . 5AT
Current Dealer Info : Exterior Color : SI

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
N012010-03-0500995-1 / |l - PRODUCT - |Subcase Close Product Operation 413 Master Cylinder
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case Title

B FILE COMPLAINT AGAINST VSA

Spool Report Run Date : 06/20/2012
Case Details
Case D : N012010-03-0500995 Division : Honda - Auto Condition : Closed Open Date : 3/5/2010 12:43:53 PM
Case Originator : Kawana Riley (Team HB) Sub Division :  Customer Relations Status : Closed Close Date :  3/5/2010 1;20:09 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 :

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 :

E Mail ;

Svc District / Sis District:  /

5

NEW MILFORD, CT [}

Current Dealer Info :

Current Dealer No. / Name :

Unit Owner : B 5

VIN Type / No. : US VIN/ SFNYFISSGSB-
Model / Year : PILOT /2005

Model ID / Product Line : YF1855INW /A

Mites / Hours . 73,000

In Service Date : 08/29/2005

Months in Use : 35

Engine Number : J35A61458802

Originating Dealer No. / Name :207994 / HONDA OF DANBURY
Selling Dealer No. / Name : 207994 / HONDA OF DANBURY

Trim : EX-L
No. Of Doors : 5
Transmission Code : SAT
Exterior Color : SI

Factory Warranty Start / End Date :

Phone No. : Factory Warranty Canceliation Date :
Address : HPP/A/SC Coverage Start/ End Date ;
City / \_Sta_te / Zip : o HPP/A/SC Canceliation Date :
Sve District / Sls District -~/ Extended Warranty Start/ End Date :
Warranty Labor Rate / Date : f , .
; 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
N012010-03-0500995-1/ _ PRODUCT - |Subcase Close Product Operation 413 Master Cylinder
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 06/20/2012

Issue Details

Issue Title : | - PRODUCT - OPERATION

Issue ID :  NO012010-03-0500995-1 Disposition: Complaint Condition : Closed Wiphin :
Issue Originator : Kawana Riley Type 1: Product Status : Subcase Close Open Date :  3/5/2010 1:19:27 PM
Issue Owner : Kawana Riley Type 2: Operation Queue : Close Date :  3/5/2010 1:20:02 PM

Coding Info :

Labor Code / Desc :413 / Master Cylinder
Condition Code Desc TCS/VSA 4131
Campaign Code / Desc: /

Temperament Code : Please Specify
Resolutions :  Documented Concern
Component Category : 03 - Service Brakes Sys

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

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Solution / Linked Resolution Info :
Salution 1D ; Resolution Title :
Solution Title :
Parts Info :
Part No. Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
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Spool Report Run Date :

06/20/2012

Case History
Case ID: N012010-03-0500995 Case Tite : | - FILE COMPLAINT AGAINST VSA

**% CASE CREATE 3/5/2010 12:43:53 PM, kriley
Contact = [ ] . Priority = N/A, Status = Solving.

**¥¥ NOTES 3/5/2010 1:16:48 PM, kriley, Action Type : Call from Customer
Verified customer contact information.

situation: vehicle brakes system locks up while driving

probing questions: customer says that his brakes have locked up on him a total of 3 times as he was driving. He says he has contacted NHTSA and filed
a complaint and he contacted AHM and opened a case about this in the past and now it happened again. He says he read online that this has happened to 13
other 2005 Pilots before as well. He is calling to have this issue documented.

Inbound summary: acs documented the issue as requested and thanked customer for calling. He needs no further assistance.
*#x SUBCASE N012010-03-0500995-1 CREATE 3/5/2010 1:19:27 PM. kriley
Created in WIP Default with Due Date 3/5/2010 1:19:27 PM.
**¥ SUBCASE N012010-03-0500995-1 CLOSE 3/5/2010 1:20:02 PM, kriley
Status = Solving, Resolution Code = Instruction Given
**¥ CASE MODIFY 3/5/2010 1:20:04 PM, kriley
into WIP default and Status of Solving.
*¥% CASE CLOSE 3/5/2010 1:20:09 PM, kriley
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Case Title :

(DANBURY) 5F- - BRAKING ISSUE

No. of Attachments : 2

Spool Report Run Date : 06/20/2012
Case Details
Case D : N012012-05-1401032 Division : Honda - Auto Condition : Closed Open Date : 5/14/2012 10:30:03 AM
Case Originator : Stephanie McDaniel (Team HA)  Sub Division :  Customer Relations Status : Closed Close Date: 6/15/2012 2:45:36 PM
Case Owner . Sergio Salvador (Team HG) Method : Phone Queue : Days Open: 32
Last Ciosed By : Sergio Salvador (Team HG) Point of Origin : Customer Wipbin :

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 : /

NEW MILFORD, CTI

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 / Sis 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/N/SC Cancellation Date :

1SH
Us VIN/ SENYF1856SHR
PILOT /2005

YF1855INW / A

115,308

08/29/2005

81

J35A61458802

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

207994 / HONDA OF DANBURY
EX-L

5

SAT

S1

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 Applicabie 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
N012012-05-1401032-1 [l - PRODUCT - | Subcase Close Product Operation 413 Master Cylinder
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :  06/20/2012

Issue Details

Issue ID: N012012-05-1401032-1
Issue Originator : Sergio Salvador Type 1: Product
Issue Owner ; Sergia Salvador Type 2. Operation
Issue Title : | l}- PRODUCT - OPERATION

Disposition: Complaint

Condition : Closed Wipbin :
Status . Subcase Close Open Date : 5/14/2012 2:02:56 PM
Queue : Close Date : 6/15/2012 2:45:33 PM

Coding Info :

Solution / Linked Resolution info :

Labor Code / Desc :413 / Master Cylinder
Condition Code Desc TCS/VSA 4131
Campaign Code / Desc ;  /

Temperament Code : Please Specify
Resolutions .  Assist - Dealer100%, No Defect Found
Component Category : 03 - Service Brakes Sys
Previously Published : NO

Fire indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality indicator: NO
Dealer Cading:

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 : 06/20/2012

Case History
CaselD: NO012012-05-1401032 Case Title :  (DANBURY) 5F - BRAKING ISSUE

%k CASE CREATE 5/14/2012 10:50:03 AM, smcdanie
Contact | . Priority = N/A, Status = Solving.

*¥* NOTES 5/14/2012 11:00:03 AM, smcdanie, Action Type : Call from Customer
Updated Customer's Info

RO 0 |

Customer called because he has a new complaint on the braking issue. Cnstomer said it's the same issue he had 4 other times. Customer said the VSA system
locks up. Car is coming to very abrupt stops. The VSA light came on. Customer took the vehicle to HONDA OF DANBURY this morning and they have
not reported back to him yet. Customer wants to know if this car is safe to drive. Customer wants us to resolve this issne. Customer said the previous times
he's been to the drl for this they have not been able to tell him what's wrong.

ACS advised that we will forward the case to a CM for liaison assistance to help get this issue resolved. ACS provided customer with a case number and advised
a CM will be in contact within 1 business days.

Customer understood and required no further assistance.
*#* CASE MODIFY 5/14/2012 11:00:51 AM, smcdanie
into WIP default and Status of Solving.
*#* CASE MODIFY 5/14/2012 11:02:07 AM. smcdanie
into WIP default and Status of Solving.
** CASE DISPATCH 5/14/2012 11:02:20 AM, smcedanie
from WIP default to Queue Honda Team G.
**% CASE ASSIGN 5/14/2012 1:31:24 PM, galbu
NOI2012-05-1401032 to ssalvado, WIP
*#* SUBCASE NO[2012-05-1401032-1 CREATE 5/14/2012 2:02:56 PM, ssalvado
Created in WIP Default with Due Date 5/14/2012 2:02:56 PM.
*ECOMMIT 5/14/2012 2:03:11 PM, ssalvado, Action Type : N/A
Made to [ due 05/18/2012 02:03:13 PM.
DCS Follow-Up
*ENOTES 5/14/2012 2:03:34 PM, ssalvado, Action Type : Dealer Communication
ATTN: SERVICE MANAGER RESOLUTION DUE DATE : 5/17/2012

Good Afternoon

The purpose of this message is regarding a recent contact by customer [ ] QN sF~YF1856 5B} Customer contacted ACS regarding an issue
with the vehicle braking/VSA. ACS is currently seeking information regarding the case. Would you contact ACS back to discuss the following:

-PLEASE PROVIDE A COPY OF REPAIR ORDER, IF AVAILABLE
~The Date and Mileage the vehicle was in for the issue
- The Repair Order Number
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :  06/20/2012

Case History
Case ID: N012012-05-1401032 Case Title :  (DANBURY) 5F- |- BRAKING ISSUE

- What was the diagnosis of the issue that the customer is concern with
- Has the customer brought up the concern in the past

- 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
** CASE MODIFY 3/14/2012 2:04:24 PM, ssalvado
into WIP ** default ** and Status of Solving.
** CASE RULE ACTION 5/13/2012 3:24:39 AM, sa
Action Task Assignee of rule Assign Notification fired
***¥ NOTES 5/15/2012 7:41:17 AM, ssalvado, Action Type : Call to Dealer
ACS called dealership and left message for Jay, SM, requesting a call back to discuss the case.
*#¥ NOTES 5/15/2012 9:03:33 AM, ssalvado, Action Type : Call to Customer
ACS called customer who confirmed that her husband was in contact with Bank of America who informed them that they saw something on the account but would
it. Customer stated that assuming that the amount that matched what the dealership reimbursed matched and was confirmed to be related to the VSC cancellation,
the credit should show up in the next statement, Customer stated that Zurex informed her that a new check for the difference would be paid to the dealership

in early June. Customer stated that based on the conversation with Bank of America and Zurex the matter should be resolved by the end of June. Customer was
asked to call back if the concern was not resolved by June for further review.

The customer confirmed that the vehicle was repaired for the brake concern and was being returned to them today and she would be faxing over the documents by
Customer was informed that ACS would call her Monday once the documents were received and reviewed.

***% NOTES 5/15/2012 9:05:30 AM, ssalvado, Action Type : Note-General
Disregard NOTES 05/15/2012 09:03:53, notes added in error.
*** CASE MODIFY 5/15/2012 9:05:37 AM, ssalvado
into WIP ** default ** and Status of Solving.
**¢ NOTES 5/15/2012 10:56:25 AM, ssalvado, Action Type : Call to Dealer
ACS called dealership and left message for Jay, SM, requesting a call back to discuss the case.
*#* NOTES 5/15/2012 1:19:15 PM, ssalvado, Action Type : Catll to Dealer
ACS called dealership ands spoke with John, SA, who informed ACS that the customer was in yesterday and picked up today, vehicle was at 114K miles.
SA informed ACS that he worked with the customer and that the SM was not in to discuss the case. The customer came in claiming that the VSA was locking

up his wheels during operation and the VSA light turned on. SA stated that upon inspection they found DTC set for the brake switch which they replaced for
the customer and covered it internally. SA stated that the customer was in 8/2011 at 101K miles with a similar complaint and upon diagnosis they found
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 06/20/2012

Case History
Case ID: NO012012-05-1401032 Case Title :  (DANBURY) 5F- - BRAKING ISSUE

a DTC for the brake switch and the battery threshold, at which time they replaced the brake switch. SA informed ACS that the vehicle was returned to the
customer earlier today. SA stated that the customer was in back in 2008 for the same symptom but no problems were confirmed at that time.

**¥£ NOTES 5/15/2012 2:22:26 PM, ssalvado, Action Type : Call to Customer
ACS called customer in regards to his brake concern. Customer stated that as of this past Saturday he has experience the failure a total of 5 times. Customer
stated that as he is driving along at about 30 mph- 40 mph and applies the brake pedal to come to a slow stop, the brakes on the vehicle lock up. Customer
stated that he believe the failure was related to the ABS/VSA kicking in and in more than one occasion the VSA light turns on but usually goes off. Customer
stated that on this last occasion the VSA light turned on and stayed on after the incident and up to the point that the vehicle was towed into the dealership
on Monday. Customer stated that the dealership repiaced a brake switch but they informed him that they could not gnarantee that they resolve the issue. Customer
stated that he is concern that the failure may cause him to get into a rear end collision and would like the matter addressed. Customer stated that the concern
began back in 2008 and may be several months, about 6-9 months before the failure occurs. Customer stated that the failure occurs regardless of time of day,
road conditions, weather conditions or even temperature. The customer did state that one thing he did notice was that the vehicle does not stop straight, as the
vehicle wheels lock, the vehicle rear end has jerked out to the left. Customer was informed that ACS would like to review the case with the SM to confirm
the vehicles history and repairs. Customer commented that he had taken the vehicle to Bufford Honda in South Carolina as well. Customer was informed that ACS
would call him back on Tuesday.

#**x CASE MODIFY 5/15/2012 2:22:37 PM, ssalvado
into WIP ** default ** and Status of Solving.

*#x NOTES 5/18/2012 11:14: 17 AM, ssalvado, Action Type : Call to Dealer
ACS called dealership and left message for Jay, SM, requesting a call back to discuss the case.

***¥ CASE MODIFY 5/18/2012 11:14:20 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

*0r CASE MODIFY COMMITMENT 5/{8/2012 2:01:00 PM, ssalvado
witHi I duve 05/21/2012 02:03:13 PM.

45 CASE MODIFY COMMITMENT 5/18/2012 2:01:06 PM, ssalvado
witHi I dve 05/21/2012 02:03:13 PM.

*** CASE MODIFY 5/18/2012 2:01:16 PM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

**%¥ NOTES 5/21/2012 10:46:11 AM, ssalvado, Action Type : Call to Dealer
ACS called dealership and left message for Jay, SM, requesting a call back to discuss the case.

**% CASE MODIFY 5/21/2012 10:46:16 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

*EENOTES 5/21/2012 2:38:00 PM, ssalvado, Action Type : Call to Customer
ACS spoke with ., SM, who informed ACS that the customer was in on 5/15/12 at 114828 miles. SM stated that the customer claimed that the
VSA failed and upon diagnosis retrieved DTC 68-1, brake switch failure. SM stated that they road tested the vehicle and could not duplicate the symptoms.

SM stated that they called Tech Line and told that the concern was usually brought upon by the application of the gas pedal and brake pedal being applied at
the same time. SM stated that they replaced the switch as a precaution.

SM stated that the customer was last in 8/12/11 at 101293 miles stating that the VSA light and the brakes grabbed. Customer stated that the triangle
and VSA light turned on and then the brakes locked up but when the ignition switch was cycled the lights and symptoms would reset SM stated that at the time
they confirmed DTC set for a battery voltage failure, brake switch and internal power failure at which time they replaced the brake switch.
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Case ID: NO012012-05-1401032 Case Titte :  (DANBURY) 5F- - BRAKING ISSUE

SM stated that the customer was in on 5/29/2008 at 44894 miles complaining about the brakes grabbing and the VSA light turning on as well as being
able to move gears without the key. SM stated that upon inspection they confirmed a clicking niose when hitting the brakes, which they found a broken linkage
inside shifter mechanism, which they replaced. SM was asked to fax over RO.

**% NOTES 5/22/2012 1:26:29 PM, ssalvado, Action Type : Field Service
ACS called DPSM and left a message requesting a call back.
*** NOTES 5/23/2012 7:42:17 AM, ssalvado, Action Type : Letter/Fax
ACS received a 5 page document from the dealership refering to the history of the customers concern.
*** CASE ADD ATTACHMENT 5/23/2012 7:45:20 AM, crmsuser
Added attatchment ScanDoc 1 with path \ahmtor] O\crms_scandoc\ScanDoc_Final\N012012-05-1401032_1_].pdf
**#% NOTES 5/23/2012 7:49:18 AM, ssalvado, Action Type : Note-General
RO 136014 refers to the customer visit to the dealership on 10/27/2008 when he first brought up the concern. Dealership was not able to verify any

DTC or any faults during the test drive. Dealership inspected the transmission, brakes system, VSA system as advised by tech line but no defects in factory
parts or workmanship were found.

**% CASE MODIFY 5/23/2012 7:49:25 AM, ssalvado
into WIP SF- Rena Baeza and Status of Solving.
* NOTES 5/23/2012 1:16:32 PM, ssalvado, Action Type : Field Service
ACS called DPSM and reviewed the case and the customer concern, DPSM was informed that the dealership had been in contact with Tech line and based on

the RO have followed Tech Line suggestion with the exception of test driving the vehicle with the customer, DPSM and ACS agreed that the customer should
test drive the vehicle to determine if the concern may have anything to do with how the vehicle is operated.

¥FENOTES 5/23/2012 1:20:19 PM, ssalvado, Action Type : Call to Dealer
ACS called dealership and spoke with ., SM, who was informed that in reviewing the RO and notes ACS would like to have them ride along with the customer
to determine if the concern may be related to the customer driving habits. SM was informed that in reviewing the RO ACS noticed that back in 2008 the
vehiclelis various systems that may cause the customer symptoms where inspected but had not been inspected since. SM was informed that ACS would like to

if any changes may have taken place between 2008 inspection until now. ACS and dealership agreed that the vehicles various systems would be inspected the eliminate

the possibility of a component failure of which ACS will pay for, estimated $100 for the diagnosis. SM was informed that the customer would be referred
to the dealership to make arrangements on the repairs.

#2% NOTES 5/23/2012 1:26:32 PM. ssalvado, Action Type : Call to Customer

ACS called customer in regards to his braking concern. Customer confirmed that the vehicle has not had any issues since the recent repairs but was still uncomfortable

with the operation of the vehicle as the locking of the brakes may not occur until several months and thousands of miles. Customer was informed that ACS could
understand his position given the history that he has with the vehicle and the brake locking. Customer was informed that ACS would be interested in having the
dealership perform a through inspection fo the vehicle to confirm if any faults in any related system, such as brakes or VSA, could be causing the concern.
Customer was informed that ACS had preauthorized the inspection if he was interested. Customer was informed that ACS would also be interested in having the
dealership ride along while he drives the vehicle and get an idea as to what scenarios he has experienced the concern. Customer agreed but asked if there was

nothing found then what would be done. Customer was informed that ACS would not be in a position to make a decision without a final diagnosis but if the vehicle[1s

various systems are found to be working correctly, and the vehicle is not presenting any symptoms, there would be no reason for ACS to think that the recent
repairs were not successful. Customer commented that if nothing was found he would see what other direction was available to him. Customer agreed to make the
arrangements for the diagnosis and ACS would follow up on 6/1.

**%¥ NOTES 5/23/2012 1:28:35 PM, ssalvado, Action Type ;: Call to Dealer
ACS called dealership and DPSM to review the customer conversation with ACS, l SM, and the DPSM were informed of ACS suggestion of a DPSM
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inspection as well as the dealership diagnosis of the vehicle. DPSM agreed to rearrange the schedule to accommodate a diagnosis on 6/1/2012. SM stated
that he was receiving a call from the customer and would discuss the appointment date and their inspection.

**+ CASE FULFILL 5/23/2012 1:28:46 PM, ssalvado
Fulfilled for || dve 05/21/2012 02:03:13 PM.

*E COMMIT 5/23/2012 1:28:47 PM, ssalvado, Action Type : N/A

follow up on inspection/DPSM

*#¥ CASE MODIFY 5/23/2012 1:29:03 PM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

*¥¥NOTES 6/1/2012 8:30:34 AM, ssalvado, Action Type : Call from Dealer
ACS received a call from Jay, SM, who informed ACS that the customer was not able to make it down for the DPSM inspection today but came in earlier
in the week, Wednesday. SM stated that the vehicle was inspected thoroughly in regards to the ABS and VSA systems. The dealership also inspected the brake
fluid level and for any possible contamination and for possible leaks, SM stated that they connected the HDS and could not find any errors or faults. SM
stated that they ended up going on a test drive with the customer for about 20 miles and there was nothing abnormal about neither the customer driving habits

nor anything that the customer was doing at the time to cause any issues. SM stated that they were not able to confirm any defects in factory parts or workmanship.
SM stated that during they inspection, just as in the past, the vehicle was operating normal and free of faults.

*#5 CASE ADD ATTACHMENT 6/1/2012 8:45:22 AM, crmsuser
Added attatchment ScanDoc 2 with path \ahmtor10\crms_scandoc\ScanDoc_Final\N012012-05-1401032_2 2.pdf
*** CASE MODIFY 6/4/2012 7:46:44 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.
*** CASE MODIFY 6/4/2012 7:48:03 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.
**# NOTES 6/4/2012 7:51:42 AM, ssalvado, Action Type : Call to Customer
ACS called customer and left a voicemail on 2038309132 and 8603508467 requesting a call back to discuss the case.
*#**¥ CASE MODIFY 6/4/2012 7:51:52 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.
*+* CASE FULFILL 6/4/2012 7:51:55 AM. ssalvado
Fulfilled for ||| dve 06/01/2012 12:00:00 AM.
X COMMIT 6/4/2012 7:51:56 AM, ssalvado, Action Type : N/A
has customer retunred call (6/15)
*4k CASE MODIFY 6/4/2012 7:52: 14 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.
*** NOTES 6/11/72012 8:22:27 AM, ssalvado, Action Type : Call from Customer
ACS received a voicemail from customer requesting a call back 203-830-9132
*** NOTES 6/11/2012 8:26:15 AM, ssalvado, Action Type : Call to Customer
ACS called customer and left a voicemail on 2038309132 and 8603508467 requesting a call back to discuss the case.
*** CASE MODIFY COMMITMENT 6/11/2012 8:26:39 AM, ssalvado
with | dve 06/15/2012 05:00:00 PM.
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*#* CASE MODIFY 6/11/2012 8:26:42 AM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

*¥¥ CASE RULE ACTION 6/11/2012 9:50:03 AM, sa
Action owner - 30 days of rule Case Closure fired

% NOTES 6/15/2012 2:44:50 PM, ssalvado, Action Type : Call to Customer
ACS called customer in regards to his brake operation concern. Customer was informed that ACS had the opportunity to discuss the case with the dealership who
confirmed that the vehicle was in 5/31/2012. Customer was informed that as discussed in our last conversation the purpose of the visit was to confirm any
concern in various parts of the braking system that may cause his concern. Customer was informed that the dealership inspected various portions of the vehicle s
braking system. Customer was informed that the dealership performed and electronic scan of the vehicle for any failures that may have been detected by the OBDII
system of which the dealership was not able to find any confirmed faults. Customer was informed that the dealership performed a physical inspection of the vehicle(is
ABS and VSA systems which were operating as normally. Customer was informed that the dealership check the condition of the brake fluid and the brake fluid
level which were in good conditions. Customer was informed that the dealership test drove the vehicle alone and with the customer, which the customer confirmed
and no symptoms presented themselves. Customer was informed that no defects in factory parts or workmanship were confirmed and at this time repairs were not being
recommended. Customer was informed that given the recent repairs that took place a few days prior and the fact that the vehicle was not presenting any symptoms,
there was no current reason to believe that the failure was still present in the vehicle. Customer was advised that if the concern presented itseif to call ACS
directly as soen as possible in order to follow up and take the appropriate actions. Customer was offered a copy of the Repair invoice based on the fact that
the customer claimed that he had not received one. Customer thanked ACS for the call back and call ended.

**% SUBCASEN012012-05-1401032-1 CLOSE 6/15/2012 2:45:33 PM, ssalvado
Status = Soiving, Resolution Code = Instruction Given

**% CASE MODIFY 6/15/2012 2:45:34 PM, ssalvado
into WIP 5F- Rena Baeza and Status of Solving.

¥+ CASE CLOSE 6/15/2012 2:45:56 PM, ssalvado
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 06/20/2012

Case Details

Phone No. :
Address :

City / State / Zip :
Svc District / Sls District : ~ 03J/ D03
Warranty Labor Rate / Date : $76.00 /

662-328-8236

Current Dealer No. / Name :208300 / CARL HOGAN HONDA

3621 HIGHWAY 45 NORTH
COLUMBUS, MS 39705

HPP/VVSC Cancellation Date :

Case ID : N032007-05-3000188 Division : Honda - Auto Condition : Closed Open Date : 5/30/2007 7:24:28 AM
Case Originator : Monique Dudley (Team CE) Sub Division :  Satellite Center Status : Closed Close Date : 5/30/2007 8:43:31 AM
Case Owner:  Monique Dudley (Team CE) Method : Phone Queue : Days Open: 0
Last Closed By : Monique Dudley (Team CE) Point of Origin : Customer Wipbin :
Case Title : |- BRAKE SYSTEM RECALL INQUIRY No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : I 0 Unit Owner : I
Dealer No. : VIN Type / No. : Us VIN/ 5FNYF18565SHN
Site Phone No. : Model / Year: PILOT /2005
Contact Name : Model ID / Product Line : YF1855INW / A
Day Phone No. : Miles / Hours : 27,000
Evening Phone No. : In Service Date : 10/10/2005
Cell / Pager No. : Months In Use : 19
Fax No. : Engine Number : J35A61459267
Address : Originating Dealer No. / Name :208300 / CARL HOGAN HONDA
City / State/ Zip:  coLUMBUS, Ml Selling Dealer No. / Name : 208300 / CARL HOGAN HONDA
E Mail : Trim : EX-L
Svc District/ Sls District: ~ / No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : GY

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

HPP/V/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 lssue Type 1 Issue Type 2 Labor Code Labor Code Desc
N032007-05-3000188-1 / |- CAMPAIGN | Subcase Close Campaign Eligibility 410 Front Brakes
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 06/20/2012

Issue Details

Issue ID:  N032007-05-3000188-1
Issue Originator : Monique Dudley
Issue Owner : Monique Dudley

Disposition: Information Condition : Closed
Type 1: Campaign Status : Subcase Close
Type 2 : Eligibility Queue :

Issue Title |- CAMPAIGN - ELIGIBILITY

Wiphin :
Open Date : 5/30/2007 7:24:49 AM
Close Date : 5/30/2007 8:43:31 AM

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :410 / Front Brakes Solution ID : Resolution Title :
Condition Code Desc Other 410X Solution Title :
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Provided Information
Compaonent Category : 03 - Service Brakes Sys
PArewou.siy Pupllshed: NO Parts Info :
Fire Indicator : NO e
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 :

06/20/2012

Case History
Case ID: N032007-05-3000188 Case Title : |- BRAKE SYSTEM RECALL INQUIRY

*** CASE CREATE 5/30/2007 7:24:28 AM, mdudley
Contact = [ Priority = N/A, Status = Solving.
*¥* CASE EXTENDED WARRANTY LOOKUP 5/30/2007 7:24:30 AM, mdudley
WARRANTY CHECK 05/30/2007 07:24:30 AM mdudley
No data found for VIN,
*** CASE CLAIMS LOOKUP 5/30/2007 7:24:34 AM, mdudley
CLAIM CHECK 05/30/2007 07:24:34 AM mdudley
The following Claim History information was found
0; 2007-04-10; 208300; 235901; 510; 726120 ; BRAKE LIGHT SWITCH - REPLACE.
**% CASE CAMPAIGN LOOKUP 5/30/2007 7:24:37 AM, mdudley
CAMPAIGN CHECK 05/30/2007 07:24;37 AM mdudley
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ;
*#%¥ CASE VSC LOOKUP 5/30/2007 7:24:38 AM, mdudley
VSC-CUC CHECK 05/30/2007 07:24:38 AM mdudley
No data found for VIN.
*** SUBCASE N032007-05-3000188-1 CREATE 5/30/2007 7:24:49 AM, mdudley
Created in WIP Default with Due Date 5/30/2007 7:24:49 AM.
*** CASE EXTENDED WARRANTY LOOKUP 5/30/2007 7:25:04 AM, mdudley
WARRANTY CHECK 05/30/2007 07:25:04 AM mdudley
No data found for VIN.
*** CASE CLAIMS LOOKUP 5/30/2007 7:25:08 AM, mdudley
CLAIM CHECK 05/30/2007 07:25:08 AM mdudley
The following Claim History information was found
0; 2007-04-10; 208300; 235901; 510; 726120 ; BRAKE LIGHT SWITCH - REPLACE.
*** CASE CAMPAIGN LOOKUP 5/30/2007 7:25:10 AM, mdudley
CAMPAIGN CHECK 05/30/2007 07:25:10 AM mdudley
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ;
*#* CASE VSC LOOKUP 5/30/2007 7:25:11 AM. mdudley
VSC-CUC CHECK 05/30/2007 07:25:11 AM mdudley
No data found for VIN.

*#* NOTES 5/30/2007 7:27:08 AM, mdudley, Action Type : Call from Customer

Customer called to verify if there were any parts or components recalled on the vehicle. | thoroughly reviewed campaign history and I explained to the customer
that no parts have been recalled on the vehicle. I explained to the customer that if any parts are recalled in the future, AHM will promptly notify him. Customer

understood and had no further questions, I thanked the customer for calling.

I verified the owner's address and phone number information.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 06/20/2012

Case History
Case ID: N032007-05-3000188 Case Titte . |- BRAKE SYSTEM RECALL INQUIRY

*+*¥ CASE CAMPAIGN LOOKUP 5/30/2007 7:34:46 AM, mdudley
CAMPAIGN CHECK 05/30/2007 07:34:46 AM mdudley
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ;
*#¥ CASE VSC LOOKUP 5/30/2007 7:34:48 AM, mdudley
VSC-CUC CHECK 05/30/2007 07:34:48 AM mdudley
No data found for VIN.
**% CASE EXTENDED WARRANTY LOOKUP 5/30/2007 7:33:35 AM, mdudley
WARRANTY CHECK 05/30/2007 07:35:35 AM mdudley
No data found for VIN.
*#* CASE CLAIMS LOOKUP 5/30/2007 7:35:40 AM, mdudiey
CLAIM CHECK 05/30/2007 07:35:40 AM mdudley
The following Claim History information was found
0; 2007-04-10; 208300; 235901; 510; 726120 ; BRAKE LIGHT SWITCH - REPLACE.
*#* CASE CAMPAIGN LOOKUP 5/30/2007 7:35:44 AM, mdudley
CAMPAIGN CHECK 05/30/2007 07:35:44 AM mdudley
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ;
*** CASE VSC LOOKUP 5/30/2007 7:35:45 AM, mdudley
VSC-CUC CHECK 05/30/2007 07:35:45 AM mdudley
No data found for VIN.
¥ NOTES 5/30/2007 7:48:44 AM, mdudliey, Action Type : Call from Customer

Customer called to see if there were any open recalls on the vehicle. 1 thoroughly reviewed campaign history and I explained to the customer that there are no
recalls on the vehicle. Customer specified that the brake system keeps focking up while driving and he wanted to verify if any part or component related to the
brakes system was recalled. I explained to the customer that no parts related to the brake system have been recalled on his vehicle. Customer wanted to know
if there was a recourse as to what AHM can do because he isn't happy with his fairly new vehicle having this issue. I informed the customer that the vehicle

is still covered under warranty to get the brake system repaired. Customer stated he will contact the s/m or the or the sales contact to see if there is another
option as far as him being able to trade in this vehicle for another one because his wife drives this vehicle with their child and the customer feels that it

is unsafe for his family to be in the vehicle with this safety issue at hand. Customer will contact AHM back if he feels a need for AHM to step in as

a liaison to discuss this matter further with the current dealer. Customer had no further concerns or questions, | thanked the customer for calling,

1 verified the owner's address and phone number information.
¥ CASE MODIFY 5/30/2007 7:50:07 AM, mdudfey
into WIP default and Status of Solving.

¥ NOTES 5/30/2007 8:13:53 AM, mdudley, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

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

Customer plans to bring this vehicle into your dealer for service
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012

Case History

Case ID: N032007-05-3000188 Case Tite : [ l}- BRAKE SYSTEM RECALL INQUIRY
possibly related to the brake system.

This is for your information only and no response is required.
‘Thank you for your attention to this matter.

Monique Dudley
Automobile Customer Service
**¥ SUBCASE N032007-05-3000188-1 CLOSE 5/30/2007 8:43:3} AM, mdudley
Status = Solving, Resolution Code = Instruction Given
*xx CASE CLOSE 5/30/2007 8:43:31 AM, mdudley
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

City /State/ Zip:  LAKE CHARLES, LAJ

Spool Report Run Date : 06/20/2012
Case Details

Case ID: N012007-09-1700230 Division : Honda - Auto Condition : Closed Open Date : 9/17/2007 6:37:52 AM

Case Originator : Lisa Prak (Team HB) Sub Division :  Customer Relations Status : Closed Close Date :  9/28/2007 10:29:34 AM

Case Owner:  Deraymion Moore (Team HC) Method : Phone Queue : Days Open: 11

Last Closed By : Deraymion Moore (Team HC) Point of Origin : Customer Wipbin :

Case Title : 3" COLLINS, AMY - BRAKES COMPLAINT (BUYBACK) No. of Attachments : 0

Site / Contact info I Product info :

Site Name : B o B Unit Owner : B o B

Dealer No. : VIN Type / No. : Us VIN/ 5FNYF18525B (I

Site Phone No, : [ ] Mode! / Year : PILOT /2005

Contact Name : ] Modet ID / Product Line : YF1855INW / A

Day Phone No. : [ ] Miles / Hours : 32,000

Evening Phone No. : | IIEENEEN In Service Date : 08/20/2005

Cell / Pager No. : Months In Use : 25

Fax No. : Engine Number ; I35A61461898

Address : Originating Dealer No. / Name :208123 / BILLY NAVARRE HONDA

Selling Dealer No. / Name : 208123 / BILLY NAVARRE HONDA

Svc District / Sis District:  03H/E03
Warranty Labor Rate / Date : $75.00 /
Agent Name :

E Mail : Trim : EX-L
Svc District / Sis District .~/ No. Of Doors : 5
Transmission Code : SAT
Current Dealer Info : Exterior Color : SI
Current Dealer No. / Name :208123 / BILLY NAVARRE HONDA Factory Warranty Start / End Date :
Phone No. : 337-474-1999 Factory Warranty Cancellation Date :
Address : 1320 E. COLLEGE STREET HPP/AN/SC Coverage Start / End Date :

Extended Warranty Start / End Date :

Extended Warranty Cancellation Date :
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 1D / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
N012007-09-1700230-1 / || PRODUCT | Subcase Close Product Operation 410 Front Brakes
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

issue ID : N012007-09-1700230-1
issue Originator . Deraymion Moore Type 1. Product
issue Owner : Deraymion Moore Type 2: Operation
Issue Title : || I - PRODUCT - OPERATION

Disposition: Complaint

Spool Report Run Date : 06/20/2012
Issue Details
Condition ;. Closed Wipbin :
Status : Subcase Close Open Date :  9/21/2007 8:50:44 AM
Queue : Close Date . 9/25/2007 4:51:30 PM

Coding Info :

Solution / Linked Resolution Info :

Labor Code / Desc 1410 / Front Brakes
Condition Code Desc Other 410X
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions . Referred to Dealer
Component Category : 03 - Service Brakes Sys
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Solution D : 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 : 06/20/2012
Case History
Case ID: N012007-09-1700230 Case Tittle :  3J |} COLLINS, AMY - BRAKES COMPLAINT (BUYBACK)

*¥% CASE CREATE 9/17/2007 6:37:52 AM, Iprak
Contact -J . Priority = N/A, Status = Solving.

*** CASE MODIFY 9/17/2007 6:49:00 AM, Iprak
into WIP default and Status of Solving.

*** NOTES 9/17/2007 6:59:39 AM, lprak, Action Type : Call from Customer
Please note that I verified customer{ s information.

Customer called in stating that she has been having an ongoing problem with the brakes which are engaging by itself which begun three months ago and has only
The vehicle has been into Billy Navarre Honda twice now and is currently there since this past Friday, September 14. However, she did not address the

concern with the service department because they were unable to guarantee that this will not occur again. Instead, the concern is addressed by Salesman Calvin
who is relaying the information to Service Advisor Keith.

The last visit in regards to this concern was two months ago and all they did was changed the brake light sensor which rectify the problem for a short moment.
However, they were unable to duplicate the problem.

She is inquiring on her rights as a consumer because she no longer wants the vehicle.

I apologized for any inconvenience and informed her that AHM repairs, not replaces, vehicles under warranty. Any repairs performed under warranty do not depreciate
the value of her vehicle and AHM will continue to honor the warranty of the vehicle. 1 explained to her that if she is truly unhappy with her vehicle, she
should contact the dealership sales management to discuss and work out an acceptable agreement. Unfortunately from a legal standpoint, as the warrantor and
AHM cannot get involved in a sales or contractual issue. In lieu of customer satisfaction, I will forward the her concern to a RCM will who will follow-up
with the dealership to make sure the dealership is taking the correct measures to address her concern and a RCM will contact her back. However, there is guarantee
that AHM will be able to assist her.
***¥ CASE EXTENDED WARRANTY LOOKUP 9/17/2007 6:59:43 AM, Iprak
WARRANTY CHECK 09/17/2007 06:59:43 AM lprak
No data found for VIN.
*%% CASE CLAIMS LOOKUP 9/17/2007 6:59:46 AM, Iprak
CLAIM CHECK 09/17/2007 06:59:46 AM Iprak
The following Claim History information was found
0; 2007-06-07; 208123; 109376; 510; 726120 ; BRAKE LIGHT SWITCH - REPLACE.
*#* CASE CAMPAIGN LOOKUP 9/17/2007 6:59:47 AM, Iprak
CAMPAIGN CHECK 09/17/2007 06:59:47 AM Iprak
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ;
#** CASE VSC LOOKUP 9/17/2007 6:59:48 AM., Iprak
VSC-CUC CHECK 09/17/2007 06:59:48 AM lprak
No data found for VIN.
#** CASE MODIFY 9/17/2007 6:59:52 AM, Iprak
into WIP default and Status of Solving.

***¥ CASE DISPATCH 9/17/2007 7:00:04 AM, Iprak
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
CaseID: N012007-09-1700230 Case Titte :  3JBILLY NAVARRE* |- BRAKES COMPLAINT (BUYBACK)

from WIP default to Queue Honda Team C.
**% CASE ACCEPT 9/17/2007 8:41:34 AM, dmoore
from Queue Honda Team C to WIP default.
**5% CASE MODIFY 9/17/2007 9:09:18 AM, dmoore
into WIP default and Status of Solving.
¥ CASE MODIFY 9/20/2007 10:24:40 AM, dmoore
into WIP default and Status of Solving.
#x% CASE MODIFY 972072007 10:25:04 AM, dmoore
into WIP default and Status of Solving.
*** NOTES 9/20/2007 1:27:11 PM, cvillanu, Action Type : Call from Customer
The customer called AHM in regards to speaking to her RCM. I verified the customer! s contact information. ACS was not able to reach her RCM and offered
to transfer to his voicemail. Call transferred.
% SUBCASE N012007-09-1700230-1 CREATE 9/21/2007 8:50:44 AM, dmoore
Created in WIP Default with Due Date 9/21/2007 8:50:44 AM.
% CASE MODIFY 9/21/2007 8:51:05 AM, dmoore
into WIP default and Status of Solving.
Rex NOTES 9/21/2007 9:14:09 AM, dmoore. Action Type : Call to Customer
Called customer and customer told me that she has been experiencing brakes stopping by themselves. Customer took her car to the dealership asked about a guarantee
on her brake repair during last repair attempt . The dealership could not guarantee her brakes to work. Customer has owned 4 honda's in her lifetime. Customer
brought her car to the dealership on monday of this week to try to speak to the GM to try to get the car swapped through the dealership because the premature
braking happened 2 more times. The dealership negotiated that for the defect on her car the dealership will take $3,000 off her blue book car value.
(18000 instead of 21000) Customer became upset at the offer because her brake issue is not her fauit. The dealership stated that they wanted another
change to fix the car. Customer states that she was speaking to Jarris Navarre(Sales Manager)during this time. Customer stated that she did not want to get
the car fixed at this point because the brakes engaged by themselves after a repair attempt and the service department and her salesman experienced the malfunction
so she would not want to get the car fixed again because the issue is too serions. Customer states that Jarris began to yell and state ," why are you blaming

me for this brake issue your having'? ' Brakes go out on cars all the time and customers deal with it.' ' why did you buy a honda , you should have bought
a GM instead.” Customer was irate at this time and the customers husband wanted to fight at this point. This incident took place on Sept 18th.

The next day customer got a call from AMY (customer relations at dealer) stated that Jarris stated that he spoke to his dad and the customer would get a
extra 2000 toward her trade in. Customer is too upset to deal with the dealership at this point + she does not trust the car. The customer states that
dealership worked on the car and the car is supposedly fixed and the customer has picked up the car but she is out of sorts because she does not trust the
car at this point. Customer currently had not experienced any other issues with her brakes so far. Customer is looking for some direction with this issue.
Customer asked me to give her a call back

Rk CASE MODIFY 9/21/2007 9:14:16 AM, dmoaore
into WIP default and Status of Solving,

*#% CASE VSC LOOKUP 9/21/2007 9:38:52 AM, dmoore
VSC-CUC CHECK 09/21/2007 09:58:52 AM dmoore
No data found for VIN.

*%* NOTES 9/21/2007 10:15:38 AM, dmoore, Action Type : Call from Customer

Page #: 69




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
Case ID: N012007-09-1700230 Case Title:  3JBILLY NAVARRE* | - BRAKES COMPLAINT (BUYBACK)

Customer picked up the car on Thursday. Customer states that the brake light switch that was replaced. The ABS modulator was changed the 2nd during
the second repair. Customer is concerned with the repair becuase she avoided 5 accident before her abs modulator was repaired. Customer has been treat unfairly
by the sales department and becasue of those reasons customer does not feel that her car is repaired properly. Customer feels like the dealership is guessing and
their guess could mean her life. Customer has a extended warranty for 7 yrs or 100000 on her car. 1 told the customer that a failure cannot be avoided
but when there is a failure on a part it can only be warrantied for at time becasue it is a moving working part and wear and tear occurs. Customers stated
that she is possibly looking to get out of the car. I told the cusotmer that there is no garrentee that a new car will not have a failure and at this point
we know what has failed in her car and that issue has been repaired at this time so there would really be no difference. Customer states that she does not trust
her car and she could only feel safe if she had a guarrentee. I told the customer that 1 would look into her issue and give her a call back.

*#* CASE MODIFY 9/21/2007 10:16:56 AM, dmoore
into WIP default and Status of Solving.

& COMMIT 9/21/2007 10:22:08 AM, dmoare, Action Type : N/A

Made to || due 09/25/2007 12:00:00 AM.

call billy navvare/ cust

*£ CASE MODIFY 9/21/2007 10:22:45 AM, dmoore
into WIP default and Status of Solving.

*#+ CASE MODIFY 9/21/2007 10:22:51 AM, dmoore
into WIP default and Status of Solving.

*#* NOTES 9/21/2007 3:19:15 PM, dmoore, Action Type : Call to Dealer
Heath (SA)states that he dealership called techline and found that the ABS Modulator needed replacing and the customers issue was solved. Heath did not
have a T/L # because the Tech was gone for the day but he will try to get the number for me. Customer seemed happy with the repair but before the repair
the customer was really scared in regards to the car.

*5% CASE MODIFY 9/21/2007 3:20:03 PM, dmoore
into WIP 3J Garth Francis and Status of Solving,

**x NOTES 9/25/2007 2:57:36 PM, dmoore, Action Type : Field/DSM
Ran situation by DPSM Garth and he states to find out how long was it before the customer came back into the dealership. The time had been 3 months
6-7-07 for first repair then again on 9-17-07 for the last repair. DPSM stated that there was not too much that can be done. Thanked Garth
for his time.

** NOTES 9/25/2007 3:10:53 PM, dmoore, Action Type : Call to Customer
Callled customer and left VM for a call back.

**% CASE MODIFY 9/25/2007 3:11:01 PM, dmoore
into WIP 3J Garth Francis and Status of Solving.

**%* CASE MODIFY COMMITMENT 9/25/2007 3:11:09 PM, dmoore
with || dve 09/27/2007 12:00:00 AM.

** CASE MODIFY 9/25/2007 3:11:12 PM, dmoore
into WIP 3J Garth Francis and Status of Solving.

*#+# NOTES 9/25/2007 4:47:22 PM, dmoore, Action Type : Call to Customer
1 explained to the customer that techline has been contacted in regards to this issue and they are the dealerships technical department.
The technical department has looked at the issue with her car and I told the customer that 99% of the time they are cotrect in their repair recomendations.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
Case ID: NO012007-09-1700230 Case Tite:  3J | N B 51/ KES COMPLAINT (BUYBACK)

1 told the customer that if she just has a problem with the dealership doing the work then AH will reffer you to mike smith honda for a check on your vehicle.
Customer understood and stated that she would like to have that done .1 told the customer to give me a call when she can bring the vehicle into the dealership
and | will call them and set it up.

Customer asked about options and 1 told the customer that AH feels comfortable with the car being fixed at this time so her option would be to trade the vehicle
in if she wanted out of the vehicle. Customer understood and felt that she did not want to trade in the vehicle and lose on the trade in. Customer thanked
me for my time and stated that she will call me when she goes to mike smith.
*** CASE MODIFY 9/25/2007 4:51:27 PM, dmoore
into WIP 3J Garth Francis and Status of Solving.
#**¥ SUBCASE N012007-09-1700230-1 CLOSE 9/23/2007 4:31:30 PM, dmoore
Status = Solving, Resolution Code = Instruction Given
##* CASE CLOSE 9/25/2007 4:51:30 PM, dmoore
Status = Closed, Resolution Code = Instruction Given, State = Open
¥ CASE REOPEN 9/28/2007 10:28:32 AM, dmoore
with Condition of Open and Status of Solving.
**¥* NOTES 9/28/2007 10:29:31 AM, dmoore, Action Type : Call from Customer
Customer asked to add a note to her case stating that the dealership called and apologized for their behavior and that is really what the customer wanted.
*** CASE CLOSE 9/28/2007 10:29:34 AM, dmoore
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case Details
Case ID : N012010-06-1700833 Division : Honda - Auto Condition : Closed Open Date : 6/17/2010 10:46:18 AM
Case Originator : NaKya Jai (Team SC) Sub Division :  Customer Relations Status : Closed Close Date : 6/17/2010 1:35:18 PM
Case Owner .  NaKya Jai (Team SC) Method : Phone Quevue : Days Open: 0
Last Closed By : NaKya Jai (Team SC) Point of Origin : Customer Wipbin ;
Case Title : |- \D/CATOR LIGHT ON VSA No. of Attachments : 0
Site / Contact Info : Product Info :
Site Name : — I Unit Owner : I 0
Dealer No. : VIN Type / No. : ; Us VIN/ SENYF 18575
Site Phone No. : [ ] Model / Year: PILOT /2005
Contact Name : I Model D / Product Line : YF1855INW / A
Day Phone No. : [ ] Miles / Hours : 65,505
Evening Phone No. : [ IIIEIEGB In Service Date : 09/10/2005
Cell / Pager No. : Months In Use : 57
Fax No. : Engine Number : J35A61464457
Address : Originating Dealer No. / Name :207484 / ORR HONDA
City/State/ Zip:  TEXARKANA, TX |} Selling Dealer No. / Name : 207484 / ORR HONDA
E Mail : Trim : EX-L
Svc District / Sis District:  / No. Of Doors : 5
Transmission Code : S5AT
Current Dealer Info : v Exterior Color : BK
Current Dealer No. / Name : 207484 / ORR HONDA Factory Warranty Start/ End Date :
Phone No. - 003-794-6632 Factory Warranty Canceliation Date :
Address : 4602 ST. MICHAEL DRIV HPP/N/SC Coverage Start / End Date :
City / State / Zip : TEXARKANA, TX 75503 HPPA/SC Cancellation Date -

Svc District / Sis District:  03F / D03

E Start / End Date :
Warranty Labor Rate / Date :  $85.00 / xtended Warranty Start/ End Date

Extended Warranty Canceliation 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
N012010-06-1700833-1 | - P | Subcase Close Product Operation 413 Master Cylinder
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Run Date : 06/20/2012

Spool Report

Issue Details
Issue ID: N012010-06-1700833-1 Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : NaKya Jai Type 1: Product Status : Subcase Close Open Date :
Issue Owner : NaKya Jai Type 2. Operation Queue : Close Date :

Issue Title : || | | - PRODUCT - OPERATION

6/17/2010 10:54:11 AM
6/17/2010 10:54:46 AM

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :413 / Master Cylinder Solution ID : Resolution Title :
Condition Code Desc TCS/VSA 4131 Solution Title :

Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Referred to Manual, Documented Concern, Provided Information

Component Category : 01 - Steering System
Previously Published : NO .
Fire Indicator : NO Parts Info :

BO Reason

Rollover Indicator : NO Part No. | Part Description
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012

Case History
Case ID: NO012010-06-1700833 Case Title . 03F-J I - \D!CATOR LIGHT ON VSA
*** CASE CREATE 6/17/2010 10:46:18 AM, jnakya

Contact = ||| . Friority = \/A, Status = Solving.
**% NOTES 6/17/2010 10:53:20 AM, jnakya, Action Type : Call from Customer
| verified the customer information in CRMS.
The customer name is
The customer called regarding indicator light on

The customer indicated that she is on a road trip and there is an indicator like is on it looks like a triangle.

ACS informed the customer that the information is in the owneri s manual page 171 VSA Activation Indicator which the customer stated that her son may have
bumped the button which made the indicator light come on.

I informed the customer that their concerns are documented.
| 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 6/17/2010 10:53:27 AM, jnakya
into W1P default and Status of Solving.
*#% CASE CLAIMS LOOKUP 6/17/2010 10:53:29 AM, jnakya
CLAIM HISTORY CHECK 06/17/2010 10:53:29 AM jnakya
No data found for VIN.
*¥*¥* CASE CAMPAIGN LOOKUP 6/17/2010 10:53:32 AM, jnakya
CAMPAIGN CHECK 06/17/2010 10:53:32 AM jnakya
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
% CASE VSC LOOKUP 6/17/2010 10:53:34 AM, jnakya
VSC-CUC CHECK 06/17/2010 10:53:34 AM jnakya
No data found for VIN.
#+* CASE EXTENDED WARRANTY LOOKUP 6/17/2010 10:53:36 AM, jnakya
WARRANTY CHECK 06/17/2010 10:53:36 AM jnakya
No data found for VIN.
*++ CASE MODIFY 6/17/2010 10:55:48 AM, jnakya
into WIP default and Status of Solving.
*** SUBCASE N012010-06-1700833-1 CREATE 6/17/2010 10:54:11 AM, jnakya
Created in WIP Default with Due Date 6/17/2010 10:54:11 AM.
*** SUBCASE N012010-06-1700833-1 CLOSE 6/17/2010 10:54:46 AM, jnakya
Status = Solving, Resolution Code = Instruction Given
%k CASE MODIFY 6/17/2010 10:54:48 AM, jnakya
into WIP default and Status of Solving.
¥ CASE MODIFY 6/17/2010 1:35:17 PM, jnakya
into WIP default and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date ; 06/20/2012

AMERICAN HONDA

Case History
Case ID: N012010-06-1700833 Case Title:  03FJ} - '\DICATOR LIGHT ON VSA

**% CASE CLOSE 6/17/2010 1:35:18 PM, jnakya
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case Details
Case ID . N012009-08-10008%4 Division : Honda - Auto Condition : Closed Open Date :  8/10/2009 9:44.08 AM
Case Originator : Reginald Richardson (Team HE)  Sub Division :  Customer Relations Status : Closed Close Date : 8/18/2009 4:24:18 PM
Case Owner:  Brian Magana (Team HH) Method : Phone Queue : Days Open: 8
Last Closed By : Brian Magana (Team HH) Point of Origin : Customer Wipbin :
Case Title :  10G - JOE MARINA HONDA) [ I (/ 5S BRAK No. of Attachments © 0
Site / Contact Info : Product Info :
Site Name : I 05 Unit Owner : I o0
Dealer No. : VIN Type / No. : US VIN / 5FNYF 1858 5B
Site Phone No. : [ ] Model / Year : PILOT /2005
Contact Name : ] Model ID / Product Line : YFI855INW / A
Day Phone No. [ . -
[ ] In Service Date : 10/15/2005
Celi / Pager No. : Months In Use : 46
Fax No. : Engine Number : J35A61464553
Address : Originating Dealer No. / Name :206663 / ESKRIDGE HONDA
City / State / Zip - BROKEN ARROW, OK- Selling Dealer No. / Name : 206596 / JOE MARINA HONDA
E Mail : Trim : EX-L
Svc District / Sls District ./ No. Of Doors : 5
Transmission Code : 5AT
Current Dealer Info : Exterior Color : WH
Current Dealer No. / Name : 206596 / JOE MARINA HONDA Factory Warranty Start / End Date :
Phone No. : 018-496-7833 Factory Warranty Cancellation Date :
Address : 9124 SOUTH MEMORIAL HPP/\/SC Coverage Start / End Date :
City / State / Zip : TULSA, OK 74133 HPP/V/SC Canceliation Date :
Svc District / Sls District:  10B/B10 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
Issues :
Issue ID / Title Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc
N012009-08-1000894- | / | |Subcas: Close Product Operation 422 Anti-Lock Brake
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Issue Details

IssueiD: N012009-08-1000894-1 Disposition: Complaint
issue Originator ; Brian Magana Type 1: Product
Issue Qwner : Brian Magana Type 2: Operation

issue Title : |- PR ODUCT - OPERATION

Run Date : 06/20/2012
Condition : Closed Wipbin :
Status : Subcase Close Open Date : 8/18/2009 2:50:48 PM
Queue : Close Date : 8/18/2009 4:24:17 PM

Coding iInfo :

Solution / Linked Resolution Info :

Labor Code / Desc :422 / Anti-Lock Brake

Condition Code Desc Other 422X

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions .  Documented Concern, Operates as Designed, Provided Information
Component Category : 03 - Service Brakes Sys

Previously Published . NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

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

Spool Report Run Date : 06/20/2012
Case History
Case ID: N012009-08-1000894 Case Title :  10G -JOE MARINA HONDA) |- 1.2 SON (ABS BRAKE ISSUE

**% CASE CREATE 8/10/2009 9:44:08 AM, rrichard
Contact = ||} NN ©:io:ity = N/A, Status = Solving.
**¥ NOTES 8/10/2009 9:44:09 AM, srichard, Action Type :
updated and veritfied contact 9188101954
*** CASE EXTENDED WARRANTY LOOKUP 8/10/2009 9:53:26 AM, rrichard
WARRANTY CHECK 08/10/2009 09:53:26 AM rrichard
No data found for VIN.
*** CASE CLAIMS LOOKUP 8/10/2009 9:53:31 AM, rrichard
CLAIM CHECK 08/10/2009 09:53:31 AM rrichard
The following Claim History information was found
0; 2006-12-18; 206596; 367135; 510; 821099 ; BASE FOR STRAIGHT TIME (DOOR, LEFT REAR)
*#* CASE CAMPAIGN LOOKUP 8/10/2009 9:53:35 AM, rrichard
CAMPAIGN CHECK 08/10/2009 09:53:34 AM rrichard
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
#x CASE VSC LOOKUP 8/10/2009 9:53:36 AM, rrichard
VSC-CUC CHECK 08/10/2009 09:53:36 AM rrichard
No data found for VIN.
*** CASE MODIFY 8/10/2009 9:53:49 AM, rrichard
into WIP default and Status of Solving.
*** CASE EXTENDED WARRANTY LOOKUP 8/10/2009 9:57:44 AM, rrichard
WARRANTY CHECK 08/10/2009 09:57:44 AM rrichard
No data found for VIN.
**% CASE CLAIMS LOOKUP 8/10/2009 9:57:49 AM, rrichard
CLAIM CHECK 08/10/2009 09:57:49 AM rrichard
The following Claim History information was found
0; 2006-12-18; 206596; 367135; 510; 821099 ; BASE FOR STRAIGHT TIME (DOOR, LEFT REAR)
*** CASE CAMPAIGN LOOKUP 8/10/2009 9:57:52 AM, rrichard
CAMPAIGN CHECK 08/10/2009 09:57:52 AM rrichard
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
**+* CASE VSC LOOKUP 8/10/2009 9:57:53 AM, rrichard
VSC-CUC CHECK 08/10/2009 09:57:53 AM rrichard
No data found for VIN.
*** NOTES 8/10/2009 9:59:16 AM, rrichard, Action Type : Call from Customer
The customer is calling because JOE MARINA HONDA can not find the problem with his vehicle. The customer states that while his wife was driving at
45 mph the vehicle just applied the ABS brakes several times without his wife actually in gauging her foot on the pedal. The customer states that they were
dealing with Jim Martinez (SA). The customer states that Mr Martinez actually drove the vehicle 150 miles and the brakes only partially engaged once the
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
CaseID: N012009-08-1000894 Case Title 1 10G - (JOE MARINA HONDA) [ I ||/ SON (ABS BRAKE ISSUE

whole time. The customer states that the tow ridge fuse was pulied and after that the problem did not persist after that. The customer states that there was

no clue as to what caused the problem. The customer states that AHM was not aware of this problem, and the dealer contacted the techiine dept and still no
fix. The customer states that the vehicle is unsafe and his wife is scared to drive the vehicle. The customer states that he contacted the dealer to find out

whats going on with the vehicle, and he was informed that they cant get the codes to come up and they are going to check a few more things and then he can
pick up the car. [ informed the customer that he is outside the warranty parameters at this time and any fix found he would have to pay for the repairs. The
customer understood and stated that he just wants the car fixed. The customer also states that this information is all over the net. I informed the customer

that in the interest of customer satisfaction 1 would forward the case to a CM to act as a liaison between you and the dealer to see if we can find a resolution
to this problem. I asked the customer to keep in mind that each case is reviewed on a case by case basis and there are no guarantees. The customer understood
and I provided the customer with the case number and no further assistance was needed.

*#* CASE MODIFY 8/10/2009 9:59:32 AM, rrichard
into WIP default and Status of Solving.

*** CASE DISPATCH 8/10/2009 10:00:20 AM, rrichard
from WIP default to Queue Honda Team G.

*#% CASE FORWARD 8/10/2009 1:43.00 PM, aharlan
from Queue Honda Team G to Queue Honda Team C.

**¥* CASE ACCEPT 8/11/2009 8:34:48 AM, bimagana
from Queue Honda Team C to WIP 10G - Robert Doyle.

& CASE MODIFY 8/11/2009 10:00:27 AM, bmagana
into WIP DEFAULT and Status of Solving.

*¥* NOTES 8/11/2009 10:13:35 AM, bmagana, Action Type : Call to Customer
Initial Contact-

Introduced myself as RCM.

Verified concern.

Customer indicated he spoke with Cliff SM yesterday 08/10/09 and was informed there not able to duplicate the concern.

Customer indicated he needs AHM to fix the vehicle to his satisfactory and if he needs to pay for the repair he understands however he wants this concern not
to happen again.

Customer indicated if the concern isn't duplicated and repaired he won't be going away and will have this further pursued.

ACS understood and explained any concern a customer may have with a vehicle needs to have the concern duplicated prior to ACS being able to further review/pursue
the case. Customer was informed ACS has no issue with further looking into this concern however if needed the vehicle can be taken to another Honda dealer
for a second opinion.

Customer indicated his wife won't drive this car because the brakes lock up and needs it fixed.

ACS informed his concern is understood however the concern needs to be duplicated first.

ACS informed once further information has been gathered he'll receive a return call by Monday 08/17/09.

Customer understood and thanked ACS for the contact.

Call ended.

EE COMMIT 8/11/2009 10:13:53 AM, bmagana, Action Type : N/A
Call cust - Go over info 08/17
*** CASE MODIFY 8/11/2009 10:14:20 AM, bmagana

into WIP DEFAULT and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
CaseiD: N012009-08-1000894 Case Title :  10G - (JOE MARINA HONDA) |- | A SON (ABS BRAKE 1SSUE

¥¥ENOTES 8/17/2009 3:11:18 PM, bmagana, Action Type : Call to Dealer
Spoke with Cliff SM on August 17 regarding the vehicle.

The dealer indicated the customer brought the vehicle in with a braking concern. It had been indicated the first time the vehicle was taken in Jim SA drove
the vehicle and was able to duplicate the concern and noticed a brake sensor code.

The dealer indicated the technician then noticed there is an after market trailer brake system on the vehicle. It had been indicated the technician un hooked this
system and test the vehicle for 100+ miles and the concern never duplicated.

The dealer indicated the DPSM was contacted and indicated there isn't any documents showing this type of concern or that this is a known issue. DPSM also
indicated the concern will need to be duplicated and a component will need to be located which is causing the concern.

ACS understood and informed at this time the customer will be contacted and advised the concern will need to be duplicated per the technician and DPSM prior
to further reviewing/pursuing the case.

##%¥ CASE MODIFY COMMITMENT 8/17/2009 3:12:00 PM, bmagana
with [ - 03/!7/2009 05:00:00 PM.
**% CASE MODIFY 8/17/2009 3:12:08 PM, bmagana
into WIP 10G - Robert Doyle and Status of Solving,
*#% SUBCASE NO12009-08-1000894-1 CREATE 8/18/2009 2:30:48 PM, bmagana
Created in WIP Default with Due Date 8/18/2009 2:50:48 PM.
*#* CASE MODIFY 8/18/2009 2:50:59 PM, bmagana
into WIP 10G - Robert Doyle and Status of Solving.
*#% NOTES 8/18/2009 4:23:41 PM, bmagana, Action Type : Call to Customer
Spoke with customer and advised Cliff SM has been contacted regarding the concern.
Advised customer per information gathered the concern hasn't been duplicated and per the DPSM there isn't anything that can be further performed until duplicated.
Customer then states AHM doesn't care about this concern and stated what does AHM want to do about buying back this vehicle.
ACS apologized for the concern and explained AHM hasn't provided that information mentioned also customer was informed ACS doesn't have any further information

regarding a buy back and it he would like to start anything out side the case he would need to pursue that with the BBB or any other avenue.
Customer then thanked ACS and ended the call.

*** CASE MODIFY 8/18/2009 4:24:15 PM, bmagana
into WIP 10G - Robert Doyle and Status of Solving.

*¥* SUBCASE N012009-08-1000894-1 CLOSE 8/18/2009 4:24:17 PM, bmagana
Status = Solving, Resolution Code = Instruction Given

*** CASE CLOSE §/18/2009 4:24:18 PM, bmagana
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date : 06/20/2012

Case Details

Case Title : |} - CSE NOT FIXED, DY

Case ID: N052008-10-2300443 Division : Honda - Auto
Case Originator : Carlos Angon (Team PA) Sub Division : PCRM

Case Owner:  Damon Phillips (Team CA) Method : Pro-Active O/B
Last Closed By . Damon Phillips (Team CA) Point of Origin : CSE/ACE

Condition : Closed
Status : Closed
Queue :
Wipbin :

No. of Attachments : 0

Open Date :  10/23/2008 9:32:25 AM
Close Date : 10/27/2008 4:05:33 PM
Days Open: 4

Site / Contact Info :

Product Info :

Site Name : KAREN CHALMER Y}
Dealer No. :

Site Phone No. : ]
Contact Name : ]
Day Phone No. : [ ]
Evening Phone No. : | N

Celi / Pager No. :

Fax No. :

Address : ]
City / State / Zip : BRATTLEBORO, VT
E Mail :

Svc District / Sls District : /

Current Dealer Info :

Current Dealer No. / Name :207916 / HONDA OF KEENE

Phone No. : 603-357-1896
Address 567 MONADNOCK HIGHWAY
City / State / Zip : EAST SWANZEY, NH 03446

Svc District / Sls District : ~ 09J /D09
Warranty Labor Rate / Date :  $80.00 /

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/V/SC Canceliation Date :

N ¢S

US VIN/ 2HKYF 18695 HI

PILOT

/2005

YFI865JNW / A

53,000

09/30/2004

49

J35A61600720

207916/

Originating Dealer No. / Name :207916 / HONDA OF KEENE

HONDA OF KEENE

EX-LRES

5
S5AT
GY

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

HPP/N/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
N052008-10-2300443-1 /_ Subcase Close Product Operation 413 Master Cylinder

Page #: 424




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Run Date : 06/20/2012

Spool Report

Issue Details
issue ID :  N052008-10-2300443-1 Disposition: Information Condition : Closed Wipbin :
Issue Originator : Carlos Angon Type 1: Product Status : Subcase Close Open Date :
Issue Owner : Damon Phillips Type 2 : Operation Queue : Close Date :

issue Title : || | - PRODUCT - OPERATION

10/23/2008 9:32:38 AM
10/27/2008 4:05:33 PM

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc :413 / Master Cylinder Solution 1D : Resolution Title :
Condition Code Desc TCS/VSA 4131 Solution Title :

Campaign Code / Desc ./
Temperament Code : Cold
Resolutions :  Documented Concern

Component Category : 03 - Service Brakes Sys
Previously Published : NO .
Fire Indicator : NO Parts Info :

Rollover Indicator : NO Part No. | Part Description

BC Reason

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 06/20/2012

Case History
Case ID: N052008-10-2300443 Case Title: |} - CSE NOT FIXED, DY

#*%¥ CASE CREATE 10/23/2008 9:32:25 AM, cangon
Contact = ||| | . Friority = N/A, Status = Solving.
*** CASE MODIFY 10/23/2008 9:32:32 AM, cangon
into WIP defaulit and Status of Solving.
4k SUBCASE NO52008-10-2300443-1 CREATE 10/23/2008 9:32:38 AM, cangon
Created in WIP Defanlt with Due Date 10/23/2008 9:32:38 AM.
**x CASE MODIFY 10/23/2008 9:32:39 AM. cangon
into WIP default and Status of Solving.
*** SUBCASE N052008-10-2300443-1 ASSIGN 10/24/2008 7:18:21 AM, cangon
NO052008-10-2300443-1 to dphillip, WIP 0y%.F
*** SUBCASE N052008-10-2300443-1 RULE ACTION 10/24/2008 7:18:21 AM, sa
Action Task Assignee of rule Assign Notification fired
*¥¥* CASE ASSIGN 10/24/2008 7:18:26 AM, cangon
N052008-10-2300443 to dphitlip, WIP _empl ~¢P
*** CASE RULE ACTION 10/24/2008 7:18:26 AM, sa
Action Task Assignee of rule Assign Notification fired
*** CASE VSC LOOKUP 10/24/2008 3:43:13 PM, dphillip
VSC-CUC CHECK 10/24/2008 03:43:13 PM dphillip
No data found for VIN.
*x CASE EXTENDED WARRANTY LOOKUP 10/24/2008 3:43:17 PM, dphiltip
WARRANTY CHECK 10/24/2008 03:43:17 PM dphillip
No data found for VIN.
**x CASE CLAIMS LOOKUP 10/24/2008 3:43:20 PM, dphillip
CLAIM HISTORY CHECK 10/24/2008 03:43:19 PM dphillip
No data found for VIN.
*** CASE CAMPAIGN L.OOKUP 10/24/2008 3:43:23 PM, dphillip
CAMPAIGN CHECK 10/24/2008 03:43:23 PM dphiilip
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
**¥% NOTES 10/24/2008 3:45:42 PM, dphillip, Action Type : Note-General
OBW CLOSED
Created 9/11/2008

The customer expressed the following concern in survey:
THEY DID A DIAGNOSTIC TEST ON MY VEHICLE AND CAME UP WITH NOTHING WRONG. THEY CHARGED ME $55 TO DO IT.

A FEW DAYS AFTER DRIVING OFF THE LOT, IT HAPPENED AGAIN. IT WAS A VEHICLE STABILITY LIGHT THAT KEPT
COMING ON. THEY SAID THEY RESET IT. THE COST OF $55 WAS PRETTY PRICEY TO RESET IT. OTHER DEALERSHIPS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

06/20/2012

Case History
CaseID: N052008-10-2300443 Case Tite : |- CSE NOT FIXED, DY

DO NOT CHARGE FOR THAT. I HAVE NOT TAKEN IT BACK YET AS1 HAVE NOT HAD TIME. THEIR EVENING HOURS ARE
ONLY A COUPLE OF NIGHTS A WEEK.

The costomer! Js response to a recent CSE survey indicates their vehicle is ZStill Not Fixed !, I will follow-up with customer to ensure that al} issues
of concern have been resolved.
5 CASE MODIFY 10/24/2008 3:45:50 PM, dphillip
into WIP default and Status of Solving.
e CASE MODIFY 10/24/2008 4:00:54 PM, dphillip
into WIP default and Status of Solving.
*** NOTES 10/24/2008 4:03:32 PM, dphillip, Action Type : Call to Customer
I reached the customer and introduced myself. I explained that I was calling from American Honda Motor Company regarding their Honda Vehicle. 1 informed

customer that I am calling to follow up on some feedback that was provided on a recent survey. I advised customer that the reason for the call is to address
any outstanding issues or concerns that they may have pertaining to the Honda Vehicle or their service experience.

I asked if now would be a convenient time to talk, and the customer agreed.
I advised customer that for quality assurance purposes, this call may be recorded. The customer accepted.

Responses to questions and answers can be located on Quick Base record.

I contacted the customer and spoke with Ms. [JJJil]: The customer stated that they took the vehicle to Honda of Keene because the VSA light came on and
for an oil change. The customer stated that the checked for codes and could not find any codes and reset the light. The customer stated that the VSA light

has come on intermittently since the dealer has reset the VSA light. 1 asked the customer if she would like me to contact Honda of Keene to research her
concerns further. The customer declined and stated that she will take the vehicle back again if the light comes back on. The customer thanked me for my follow
up call to ensure her satisfaction and she ended the call.

I informed Ms. |JJffon behalf of American Honda, I would like to thank her for her time and the valuable feedback she has provided. I informed her
that her overall ownership experience is very important to American Honda. I apologized for any inconvenience. Call ended.

¥ NOTES 10/24/2008 4:03:45 PM, dphillip, Action Type : Note-General
The following information was verified with the customer:

Vehicle Mileage
Current Address
Current Phone Number
XX COMMIT 10/24/2008 4:24:24 PM, dphillip, Action Type : N/A
Close@3pm
**¥ NOTES 10/24/2008 4:24:49 PM, dphillip, Action Type : Note-Resolution
The customer will take the vehicle back to Honda of Keene when she has time. The customer does not require any further assistance at this time. I will close
the case.

Case closed per PCRM procedure
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date :  06/20/2012

AMERICAN HONDA

Case History
Case ID: N052008-10-2300443 Case Titte : | NN - CSE NOT FIXED, DY

#*x CASE MODIFY 10/24/2008 4:25:00 PM, dphillip
into WIP default and Status of Solving.

*** CASE MODIFY 10/24/2008 4:25:31 PM, dphillip
into WIP default and Status of Solving.

% CASE MODIFY 10/24/2008 4:26:37 PM, dphillip
into WIP default and Status of Solving.

**= CASE MODIFY 10/24/2008 4:26:42 PM, dphillip
into WIP default and Status of Solving.

*++ CASE MODIFY 10/24/2008 4:26:47 PM, dphillip
into WIP default and Status of Solving.

*** CASE MODIFY 10/24/2008 4:26:56 PM, dphillip
into WIP default and Status of Solving.

*** CASE MODIFY 10/24/2008 4:26:58 PM, dphillip
into WIP default and Status of Solving.

% CASE MODIFY 10/24/2008 4:32:47 PM, dphiflip
into WIP Ready 2 Close 2morrow and Status of Solving.

X CASE MODIFY 10/24/2008 4:32:30 PM, dphillip
into WIP Ready 2 Close 2morrow and Status of Solving.

*** SUBCASE N052008-10-2300443-1 CLOSE 10/27/2008 4:05:33 PM, dphillip
Status = Solving, Resolution Code = Instruction Given

*#+x CASE CLOSE 10/27/2008 4:05:33 PM, dphillip
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date : 06/20/2012

Case Details

Case Title : JEFF WYLER HONDA - 4K || ENGINEER REQUEST

Case ID: N012005-02-2400801 Division : Honda - Auto . Condition : Closed
Case Originator : Jaqueline Gutierrez (Team HI) Sub Division :  Customer Relations Status : Closed
Case Owner:  Corey Kruisheer (Team MA) Method : Phone Queue :
Last Closed By : Corey Kruisheer (Team MA) Point of Origin : DSM Wipbin :

Open Date : 2/24/2005 11:39:42 AM
Close Date : 3/10/2005 9:42:13 AM
Days Open : 14

No. of Attachments : 0

Site / Contact Info :

Product Info :

Site Name - R 50

Dealer No. :
Site Phone No. : ]
ContactName : [N

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

Fax No. : () -

Address : I
City / State / Zip:  FRANKFORT, KY [}
E Mail :

Svc District / Sls District : /

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 :

Current Dealer Info :

Transmission Code :
Exterior Color :

Current Dealer No. / Name :208368 / JEFF WYLER HONDA OF FRANKFORT

Phone No. : 502-695-6100
Address : 1440 VERSAILLES ROAD
City / State / Zip : FRANKFORT, KY 40601

Svc District / Sls District:  04L / E04
Warranty Labhor Rate / Date : $85.00 /

HPP/VSC Cancellation Date :

I 20!

US VIN / 2HK YF18695 HR
PILOT /2005
YF1865JNW / A

06/29/2005
-4
135461602230

Originating Dealer No. / Name :208368 / JEFF WYLER HONDA OF FRANKFO

208368 / JEFF WYLER HONDA OF FRANKFOR
EX-LRES

5

5AT

BE

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 I 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
No12005-02-2400801 - 1 | Subcase Close Product Operation 422 Anti-Lock Brake
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Issue Details

Issue ID: N012005-02-2400801-1
Issue Originator : Corey Kruisheer
Issue Owner : Corey Kruisheer

Issue Title : | N D:ALER

Condition : Closed
Status : Subcase Close
Queue ;

Disposition: Complaint
Type 1: Product
Type 2: Operation

- PRODUCT COMPLAINT - OPERATION

Run Date : 06/20/2012
Wipbin :
Open Date ;' 2/24/2005 1:49:18 PM
Close Date : 3/10/2005 9:42:10 AM

Coding Info :

Solution f Linked Resolution Info :

Labor Code / Desc :422 / Anti-Lock Brake
Condition Code Desc Other 422X
Campaign Code / Desc :  /

Temperament Code :

Resolutions :  Repaired/Warranty
Component Category : 03 - Service Brakes Sys
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Iindicator:  NO

Dealer Coding:

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

Spool Report Run Date : 06/20/2012
Case History
Case ID: N012005-02-2400801 Case Title : ||} - /K DEALER, FIELD ENGINEER REQUEST

##% CASE CREATE 2/24/2005 11:39:42 AM, jgutierr
Contact = |} BB DE A LER. Priority = N/A, Status = Solving.
**% NOTES 2/24/2005 11:39:46 AM, jgutierr, Action Type :

On 2/24/05 ACS recv a call from DPSM John Wiggill requesting a Field Engineer Visit Request. The problem with the vehicle is that when driving
at a highway speed the left front anti-lock engages and it trows you to the left.

*¥** CASE MODIFY 2/24/2005 11:40:25 AM, jgutierr
into WIP default and Status of Solving.
**% CASE MODIFY 2/24/2005 11:40:43 AM, jgutierr
into WIP default and Status of Solving.
*#%¥ CASE DISPATCH 2/24/2005 11:40:58 AM, jgutierr
from WIP default to Queue Honda Team C.
*#*% CASE YANKED 2/24/2005 12:05:19 PM, ckruishe
Yanked by ckruishe into WIPbin DEFAULT.
5% SUBCASE N012005-02-2400801-1 CREATE 2/24/2005 1:49:18 PM, ckruishe
Created in WIP Default with Due Date 2/24/2005 1:49:18 PM.

** NOTES 2/24/2005 1:50:18 PM, ckruishe, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

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

Doug,

Per John Wiggill's request, I have submitted an FE request for this Pilot. I should have the FE schedule Monday/Tuesday of next week. I will call
you with the Field Engineer date.

This is for your information only and no response is required.
Thank you for your attention to this matter.

Corey Kruisheer
Automobile Customer Service
**#* NOTES 2/24/2005 1:50:35 PM, ckruishe, Action Type : Note-General
Sent FE request to supervisor.
¥4 COMMIT 2/24/2005 1:50:42 PM, ckruishe, Action Type : N/A
fe schedule
*#* CASE MODIFY 2/25/2005 5:09:44 PM, ckruishe
into WIP DEFAULT and Status of Solving.
¥ NOTES 2/28/2005 9:51:49 AM, ckruishe, Action Type : Note-General
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
Case ID: NO012005-02-2400801 Case Title : ||} - /K DEALER, FIELD ENGINEER REQUEST

FE set for 3/09
*#x CASE FULFILL 2/28/2005 9:32:08 AM, ckruishe ‘
Fulfilled for || | S D:ALER due 03/01/2005 12:00:00 AM.
*#% COMMIT 2/28/2005 9:52:12 AM, ckruishe, Action Type : N/A
FE
#*+ CASE MODIFY 2/28/2005 9:52:45 AM, ckruishe
into WIP 4K and Status of Solving.
*#* NOTES 2/28/2005 9:52:58 AM. ckruishe, Action Type : Call to Dealer
LM for Doug Doris advising of the FE date.
***% NOTES 3/9/2005 8:20:15 AM, ckruishe, Action Type : Call to Dealer
LM for Doug Doris.
** CASE FULFILL 3/9/2005 8:20:24 AM, ckruishe
Fulfilled for ||| | I D~ LER due 03/09/2005 12:00:00 AM.
*#¥ COMMIIT 3/9/2005 8:20:28 AM, ckruishe, Action Type : N/A
dealer
*** NOTES 3/10/2005 9:41:54 AM, ckruishe, Action Type : Call to Dealer
Spoke with Doug Doris.

FE found a loose connector on the ABS module that was causing the engagement of the ABS. Doug said the ordered the replacement part but the wrong part
arrived. The correct part will be in tomorrow. Doug said he would take care of the repair from this point forward and thanked me for getting the FE to the
dealership. Asked that he call back if there are any other problems or questions.
*** SUBCASE N0O12005-02-2400801-1 CLOSE 3/10/2005 9:42:10 AM, ckruishe
Status = Solving, Resolution Code = Instruction Given
¥k CASE CLOSE 3/10/2005 9:42:13 AM, ckruishe
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date :

06/20/2012

Mediation Details

Case ID
Process :
Document Ref ;
Related Case :

Arbitration Method :
Arbitration Outcome : Please Specify

N042005-04-2900465
Mediation

RODNEY BOUDREAUX
N012005-04-1500923
Please Specify

Final Decision : Repair
Customer Position : Buyback-Replace
AHM Position : Repair

Last Updated : 7/7/2005 4:00:48 PM By : rboudrea

Descision Updated :7/7/2005 4:00:48 PM

Mediation Expenses :

Transaction Type

Estimated Amount

Actual Amount Transaction Date | LastUpdated | Last Updated By

l

Total Amount $0.00 $0.00
Mediation Activity :
1** Event Type / Status : BBB Case Recd/ Completed Start Date ! 4/27/2005 9:17:48  Notes:  HONO570125
Assigned To : Mediation () Due Date : 6/6/2005
Last Updated / By . 7/7/2005 4:04:54 PM / rboudrea Actual Date :  7/7/2005 4:04:52
** Event Type / Status . MRF Sent/ Completed Start Date : 4/27/2005 9:23:36  Notes -
Assigned To : Third Party (BBB: LINDA Due Date : 5/7/2005
Last Updated / By :  5/7/2005 1:26:21 PM / rboudrea Actual Date . 5/6/2005 1:25:45
*#* Event Type / Status : Docs Received / Completed Start Date : 4/29/2005 9:23:19  Notes: REPAIR ORDERS RECEIVED
Assigned To : Other (AUBURN AND MARIN Due Date : 5/2/2005
Last Updated / By :  5/10/2005 9:45:12 AM / rboudrea  Actual Date :  5/10/2005 9:44:14
t** Event Type / Status : DPSM Inspection / Completed Start Date : 5/13/2005 10:11:42  Notes:©  AUBURN HONDA
Assigned To : DPSM (TIM BRUSHER) Due Date : 5/18/2005 11:00:00
Last Updated / By :  7/7/2005 4:00:34 PM / rboudrea Actual Date :  5/18/2005 4:00:25
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :

06/20/2012

Mediation D_e_tg_i_ls

Case ID
Process :

Document Ref :
Related Case :
Arbitration Method ;
Arbitration Qutcome : Please Specify

N042005-09-2700526
Voluntary

JASON STRADFORD
N032005-09-0701082
Please Specify

Final Decision :

Buyback-Replace

Customer Position : Buyback-Replace

AHM Position :

Last Updated :

11/22/2005 7:19:41 AM

Buyback-Replace

By :

jstradfo

Descision Updated :11/22/2005 7:19:41 AM

Mediation Expenses :

Transaction Type

Estimated Amount

Actual Amount

Transaction Date

Last Updated

Last Updated By

Replacement Cost ($34,087.00) ($34,087.00)  [11/22/2005 7:26:14 AM|11/22/2005 7:26:27 AM| jstradfo
Transportation Fees ($1,325.00) ($1,325.00) [3/7/2006 9:15:33 AM  [3/7/2006 9:15:35 AM mlyon
Auction Proceeds $21,800.00 $24,145.00  [6/13/2006 9:38:27 AM  5/14/2006 9:38:32 AM | akenney

Total Amount

($13,612.00)

($11,267.00)

Mediation Activity :

b

** Event Type / Status ; Docs Received / Completed Start Date : 9/27/2005 9:49:44  Notes -
Assignhed To : DPSM (BARRY ZOLL) Due Date : 9/28/2005
Last Updated / By ;. 9/28/2005 3:37:10 PM / jstradfo Actual Date :  9/28/2005 3:37:09
r** Event Type / Status : Notify Zone of Open/ Completed Start Date : 9/27/2005 9:50:10  Notes -
Assigned To : Mediation () Due Date : 9/28/2005
Last Updated / By :  9/28/2005 3:37:16 PM / jstradfo Actual Date :  9/28/2005 3:37:14
*% Event Type / Status : Offer Made / Completed Start Date : 11/10/2005 8:17:07  Notes -
Assigned To : Mediation () Due Date : 11/17/2005
Last Updated / By :  11/22/2005 7:41:08 AM / jstradfo  Actual Date : 11/22/2005 7:41:07 o
** Event Type / Status : FE Inspection/ Completed Start Date : 11/10/2005 8:17:32  Notes -
Assigned To . Mediation () Due Date : 11/29/2005
lLast Updated / By . 12/20/2005 7:22:28 AM / jstradfo  Actual Date . 11/29/2005 7:22:12 B
i** Event Type / Status : Send Check / Completed Start Date : 11/22/2005 7:43:19  Notes -
Assigned To : ISG() Due Date : 12/5/2005
Last Updated / By :  11/28/2005 11:16:48 AM / jstradfo  Actual Date . 11/28/2005 11:16:42
**% Event Type / Status : Send Check / Completed Start Date : 3/7/2006 9:15:26 Notes: PASHA
Assigned To . Mediation () Due Date : 3/13/2006
Last Updated /By = 3/7/2006 9:15:52 AM / mlyon Actual Date :  3/7/2006 9:15:51
r** Event Type / Status : Auction Unit/ Completed Start Date : 5/12/2006 7:23:34  Notes
Assigned To : ISG (GREATER AUTO Due Date : 6/23/2006
Last Updated / By :  6/14/2006 9:38:01 AM / akenney  Actual Date :  6/13/2006 9:37:58
i** Event Type / Status : Disclosure Requested / Completed Stait Date : 6/13/2006 9:38:03  Notes
Assigned To : ISG () Due Date : 8/13/2006
Last Updated / By :  8/10/2006 2:38:15 PM / mlyon Actual Date :  8/10/2006 2:38:14
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CUSTOMER RELATI
AMERICAN HONDA LATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 06/20/2012
Case History
Case ID: N012012-03-3001695 Case Title:  WEST HILLS [\ FER - BRAKE MASTER CYLINDER CONCERN/ASST

### CASE CREATE 3/30/2012 2:46:47 PM, jpacheco
Contact . Priority = N/A, Status = Solving.

*#% CASE MODIFY 3/30/2012 2:47:10 PM, jpacheco
into WIP default and Status of Solving.

#¥% NOTES 3/30/2012 3:10:57 PM, jpacheco, Action Type : Call from Customer
Updated customer s info,

Best contact number i GG

Customer said that she is having a problem with the VSA. She said that she found forums online with other owners having the same problem and thinks it should
be a recall since it/ s definitely a safety concern.

She said that when she drives the brakes activate in second intervals until the car eventually comes to a stop. She said that this is the 4th time this happens
to her and the 3rd time she takes it into the dirship WEST HILLS HONDA, where the vehicle is currently located. She said that she was working with
SA Randy but no SM. She said that on this last visit they were able to finally duplicate her concern.

She said that previously they replaced the brake switch and are currently replacing the VSA master cylinder for about $1,800 to $2,000. She said that
sometimes this can lead to an AT change and would like AHM to assist with the repair.

She said that she loves her Honda. She said that she purchased it from an independent dlr in 6/2006. This is her first Honda.

ACS advised that I would forward her case to a CM who will call her within 1 to 2 business days. | explained that as she was outside of warranty I could
not guarantee assistance. ACS thanked her for giving us the opportunity to address her concern as well as being able to documented it. I advised that the NHTSA
can also be contacted to document her concern.

Customer asked me at the end of the call to document that she is not considering keeping the car. She said that she might buy another Pilot but isn[t sure
as her confidence is Honda is very low. [ advised that 1 will and no further assistance is needed.

*#*x CASE MODIFY 3/30/2012 3:12:02 PM, jpacheco
into WIP default and Status of Solving.
##% CASE MODIFY 3/30/2012 3:12:06 PM, jpacheco
into WIP default and Status of Solving.
##% CASE DISPATCH 3/30/2012 3:12:14 PM, jpacheco
from WIP default to Queue Honda Team C.
*#%* NOTES 3/30/2012 3:13:57 PM, jpacheco, Action Type : Note-General
Customer also said that she no longer felt safe putting her family in this car.
##% CASE ASSIGN 3/30/2012 3:49:18 PM. ksulliva
N012012-03-3001695 to tyamatsu, WIP o
*#% CASE RULE ACTION 3/30/2012 3:49:18 PM, sa
Action Task Assignee of rule Assign Notification fired
#ik SUBCASE N012012-03-3001695-1 CREATE 4/2/2012 9:39:08 AM, tyamatsu

Page # . 72




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History

Case ID: N012012-03-3001695 Case Title :  WEST HILLS HONDA {} I BR A KE MASTER CYLINDER CONCERN/ASST
Created in WIP Default with Due Date 4/2/2012 9:39:08 AM.

#5% CASE MODIFY 4/2/2012 9:39:16 AM, tyamatsu
into WIP Default and Status of Solving.
**#* CASE MODIFY 4/2/2012 9:41:05 AM, tyamatsu
into WIP Default and Status of Solving.
“ik CASE MODIFY 4/2/2012 9:41:55 AM, tyamatsu
into WIP Default and Status of Solving.
% CASE MODIFY 4/2/2012 9:41:58 AM, tyamatsu
into WIP Default and Status of Solving.
*EENOTES 4/2/2012 9:44:17 AM, tyamatsu, Action Type : Note-General
Per Airbase-

TRXNUMPID  FNAME LNAME VIN TRXDATE SERVAMT
ODOMETER DLRID MAKE MODEL

73031882 818269243 NULL. NULL. 2HKYF 18695 HIJ 11/26/2004 12:00:00

AM 46 1 206526 HOND PILOT

150259289 987366390 .NULL. NULL. 2HK YF 18695 HJl 07/20/2006 12:00:00

AM 60.86 24184 206864 HOND PILOT

218542229  A21750741 | B 20K YF13695H 04/28/2005 12:00:00
AM 224 6132 207343 HOND PILOT

255416436 A36796459 [N ] 2HKYF1869SHIJ 11/20/2008 12:00:00
AM32.95 53487 206864 HOND PILOT
255416439 A36796459 [N ] 2HK YF18695SHIJ 04/30/2009 12:00:00

AM32.95 58683 206864 HOND PILOT
255416441 A36796459 ] 2HK YF 18695 I 09/17/2009 12:00:00
AM32.95 65665 206864 HOND PILOT

255416444 A36796459 | ] 2HKYF 18695 HJR 12/08/2009 12:00:00
AM 3295 70956 206864 HOND PILOT
255416446 A36796459 | ] 2HK YF18695HJJ 03/02/2010 12:00:00

AM39.95 75225 206864 HOND PILOT

302511759 A59625958 [N I 2HKYF1869SHI 12/13/2011 12:00:00
AM 159.38 110011 206864 HOND PILOT

302329606  A59625958 - 2HKYF18695SHIJ 12/06/2011 12:00:00
AM7.75 109825 206864 HOND PILOT

Purchase date listed- 11-20-2008

%k CASE MODIFY 4/2/2012 9:44:24 AM, tyamatsu
into WIP Default and Status of Solving.

¥¥¥ NOTES 4/2/2012 9:49:22 AM. tyamatsu, Action Type : Dealer Communication
ATTN: SERVICE MANAGER
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :

06/20/2012

Mediation Details

Case ID
Process :

Document Ref :
Related Case :
Arbitration Method :

N042006-01-2300809
Mediation

FRANK SWARTWOUT
N012006-01-0301175
Please Specify

Final Decision :

Buyback-Repurchase

Customer Paosition : Buyback-Repurchase

AHM Position :

Buyback-Repurchase

Descision Updated :5/10/2006 8:45:58 AM

Arbitration Outcome : Please Specify Last Updated : 5/10/2006 8:45:58 AM By : fswartwo
Mediation Expenses :
Transaction Type Estimated Amount| Actual Amount Transaction Date Last Updated Last Updated By

Repurchase Cost ($55,501.00) ($55,501.00)  [5/10/2006 8:46:42 AM [5/10/2006 8:46:43 AM | fswartwo
Auction Proceeds $22,000.00 $23,622.00  |8/8/2006 1:57:24 PM  [8/8/2006 1:57:24 PM akenney
Total Amount ($33,501.00) ($31,879.00)
Mediation Activity :
** Event Type / Status : Docs Received / Completed Start Date : 1/13/2006 7:30:16  Notes -
Assigned To : Mediation () Due Date : 1/16/2006
Last Updated / By :  1/31/2006 7:31:41 AM / fswartwo  Actual Date :  1/13/2006 7:31:35
f[** Event Type / Status : Notify Zone of Open/ Completed Start Date : 1/23/2006 9:28:52  Notes
Assigned To : Mediation () Due Date
Last Updated / By :  1/23/2006 9:31:44 AM / mplant Actual Date :  1/23/2006 9:31:42
T** Event Type / Status : MRF Sent/ Completed Start Date : 1/30/2006 11:32:33  Notes
Assigned To : Mediation (FRANK Due Date : 2/9/2006
Last Updated / By :  1/31/2006 7:30:13 AM / fswartwo  Actual Date : 1/31/2006 7:30:12
1** Event Type / Status : BBB Case Recd / Completed Start Date : 3/29/2006 11:32:06  Notes ©  HON0635262-R 1
Assigned To : Mediation () Due Date : 6/8/2006
Last Updated / By :  5/5/2006 1:34:39 PM / fswartwo Actual Date . 5/1/2006 1:34:32
x%  Event Type / Status : MRF Sent/ Completed Start Date : 3/29/2006 2:20:46  Notes -
Assigned To : Mediation () Due Date : 4/7/2006
Last Updated / By .  5/5/2006 1:34:25 PM / fswartwo Actual Date . 4/7/2006 1:34:20
** Event Type / Status : Offer Made / Completed Start Date : 5/5/2006 7:31:41 Notes © OFFERED TO REPLACE THE VEHICLE.
Assigned To . Mediation (FRANK Due Date : 5/12/2006
Last Updated / By . 5/23/2006 3:10:37 PM / fswartwo  Actual Date :  5/23/2006 3:10:36
#** Event Type / Status : Send Check / Completed Start Date : 5/10/2006 8:44:26  Notes ©  FED EX'ED CHECK #S 1571533 AND 1571549 TO ISG
Assigned To : Mediation (FRANK Due Date : 5/15/2006
Last Updated / By :  5/16/2006 3:02:34 PM / fswartwo  Actual Date :  5/16/2006 3:02:33
ff** Event Type / Status : Transfer Agent Mtg / Completed  Start Date : 5/15/2006 10:32:41  Notes©  CRAIG SANDERS, TRANSFER AGENT
Assigned To : ISG (RUDY LARA) Due Date : 5/23/2006
Last Updated / By . 5/23/2006 3:10:46 PM / fswartwo  Actual Date :  5/23/2006 3:10:45
fi** Event Type / Status : Notify Zone of Close / Completed Start Date : 5/23/2006 3:10:50  Notes:  E-MAIL TO THE ZM, AZM, ZMPI AND DPSM
Assigned To : Mediation (FRANK Due Date :
Last Updated / By :  5/23/2006 3:11:27 PM / fswartwo  Actual Date :  5/23/2006 3:11:26
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date :

06/20/2012

I

o

Mediation Activity :

*% Event Type / Status : Repair scheduled / Completed

Start Date : 5/24/2006 11:15:01  Notes -

Assigned To : ISG ()

Last Updated / By :  8/15/2006 9:16:06 AM / mlyon

Assigned To . Mediation () Due Date : 6/5/2006
Last Updated /By . 6/6/2006 10:34:48 AM / mlyon Actual Date . 6/6/2006 10:34:47
*% Event Type / Status : Auction Unit/ Completed Start Date : 6/6/2006 10:34:50  Notes
Assigned To : ISG (NATIONAL AUTO Due Date - 7/21/2006
Last Updated / By :  8/8/2006 1:57:04 PM / akenney Actual Date :  8/8/2006 1:57:02
i%* Event Type / Status : Disclosure Requested / Completed Start Date : 8/8/2006 1:57:09 Notes °

Due Date : 10/8/2006
Actual Date :  8/15/2006 9:16:05
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History
Case ID:  N042006-01-2300809 Case Title :  08/02 |- 5BB HON0635262-R1 - ACCELERATES/BRAKES/VSA LIGHT

Notes:
o COMMIT 1/30/2006 11:34:11 AM, mlyon, Action Type : N/A

Made to || < 01/31/2006 06:00:00 AM.

New BBB case, customer was an escalated case. Review Ro's
##% CASE ASSIGN 1/30/2006 11:35:48 AM, mlyon
N042006-01-2300809 to fswartwo, WIP _employee WHERE emplo!( b
*#% CASE RULE ACTION 1/30/2006 11:35:49 AM. sa
Action Task Assignee of rule Assign Notification fired
##% CASE MODIFY 1/30/2006 2:17:13 PM. fswartwo
into WIP default and Status of Solving.
*#% CASE MODIFY 1/31/2006 6:47:55 AM, fswartwo
into WIP default and Status of Solving.
#%% NOTES 1/31/2006 6:56:37 AM, fswartwo, Action Type : Note-General
Montes Repair History

6/16/05 2,292 miles 6 days

VSC light comes on and ABS light comes on. Checked for codes, none saved. Could not duplicate complaints.

When pressing gas pedal and switching over to the brake pedal she hears a grinding noise. Could not duplicate the noise.

Wet sand, polish and paint right side front door, left quarter panel and rear door as agreed with the customer. Customer pay, $1,029.56.

9/21/05 2,970 2 days
VSA light comes on after 1 hour of driving. Found code 25-1 and 26-1. Called Techline and ordered a yaw sensor.

10/13/05 3,006 miles 1 day

VSC and ABS lights come on. Replaced yaw sensor.

While driving and not pressing brake pedal she hears a grinding noise. It feels like it is braking by itself. Could not duplicate.
Oil Change.

Replaced rear differential fluid.

11/7/05 3,084 miles 4 days
While driving the car feels like it accelerates on its own and at times it holds back like it is braking and the VSA and TCS lights come on. Found codes
26-1 and 27-1. Called Techline and replaced the VSC modulator unit. Rental provided.

12/29/05 3,213 miles 21 days
Vehicle accelerates and brakes on its own. Road tested for 3 days and it happened once. Called Techline. Found PIN 32 loose. Test-drove for
4 more days and the vehicle seems OK. Rental car provided.

5 ROs and 34 to 45 days out of service depending on how many days are for the paint repairs. The invoice dates are not completely accurate.
##% CASE FULFILL 1/31/2006 6:56:49 AM, fswartwo

Fulfilled for | due 01/24/2006 06:00:11 AM.
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AMERICAN HONDA CUSTOMER RELATIONSHIP MANAGENMENT SYSTEM

Spool Report Run Date : 06/20/2012
Case History
Case ID:  N042006-01-2300809 Case Title 1 08/02 |- 555 HON0635262-R | - ACCELERATES/BRAKES/VSA LIGHT

into WIP Buyback Cases and Status of Solving.
*** NOTES 5/5/2006 12:06:44 PM, fswartwo, Action Type : Note-General
Called AHFC and the payoff is $38,310.52 with a $8.47 per diem. the account # || GGz
**% CASE FULFILL 5/5/2006 12:09:11 PM, fswartwo
Fulfilled for ||| GGG dvc 05/05/2006 12:00:00 AM.
##% CASE MODIFY 5/5/2006 12:49:51 PM, fswartwo
into WIP Buyback Cases and Status of Solving.
£ NOTES 5/5/2006 1:02:55 PM, fswartwo, Action Type : Letter/Fax
Fed Ex'ed to the customer:

May 5, 2006

Jackson Heights, N!-

Dear Ms. || N

Please accept this letter as confirmation that American Honda agrees to repurchase your 2005 Honda Pilot, vehicle identification number 2HK YF18745H545377,
per the guidelines established by the State of New York.

$55,416.55 purchase price
$-38,310.52 payoff to American Honda Finance Corp.
$17.106.03 refund to Ms. Montez

1f this offer is acceptable, please sign the attached release. Our vendor, Impartial Services Group, will be in contact with you to complete the repurchase
agreement.

Sincerely,
AMERICAN HONDA MOTOR CQO., INC.

Durwing Gonzalez
Automobile Customer Services
Case Manager
310-781-5044
wEE CASE MODIFY 5/5/20006 1:32:51 PM, fswartwo
into WIP Buyback Cases and Status of Solving.
=R COMMIT 5/5/2006 1:33:14 PM, fswartwo. Action Type : N/A
Look for acceptance by customer of repurchase offer
#*% CASE MODIFY 5/5/2006 1:33:49 PM, fswartwo
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AMERICAN HONDA. CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 06/20/2012
Case History
CaseID: N042006-01-2300809 Case Title . 08/02 _- BBB HON0635262-R1 - ACCELERATES/BRAKES/VSA LIGHT
Ref: FRANK SWARTWOUT
Rel: N0120

#*% CASE FULFILL 5/10/2006 9:35:49 AM, fswartwo
Fulfilled for | < 05/10/2006 12:00:00 AM.
=#*¥ CASE MODIFY 5/10/2006 9:39:09 AM, fswartwo
into WIP Buyback Cases and Status of Solving.
*#k SUBCASE N042006-01-2300809-2 RULE ACTION 5/11/2006 7:43:35 AM. sa
Action Task - Current Owner - 24 hrs of rule Quene Escalation fired
w0 SUBCASE N042006-01-2300809-1 RULE ACTION 5/11/2006 7:44:00 AM, sa
Action Task - Current Owner - 24 hrs of rule Queue Escalation fired
**# SUBCASE N042006-01-2300809-2 5/11/2006 2:55:32 PM. dmontgom, Action Type :
Check Requistion for 17,106.03 $ submitted
Check Requistion for 17,106.03 $ submitted by dmontgom
##% SUBCASE N042006-01-2300809-2 RETURN 5/11/2006 2:55:48 PM, dmontgom
from Queue CK Req - Mediation Mgr to WIP subcases.
#*% SUBCASE N042006-01-2300809-1 5/11/2006 2:56:14 PM. dmontgom. Action Type :
Check Requistion for 38,395.22 $ submitted
Check Requistion for 38,395.22 $ submitted by dmontgom
R SUBCASE N042006-01-2300809-1 RETURN 5/11/2006 2:56:32 PM, dmontgom
from Queue CK Req - Mediation Mgr to WIP subcases.
*#% SUBCASE N042006-01-2300809-2 COMMIT 5/15/2006 8:02:42 AM, fswartwo, Action Type : External Commitment
Check processed for check_req_no = 7003 on 2006-05-12-00.00.00.000000
#x% SUBCASE N042006-01-2300809-1 COMMIT 5/15/2006 8:02:43 AM. fswartwo. Action Type : External Commitment
Check processed for check_req _no = 6934 on 2006-05-12-00.00.00.000000
*#*= CASE MEDIATION EVENT UPDATE 5/16/2006 3:02:34 PM, fswartwo
*#* MEDIATION EVENT - SEND CHECK 05/16/2006 03:02:34 PM fswartwo
Status: Completed
S: 05/10/2006 08:44:26 AM
D: 05/15/2006 12:00:00 AM
A:05/16/2006 03:02:33 PM
Assgn to: Mediation (FRANK SWARTWOUT)
Notes: FED EX'ED CHECK #S 1571533 AND 1571549 TO |
#*% CASE FULFILL 5/16/2006 3:02:42 PM, fswartwo

Fulfilled for [ v 05/15/2006 12:00:00 AM.
*#% COMMIT 5/16/2006 3:02:45 PM, fswartwo, Action Type : N/A
See if the repurchase is completed.

##% CASE MODIFY 5/16/2006 3:03:06 PM, fswartwo
into WIP Waiting for Checks and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 06/20/2012
Case History

Case ID: NO012007-02-0900433 Case Tite : | - T0\/NG REIMBURSEMENT.
%% CASE CREATE 2/9/2007 8:46:15 AM, gvong
Contact = || . Priority = N/A, Status = Solving.
*#%* CASE EXTENDED WARRANTY LOOKUP 2/9/2007 8:46:42 AM, gvong
WARRANTY CHECK 02/09/2007 08:46:42 AM gvong
No data found for VIN,
##* CASE CLAIMS LOOKUP 2/9/2007 8:46:45 AM, gvong
CLAIM HISTORY CHECK 02/09/2007 08:46:45 AM gvong
No data found for VIN.
#ik CASE CAMPAIGN LOOKUP 2/9/2007 8:46:48 AM, gvong
CAMPAIGN CHECK 02/09/2007 08:46:47 AM gvong
No data found for VIN
% CASE VSC LOOKUP 2/9/2007 8:46:50 AM. gvong
VSC-CUC CHECK 02/09/2007 08:46:50 AM gvong
No data found for VIN.
#E CASE MODIFY 2/9/2007 8:55:35 AM, gvong
into WIP default and Status of Solving.
“¥* CASE MODIFY 2/9/2007 9:05:20 AM, gvong
into WIP default and Status of Solving.
#* NOTES 2/9/2007 9:09:07 AM, gvong, Action Type : Call from Customer

ACS received phone call from customer regarding his vehicle. Customer note her daughter was driving up in the the mountain last week and the check engine light
and VSA light came on.

Customer contacted Rock Honda and they were informed to have vehicle towed into dealership if they feel it is unsafe to drive. Customer contact a fowing agency
and had vehicle

towed into Rock Honda. Rock Honda diagnose the vehicle and rested the sensors, vehicle checks out ok.

Customer note Rock Honda did not charge customer for the repair, however they were responsible for the $300 tow bill.

Customer seeking ACS for assistance with tow bill. Customer note he has own 2 other Honda vehicles.

Informed customer case will be forwarded to a case manager for review.
Provided case ref # to customer.

#=% NOTES 2/9/2007 9:09:23 AM, gvong, Action Type : Contention
Customer requesting reimbursement on tow bill.
***% CASE MODIFY 2/9/2007 9:09:35 AM, gvong
into WIP default and Status of Solving.
*#% CASE DISPATCH 2/9/2007 9:10:01 AM, gvong
from WIP default to Queue Honda Team D.
ek CASE YANKED 2/9/2007 11:46:40 AM, mbogan
Yanked by mbogan into WIPbin default.
w4k SUBCASE N012007-02-0900433-1 CREATE 2/12/2007 9:20:38 AM, mbogan
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CUSTOMER RELATIONSHIP
AMERICAN HONDA MANAGEMENT SYSTEM

Spool Report Run Date : 06/20/2012

Case History
Case ID: NOI12010-10-1301442 Case Title: |- 5RAKE CONCERN
##% CASE CREATE 10/13/2010 1:06:42 PM. jfort
Contact = |} . rriority = N/A, Status = Solving.
##% CASE EXTENDED WARRANTY LOOKUP 10/13/2010 1:06:49 PM, jfort
WARRANTY CHECK 10/13/2010 01:06:49 PM jfort
No data found for VIN.
% CASE CLAIMS LOOKUP 10/13/2010 1:06:55 PM, jfort
CLAIM CHECK 10/13/2010 01:06:55 PM jfort
The following Claim History information was found
0; 2009-07-22; 206774; 197021; 510; 723120 ; OIL PRESSURE SWITCH - REPLACE.
V6 TIME ALLOWANCE CHANGED TO 0.3 PER DAVE NEWALLIS
=% CASE CAMPAIGN LOOKUP 10/13/2010 1:06:59 PM. jfort
CAMPAIGN CHECK 10/13/2010 01:06:59 PM jfort
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
##% CASE VSC LOOKUP 10/13/2010 1:07:07 PM, jfort
VSC CHECK 10/13/2010 01:07:06 PM jfort
The following VSC information was found
;V003344527;H70;HONDA CERTIFIED 7/100 VSC UPSELL;ACTIVE;;2008-05-10;2012-06-22;100000;50546;2067
74;0.00
##% CASE CUC LOOKUP 10/13/2010 1:07:07 PM, jtort
CUC CHECK 10/13/2010 01:07:07 PM jfort
The following CUC information was found
;ACTIVE;100000;50546;62546;2008-05-10;2012-06-23;;2008-05-10;2008-05-10;206774;,0,2008-05-31;200
8-05-10
ek CASE CAMPAIGN LOOKUP 10/13/2010 1:08:59 PM, jfort
CAMPAIGN CHECK 10/13/2010 01:08:59 PM jfort
The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;
#*# CASE CUC LOOKUP 10/13/2010 1:09:19 PM, jfort
CUC CHECK 10/13/2010 01:09:19 PM jfort
The following CUC information was found
I\ CT1VE;100000;50546;62546;2008-05-10;2012-06-23;;2008-05-10;2008-05-10;206774;;0;2008-05-31;200
8-05-10
##% CASE VSC LOOKUP 10/13/2010 1:09:19 PM, jfort
VSC CHECK 10/13/2010 01:09:18 PM jfort
The following VSC information was found
B 003344527;H70; HONDA CERTIFIED 7/100 VSC UPSELL;ACTIVE;;2008-05-10;2012-06-22;100000;50546;2067
74,0.00
%% CASE CAMPAIGN LOOKUP 10/13/2010 1:20:32 PM, jfort
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

06/20/2012

Case History

Case ID: NO0I12010-09-1302159 Case Title :  01H - (PACIFIC) [IIEGE- VA

The following Campaign information was found
06-085; Q26; Vaughn Class Action Honda; ; ;

#¥% CASE VSC LOOKUP 9/13/2010 10:08:45 AM, mruiz
VSC-CUC CHECK 09/13/2010 10:08:45 AM mruiz
No data found for VIN.

**% SUBCASE N012010-09-1302159-1 CREATE 9/13/2010 10:10:50 AM, mruiz
Created in WIP Default with Due Date 9/13/2010 10:10:50 AM.

#%+ SUBCASE NO12010-09-1302159-1 CLOSE 9/13/2010 10:11:08 AM, mruiz
Status = Solving, Resolution Code = Instruction Given

*EENOTES 9/13/2010 10:13:32 AM, mruiz, Action Type : Call from Customer
Updated customer info.

Best contact #: ||| | G

Customer states that the vehicles VSA light came on, prompting him to take the vehicle to DLR. Customer states that the YAM sensor had to be replaced,
which cost $1100. Customer would like an address to write to, to complain about the premature failure of the component.

ACS provided customer with the AHM address. ACS also advised customer that his concern has been documented by AHM.
##% CASE MODIFY 9/13/2010 10:13:37 AM, mruiz
into WIP default and Status of Solving.
i CASE CLOSE 9/13/2010 10:13:41 AM, mruiz
Status = Closed, Resolution Code = Instruction Given, State = Open
*** CASE REOPEN 10/25/2010 9:31:06 AM, fdiaz
with Condition of Open and Status of Solving.
##ENOTES 10/25/2010 9:32:23 AM, fdiaz. Action Type : Letter/Fax
On 10/20/10 ACS received a | page letter from customer with | page RO and receipt from Pacific Honda. Customers states he has had the VSA light
sensor replaced and is requesting reimbursement.

¥% CASE MODIFY 10/25/2010 9:32:49 AM, fdiaz
into WIP default and Status of Solving.

*#% CASE DISPATCH 10/25/2010 9:32:55 AM, fdiaz
from WIP default to Queue Honda Team D.

*#* CASE ASSIGN 10/25/2010 11:39:57 AM, tspencer
N012010-09-1302159 to rsaeini, WIP 117103

##% CASE RULE ACTION 10/25/2010 11:39:58 AM, sa
Action Task Assignee of rule Assign Notification fired

%% CASE MODIFY 10/26/2010 1:17:40 PM, rsaeini
into WIP default and Status of Solving.

% CASE EXTENDED WARRANTY LOOKUP 10/26/2010 1:17:44 PM, rsaeini
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date :

06/20/2012

Case ID: NO0I2010-11-1200059
*#% CASE CREATE 11/12/2010 6:38:04 AM, aperezl

Case History
Case Title - | - 5R A KES CONCERN

Contact ~| . Friority = N/A, Status = Solving.

#ik CASE MODIFY 11/12/2010 6:38:36 AM, aperezl
into WIP default and Status of Solving.

*#% NOTES 11/12/2010 6:40:50 AM, aperezl, Action Type : Call from Customer

Customer did not verify the contact info

Customer states that the brakes engage on their own. Customer states that she would like to know where her attorney can send a letter to.

ACS provided AHM's mailing address.

Customer understood, call ended.

##% SUBCASE NO12010-11-1200059-1 CREATE 11/12/2010 6:40:58 AM, aperez|
Created in WIP Default with Due Date 11/12/2010 6:40:58 AM.
*¥% SUBCASE NO12010-11-1200059-1 CLOSE 11/12/2010 6:41:24 AM, aperez!

Status = Solving, Resolution Code = Instruction Given

*#x CASE MODIFY 11/12/2010 6:41:35 AM, aperezl
into WIP default and Status of Solving.

*#% CASE MODIFY 11/12/2010 6:42:25 AM, aperez!
into WIP default and Status of Solving.

ik CASE MODIFY 11/12/2010 6:42:28 AM, aperezl
into WIP default and Status of Solving.

¥ CASE MODIFY 11/12/2010 6:42:44 AM, aperezl
into WIP default and Status of Solving.

#*% CASE MODIFY 11/12/2010 6:42:56 AM, aperez]
into WIP default and Status of Solving.

*#% CASE CLOSE 11/12/2010 6:42:58 AM, aperezl

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

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

H

Last Updated / By :  12/16/2010 11:34:38 AM / mlyon

Actual Date :  12/16/2010 11:34:33

Spool Report Run Date :  06/20/2012
Mediation_Details
Case ID N042010-12-1600872 Final Decision : Escalated Descision Updated :2/22/2011 12:38:29 PM
Process : Mediation Customer Position : Buyback-Repurchase
Document Ref: FERNANDO REA AHM Position : Repair Available
Related Case : N012010-11-1200059
Arbitration Method :  Please Specify
Arbitration Outcome : Please Specify Last Updated : 2/22/2011 12:38:29 PM By : frea
Mediation Expenses :
Transaction Type Estimated Amount| Actual Amount Transaction Date |  Last Updated | LastUpdated By |
Total Amount $0.00 $0.00
Mediation Activity :
(** Event Type / Status : Attorney Letter Recd/ Completed Start Date : 12/16/2010 11:34:02 pNpteg -
Assigned To ! Mediation (GIZMUNT & SMITH) Due Date : 1/14/2011
Last Updated / By . 2/22/2011 12:36:57 PM / frea Actual Date :  2/22/2011 12:36:56
** Event Type / Status : Docs Received / Completed Start Date : 12/16/2010 11:34:25 Notes:  HAVE RO'S ARRIVED FROM DEALER
Assigned To : Mediation () Due Date : 12/23/2010
Last Updated / By :  12/27/2010 8:05:22 AM / mlyon Actual Date :  12/27/2010 8:05:21
%% Event Type / Status : Notify Zone of Open/ Completed Start Date : 12/16/2010 11:34:31 Notes:  DPSM (AZM/ZM)
Assigned To Mediation () Due Date :
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