INFORMATION Redacted PURSUANT TO THE FREEDOM OF
INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6)

~ BBB AUTO LINE
-

NOTICE OF INSPECTION/TEST DRIVE ONLY
ALL TESTIMONY SUBMITTED IN WRITING ONLY
B B NO ORAL ARGUMENTS WILL BE PRESENTED

Date: 07/02/12

Case Number: FRD1221598

Custorner [N

Manufacturer: Ford Motor Company
Mfr Info: 6700 TX 1FMCUOEGAAK /N

Arbitrators: Mr. Robert Michael Magee

Inspection Date, Time, Place: 07/13/12 10:00 a.m. CST
The BBB of South Texas, Inc
502 East Expressway 83
Weslaco, TX785960000

Hearing Site Phone: (856) 968-7327

AUTOLINE Dlrector Phone: (956) 968-7327  Fax : (956) 968-7638

INSTRUCTIONS

1. Notify your Dispute Resolution Specialist at once if you cannot make the vehicle available for the
inspection. We reserve the right to make the final determination as to the date and time of the
inspection.

Current vehicle registration and insurance is required for all test-drives.

If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately.
Refer to How BBB AUTO LINE Works for more detailed information on the inspection process.

Salality

Council of Better Business Bureaus, Inc.
3033 Wilson Boulevard, Suite 600 - Arlington, VA - 22201 - Phone 800.955.5100 - Fax: 703.247.9700
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_ Inspection Report FRD1221598

Ford Motor Company

Customer: Case #:

Manufacturer:

Arbitrator's Name: Date of Inspection: ___ / /
Location of Inspection:

Vehicle Information: Make: Model:

Yeat—— — —-gMileaget’,. = = - AN e e e e s e e

Parties Present at Inspection: [ ] Technical Adviser [ ] Arbitrator [ ] Customer [ ] Manufacturer

Conditions or Components Inspected:

Was a test drive conducted? [ ] Yes [ ] No How long was the test drive? Minutes

Aftermarket Items to be Removed, If Applicable. (For Example: Cellular Telephone, Modified Wheels):

Exterior
Overall condition of the vehicle’s exterior (Rate as “"Excellent,” "Good,” “Fair,” or “Poor.”) :

What damage is beyond normal wear and tear?

Please indicate damage below:

Interior
Overall condition of the vehicle’s interior (Rate as “Excellent,” “Good,” “Fair,” or "Poor.”) : __

What damage is beyond normal wear and tear?

Council of Better Business Bureaus, Inc,
3033 Wilson Boulevard, Suite 600 - Arlington, VA - 22201 - Phone 800.955.5100 - Fax: 703.247.9700
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BBB AUTO LINE

ARBITRATOR SELECTION LIST
|_boborg |

Customer: NS

Case Number; FRD1221598

This is some background information on the arbitrator assigned to your upcoming arbitration hearing.
Please review the information for a conflict of interest. If you have any financial, professional, political,
social, or personal relationship with the arbitrator, however remote, this would be considered a conflict of
interest. If this arbitrator is not acceptable please call the Bureau immediately. Otherwise, the hearing will
proceed as scheduled. Be advised that the manufacturer does not participate in the selection of the
arbitrator.

All of our arbitrators are volunteers; however, some receive a nominal honorarium. They are all
committed to making a fair decision based on the facts of your case. At the beginning of the hearing the
arbitrator will sign an oath stating that he or she has no financial, social, professional, or family
relationship with either party.

Arbitrator Information

Arbitrator’s Name: Robert Michael Magee

Arbitrator's Occupation:
superviser of Immigration and Customers Enforcement Headquarters staff

Arbitrator's Biography:

Robert Michael Magee is a facilitator for the University of Phoenix and a management consultant in south
Texas. He has had a broad range of experience in thirty years of government service. His management
experience includes managing over a thousand employees, multimillion dollar budgets and multimillion
dollar government contracts. During his federal government career he also served as the national
president of 2 labor union representing fifteen thousand government employees. He |5 a cartified
mediator and arbitrator. He has Masters in Public Administration (MPA) with a graduate specialization in
Alternative Dispute Resolution (ADR). He has also completed graduate studies in ADR at Michigan State
University, National Labor College Meany Center, and the Federal Executive Institute. He volunteers
with the BEE in the Rio Grande Valley as an arbitrator.

Council of Better Business Bureaus, Inc.
3033 Wilson Boulevard, Suite 600 + Arlington, VA » 22201 + Phone 800.955.5100 - Fax: 703.247.9700
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BBB AUTO LINE

ARBITRATOR SELECTION LIST

Customer: (N,

Case Number: FRD1221598

This is some background information on the arbitrator assigned to your upcoming arbitration hearing.
Please review the information for a conflict of interest. If you have any financial, professional, political,
social, or personal relationship with the arbitrator, however remote, this would be considered a conflict of
interest. If this arbitrator is not acceptable please call the Bureau immediately. Otherwise, the hearing will
proceed as scheduled. Be advised that the manufacturer does not participate in the selection of the
arbitrator.

All of our arbitrators are volunteers; however, some receive a nominal honorarium. They are all
committed to making a fair decision based on the facts of your case. At the beginning of the hearing the
arbitrator will sign an oath stating that he ar she has no financial, social, professional, or family
relationship with either party.

Arbitrator Information

Arbitrator’s Name: Robert Michael Magee

Arbitrator's Occupation:
superviser of Immigration and Customers Enforcement Headquarters staff

Arbitrator’s Biography:

Robert Michael Magee is a facilitator for the University of Phoenix and a management consultant in south
Texas. He has had a broad range of experience in thirty years of government service. His management
experience includes managing over a thousand employees, multimillion deollar budgets and multimillion
dollar government contracts. During his federal government career he also served as the national
president of a labor union representing fifteen thousand government employees. He is a certified
mediator and arbitrator. He has Masters in Public Administration (MPA) with a graduate specialization in
Alternative Dispute Resolution (ADR). He has also completed graduate studies in ADR at Michigan State
University, National Labor College Meany Center, and the Federal Executive Institute. He volunteers
with the BBB in the Rio Grande Valley as an arbitrator.

Council of Better Business Bureaus, Inc.
3033 wilson Boulevard, Suite 600 « Arlington, VA - 22201 - Phone 800.955.5100 - Fax: 703.247.9700
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~ BBB AUTO LINE
~ July 2, 2012
-

BBB

]
CHICAGO n_-

Re: FRD122155¢iij vs Ford Motor Corporation 1rmcuoec4A< EGBG

pear I

Enclosed is the manufacturer’'s written position. You have the opportunity to
comment on the written position before it is forwarded to the arbitrator, Please
read the enclosed and forward your comments to us so that we receive them
within four days from the date of this letter.

After this time period both parties’ initial positions and any comments received
will be forwarded to the arbitrator for a decision to be rendered In this case.
Only those responses submitted on time will be forwarded to the arbitrator.

If you have any questions, please contact me at 800.955.5100. You may either
mail your position to our office at 4200 Wilson Blvd., Suite 800, Arlington,
Virginia 22203 or fax it to 703.247.9700.

Sincerely,

Edith Newton at Extension 512

Council of Better Business Bureaus, Inc.
J033 Wilson Boulevard, Suite 600 - Arlington, VA - 22201 - Phone 800.955.5100 - Fax: 703.247.9700
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From: TA:10.100.0.2:64300,3214351123 Page 2/5 Date: 7/2/2012 11:50:54 AM

MANUFACTURER RESPONSE FORM
Will participate - In Writing By I'hone []

Case Number: FRD1221598 /0579121672
Customer Name: q State: Texas
VIN: [FMCUOEG4A arranty Start Date: 10-07-2000
Vchicle year/model: 2010 Escapc
Current mileage: 34,550 miles

Purchased: New  [] Used (mileage and date of purchase) [ T.eased (Terms)

This claim is: ] IN BTB Warranly [_| IN Diesel Warranty [[] IN Powertrain Warranty
] Out of All Warranties

Extended Service Plan: [XJNO ] YES

SETTLEMENT INFORMATION
Whal, il anylhing, was offered to the customer to settle this dispute?

On 6-22-2012, Ford Motor Company (FMC) offered our valuable customer:

1) An inspection of the vehiclc for the current congerns listed on the Customer Claim Form (CCF) by a
FORD Ficld Service Engineer (FSE). This would be a FMC employee rather than a technician from the
local dealership. The FSE is specially trained to diagnose difficult issues and is kept apprised of the
latest repairs, especially on those issues difficult to resolve, The FSE will determine if any repairs are
necessary and the warranty status ol the repair. If warrantable, the FSE will direct the appropriate
repair under Ford Warranty and Policy guidelines,

2) Following repairs that are satisfactory to the customer, the placement of a 3 year / 45,000 mile
Limited Maintenanec Plan that would cover oil and filter change, tire rotation and multi-poinl
inspection. The plan starts at the date ol acoeplance and carries no deductible.

Pleasc indicate the customer’s response below:
[[] The customer rejected the offer on: _- -2012
The customer has not indicated a response to the offcr.

The Agreement To Arbitrate (ATA) lists the following coneern(s):

Body and I'rim
Engine

Recall
Electrical

DP12-006 001726LC



From: TA:10.100.0.2:64300,3214351123 Page: 3/6 Date; 7/2/2012 11:50:54 AM

MANUFACTURER'S POSITTON:

L is apparent that our customer holds sincere concerns about the performance of the vehicle. However,
mere dissatisfaction does not justify an award of a repurchase or replacement. In ‘I'exas, it is the
guidelines of the BBB Auto Line Program Summary guidelines that set the criteria for such a remedy.

The guidelines statc that the arbitrator may award a repurchase or replacement only if the arbitrator
finds thut the claim meets the following conditions:

« The delect (s) in material or workmanship covered by the Ford New Vehicle Limited
Warranty was first reported to Ford or an authorized dealer within |8 months or 18,000
miles — whichever occurs first — after the vehicle’s warranty start date; and

« Either (1) the same defect was subject o repair four or more times and continues @
exist, or (2) the vehicle was out of service for 30 or more cumulative calendar days for
repairs to any defect(s); and

» The defect(s) substantially impairs the use, value, or safety of the vehicle to the
reasonable consumer.

Ford would note the connecting “and” between each of these requirements that shows the need for all
three of these bulleted points to be met in some way for the award of repurchase, as sought by Mr.
Evans. Ford does not feel that these requirements have been met and therefore seeks a denial,

Ford would note several issues with . I complaint. First, attorney fees are not a remedy allotted
to the Arbitrator under the program, duc to the express desire to keep costs down to the consumer by
not making their presence a requirement, Secondly, Ford feels negatively toward the issues expressed in
the claim such as Inspection and Recall, where no work was perforimed for non-conformity. The use of
such ifcms looks impressive when ereating a chart such as the one that our customer has provided, but
is, in Ford's opinion, obfuscating the realily that this vehicle has not been in for the number of repairs

to a single issue or the days out of service for nonconformity needed Lo justify a reward of a repurchase.

Ford would direet the arbitrator’s attention to the attached Standard Claims List, This document is a
salient document in that it ig the system that (racks reimbursements to the independently owned and
operated dealerships from Ford Motor Company for Ford directed work ot work Jor defect. According
lo Ford's reimbursements, there have been a total of five warranty visits for the vehicle. In this, there
have been no repeat repairs to any single component. ['ord would note that, of these, the only issues
reported within the first bulleted point above are paint, a hub beéaring and the right front belt molding.
These would be the only concerns in question in a consideration for repurchase.

Tn regards 1o the second bulleted point, there are, obviously neither the numbcer ol repairs for 4 single
concern, nor the days out of scevice 10 qualily the vehicle for repurchase. [ claim does not
mention the days out of service, leading Ford to belicve that the days oul of service are not the primary
source of vongern. Ford feels that with 5.9 hours of punched labor time for the three visits that itis
unlikely that the vehicle was out of service for 30 days or more. Hacienda Ford lists 10 days out of
service total for all repairs, with four days of rental provided.

DP12-006 001727LC



From: TA:10.100 0.2:64300,3214351123 Page: 4/6 Date’ 7/2/2012 11:50:55 AM

On the last bulleted point, Ford feels that the issues listed, especially those within the 18,000 mile
period have not posed a substantial impairment to the safety, value or use of the vehicle,

The vehiele acerucd 34,550 miles in the 31 month period between purchase, on 10-07-2009 and the
opening of the BBB casc on 6-15-2012. This ligure translates out to an average of 1,114.5 miles of
driving per month, Compared with the 1,000 miles a month of driving considered average by the
Linvironmental Protection Agency (EPA) Ford does not feel that the use of the vehicle has been
substantially impaired. Nor does L'ord feel that there is a substantial impairment to the safcly or value of
the vehicle, cspecially those during the 18 month period.

Ford is respectiully sceking a denial in this case.

DOCUMENTATION PROVIDED
[] Technical Service Bulletins

(] Recall Notives

[] ¥ord Field Service Engincer Report
[] Dealer Report

Other: _Standard Claims List

List amount of any over allowance /negative cquity: _82,000 rebate

T'o:_Edith Newton

BBB AUTO LINE

Fax: 703.247.9700 Completed by: _Bob Gray  Date: _06-29 -2012
Fax: 866-433-7972

DP12-006 001728LC



Claims List Report Page 1 of 2
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Claims List Report Page 2 of 2
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From: TA:10.100.0.2:64300,3214351123

webmaster
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Location of Better Business -:Bu'reau
The Better Business Bureau
Nlnj: of building (ifany) !
2017 W Expy 83, Suite 4, Waslaco, TX 78586
Burcan Address and City

956-968-7593, 956-969-1804, 956-968-7889
Bureau Phone Number (Emergencies Only)

DIRECTIONS

From McAllen take Westgate exit, you will see Luby's to your right, turn there we are in the slrip mall
right behind Luby's. 5

From Brownsville iake Westgate exit, at light take a left (undemeath over pass) conlinue to next

traffic light (Pike). Take right at light, continue unlil third entrance, take a right. We are in the strip
mall to the left. Building right behind Luby's, |
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BBB AUTO LINE

~ June 25, 2012
“--
BBB

CHICAGO I-

Re: [N Vs Ford Motor Corporation 1FMCUOEG4AK
Dear I

We have made two attempts to contact you by telephone to discuss your case.
We need to hear from you before we can proceed. Please call the BBB as soon as
possible at 800,955.5100,

The BBB AUTO LINE program operates in accordance with federal regulations that
require us to complete each case within 40 days. Your help is necessary in order
to move ahead. If we do not hear from you within seven days from the date on
this letter, we will have to close your case,

If your case is closed, and you later decide to pursue your case through the BBB
AUTO LINE pragram, a new case will be opened. If a new case is filed, we will
make a new eligibility determination based on the manufacturer Program
Summary guidelines in effect at that time.

We look forward to helping you in the resolution of your claim and await your
call,

Sincerely,

Edith Newton at Extension 512

Council of Better Business Bureaus, Inc.
3033 wilson Boulevard, Suite 600 « Arlington, VA - 22201 + Phone B00.955.5100 - Fax: 703,247.9700

[ == = _= S — S e = Z — - e
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Manufacturer Settlement Offer
BBB Faxi# 1703 247 9700

06-22-2012
FRD1221598 /0579121672
| FMCUOEG4AK
B /o Krohn & Moss
BBB Specialist Edith Newton
Ford DRS Bob Gray

Ms. Newton.

Ford Motor Company (FMC) would like to offer our valuable customer:

1) An inspection of the vehicle for the current concerns listed on the Customer Claim
Form (CCF) by a FORD Field Service Engineer (FSE). This would be a FMC emiployee
rather than a technician from the local dealership. The FSE is specially trained (o
diagnose difficult issues and is kept apprised of the latest repairs, especially on (hose
issues difficult to resolve. The FSE will determine if any repairs are necessary and the
warranty status of the repair. If warrantable, the FSE will direct the appropriate

repair under Ford Warranty and Policy guidelines.

2) Following repairs that are satisfactory to the customer, the placement of a 3 year /
45.000 mile Limited Maintenance Plan that would cover oil and filter change, tire
rotation and multi-point inspection. The plan starts at the date of acceptance and carnes
no deductible.

Thank you.

Bob Gray

Dispute Resolution Specialist
Ford Motor Company

“Satisfied Customers are Ford's BEST Asset"

DP12-006 001733LC



BBB AUTO LINE

~ June 15, 2012
-
BBB.

BOB GRAY

FORD MOTOR COMPANY
1320 S BABCOCK STREET
MELBOURNE FL 32901

Re: I < Ford Motor Corporation 1FMCUOEG4AK |

Dear Madam/Sir:

The above named customer has requested a written arbitration hearing and a
claim has been opened,

Enclosed please find the following information:
*  Customer Claim Form (CCF)
* Any documentation submitted by the attorney
*  Agreement to Arbitrate (except in California);
* Qath of Participant — Please complete this form and return it to us so that
it is received within fourteen days from the date of this letter.

As the arbitrator will not have the benefit of aral testimony, it is critical that you
submit a complete written position, including all arguments and documents that
support the decision you would like the arbitrator to make.

Your written position should address all relevant issues, including
answers to the following questions:

* How many times has the vehicle been subject to repair for each problem
alleged and how many days has the vehicle been out of service because of
these repairs?

* Do the alleged problems currently exist? What arguments and facts
support your conclusion?

*  What is the cause of each alleged problem? What arguments and facts
support your conclusion?

* Do the alleged problems substantially impair the use, value or safety of
the vehicle? What arguments and facts support your conclusion?

* 1Is the vehicle eligible for relief under the state lemon law? What
arguments and facts support your conclusion?

* What relief that should be awarded? What arguments and facts support
your conclusion? Please be sure to include the purchase/lease price of the
vehicle, the amount of any reasonable use deduction and any
overallowance/negative equity/rebate amounts that should be taken if a
repurchase/replacement is awarded.

Council of Better Business Bureaus, Inc.
3033 Wilson Boulevard, Suite 600 - Arlington, VA « 22201 + Phone 800.955.5100 - Fax: 703.247.9700

e - e e ____— |
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Your written position must include all supporting documents (i.e., repair orders, technical
service bulletins, purchase contract or lease agreement) that you wish the arbitrator to
consider.

BBB AUTO LINE must receive your written position and supporting documents no later than
close of business fourteen days from the date of this letter. On the following day, we will send
each written position to the other party for comments. Please reference the case number listed
above at the top of each document you submit. You must also complete and return the
enclosed Oath of Participant form.

If an inspection/test drive is requested or required, per the BBB AUTO LINE rules, the BBE will provide you
with three days advance notice of the inspection date.

If you have any guestions, please contact me at 800.334.2406. Please fax your position to 703.247.9700.

Please call me if you have any questions, Thank you for your cooperation in this matter.
Sincerely,

Edith Newton at Extension 512

DP12-006 001735LC



BBB AUTO LINE Case number: FRD1221598

Customer Claim Form Contact Date: 06/15/12
Start Date: 06/15/12

Please make any necessary corrections to the information below, print or verify your VIN number
and lienholder/leasing company information at the bottom of this page, and complete the missing
information in Section 4 on the next page (attach additional sheets as needed).

SECTION 1: CUSTOMER INFORMATION

T —
mailing address: | N EEEEENEEE -
City: Chicago State: IL zip code: [N

Day phone: _ Evening phone: Cell phone:
| rox: E-mail adaress: [

SECTION 2: VEHICLE INFORMATION

Make: Ford Model: Escape vear: 2010 Current mileage: 34550

Name(s) that appears on the vehicle title: || | ||

Selling dealer/city/state: Freeway Fors, Houston, TX

Primary Servicing dealer/city/state: HACIENDA FORD,

Acquired as [l new [Jused []demo []leased Is the vehicle In your possession? [X] yes [no
Purchase/lease date: 10/27/09 Mileage at purchase/lease:

First repair attempt date: 03/30/10 First repair attempt mileage: 2865

How often is the vehicle used Number of vehicles owned Transmission type:

for business purposes (percentage): 0 % or leased by the business: X] Automatic [] Manual
Has the vehicle been in an accident/had body damage? [Jyes [X no Date of accident:

Description of damage:

SECTION 3: DESIRED OUTCOME (Describe what you want done to resolve your concern)
Vehicle Repurchase plus attorneys fees.

Please complete the missing information in the box below and on page 2.

VEHICLE INDENTIFICATION NUMBER 1FMCUOEG4AK /I

Lienholder/Leasing Company Phone Number

Account Number

Page 1
CCF
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h 3 Case Number: FRD122159i
SECTION 4: VEHICLE PROBLEMS (List primary problem first)

Does the
# of problem
repair List the date, mileage, and days out of | exist

Problem Servicing dealer(s attempts | service for each repair attempt now?

Example:
4/23/06 3,500 miles 5 days
A/C won't cool properly Any Dealer, Inc. 6/10/07 12,700 miles 1 day
Body and Trim 1 yes
Engine 3 yes
Recall 1 yes
Electrical < yes

‘otal days out of service for all problems:

ignature of Titled Owner(s) Date

rinted Name of Titled Owner(s)

am submitting this dispute for resolution in the BBB AUTO LINE program, and I agree to arbitrate the dispute
nder the BBB AUTO LINE Arbitration Rules,

'lease mail or fax this completed form with copies of all available repair orders, your vehicle
egistration, your sales agreement or lease agreement, and any other relevant documents (e.qg.,
/ritten correspondence with the manufacturer, etc.) to:

BBB AUTO LINE
3033 Wilson Blvd., Suite 600
Arlington VA, 22201

Fax: g§g3€347-9700
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BBB AUTO LINE

AGREEMENT TO ARBITRATE

Date: pg/15/2012 Case Number:  FRD1221598

Customer: NN

Business: Ford Motor Company

mr-Info: 6700 TX 1FMcUOEGAAKIEIN

The decision of the arbitrator(s) will be in accordance with the BBB AUTQO LINE arbitration Rules and the
applicable manufacturer's Program Summary. All remedies will fall within the confines of the applicable
manufacturer's Program Summary unless additional remedies are noted below.

Model : EscapeYear : 2010

All parties named above submit to arbitration the following:

* Body and Trim

* Engine

* Recall

* Electrical

The parties have come to agreement on the following:

Each party requests the arbitrator(s) render the following decision:

Consumer : RepurchaseManufacturer :

The manufacturer also agrees to extend authority to the arbitrator(s) to award the following:

Council of Better Business Bureaus, Inc.
3033wilson Boulevard, Suite 600 - Arlington, VA - 22201 - Phone 800.955.5100 « Fax: 703.247.9700

ATA
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BBB AUTO LINE

~ June 15, 2012

B Re:W-C2 I s Ford Motor Corporation
BBB 1tFmMcuoeG4AK
|_bbb.org |

KROHN & MOSS AL GA IL KY KS MN MO WI TX
10 N DEARBORN STREET 3RD FLOOR
CHICAGO IL 60602

Dear S

We have received your request for a written arbitration hearing on behalf of the
individual named above.

Enclosed please find the following information:

*  Program Summary - This document explains the types of claims that may
be arbitrated in the BBB AUTO LINE program and the remedies available.

* Agreement to Arbitrate - The purpose of the Agreement to Arbitrate is to
outline the positions of both parties to the dispute. The Agreement is not
intended to explain your full position. Please read the Agreement carefully
to make sure it accurately reflects YOUR position. If you have any
questions about YOUR position, please call us immediately.

* Customer Claim Form (CCF) — Information we have on file regarding your
complaint is recorded on the CCF. Please verify the accuracy of the
information and return the CCF to us with any necessary corractions or
additions.

*  How BBB AUTO LINE Works — This booklet explains the BEE AUTO LINE
program, and contains the rules that will be followed in arbitration.

* Qath of Participant - Please complete this form and return It to us so that
it is received within fourteen days from the date of this letter.

The information you submitted meets the minimum requirements to enable us to
begin processing the claim. However, because the arbitrator will not have the
benefit of oral testimony, it is critical that you submit a complete written position,
including all arguments and documents that support the decision you would like
the arbitrator to make.

Your written position should address all relevant issues, including
answers to the following questions:

*  How many times has the vehicle been subject to repair for each problem
you are alleging, and how many days has the vehicle been cut of service
because of these repairs?

* Do the alleged problems currently exist? What arguments and facts
support your conclusion?

* What is the cause of each alleged problem? What arguments and facts

support your conclusion?
Do the alleged problems substantially impair the use, value or safety of
the vehicle? What arguments and facts support your conclusion?

Council of Betier Business Bureaus, Inc.
3033 Wilson Boulevard, Suite 600 « Arlington, VA « 22201 - Phone 800.555.5100 - Fax: 703.247 9700
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< Is the vehicle eligible for relief under the state lemon law? What arguments and facts
support your conclusion?

* What is the type and amount of relief that should be awarded? What arguments and facts
support your conclusion? Please be sure to include the purchase/lease price of the vehicle,
the amount of any reasonable use deduction that should be taken if a
repurchase/replacement is awarded, and a specific description of any other remedies that
you seek.

Your written position must include all supporting documents that you wish the arbitrator
to consider. Please send us a clear copy of the following documents that were not included with
your initial submission or were not legible when our office received them:

No further documentation is required at this time
Repair orders relating to the complaints(s)

The vehicle’s current registration

The purchase contract or lease agreement
Other:

If the arbitrator decides a repurchase or replacement is the appropriate remedy, the arbitrator will
need accurate information about the vehicle’s purchase price as well as any collateral costs,
incidental charges and other expenses that your client seeks, Please submit an itemization of
those fees, along with supporting information/documentation, so we may include these amounts in
the Agreement to Arbitrate to permit the arbitrator to appropriately evaluate your client’s request
for relief.

BBB AUTO LINE must receive your written position and supporting documents no later
than close of business fourteen days from the date of this letter. On the following day,
we will send each written position to the other party for comments. If we have not
received the requested information from you, the correspondence and documents you
have provided us thus far will serve as your written position. Please reference the case
number listed above at the top of each document you submit. You must also complete
and return the enclosed Oath of Participant form.

If an inspection/test drive is requested or required, per the BBB AUTO LINE rules, we will provide
you with three days advance notice of the inspection date.

You may either mail your position to our office at 3033 Wilson Blvd., Suite 600, Arlington, Virginia
22201 or fax it to 703.247.9700. If you have any questions, please contact me at 800.955.5100.

Sincerely,

Edith Newton at Extension 512
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Umanzor, Maury

— -
From: Hyatt, Chris <chyatt@consumerlawcenter.com>
Sent: Thursday, June 14, 2012 5:46 PM
To: ILDept Fax
Ce: Umanzor, Maury; Bridges, Michael; Herrera, Juan; Loader, Nancy; Pattarson, Donna
Subject: 17032479700
Attachments: arb packet - JJpdf
VIA FACSIMILE: 703-247-9700 June 14, 2012

(With Delivery Confirmation)

Council of Better Business Bureau, Inc.
Attn.: Maury Umanzor

4200 Wilson Boulevard

Suite 800

Arlington, VA 22203-1838

RE I © o0 Motor Company

Dear Mr. Umanzor,

Please find enclosed the corresponding documents for the referenced case, We are requesting a documents-

only hearing (fax: 866-264-3755). My clients’ written position has been stated in this initial application. They request a
refund or replacement under the TX Lemon Law and the Magnuson-Moss Act based on defects in the VERITTE.

Please send notices fax only; please do not send any paper Form of notices as our office is paperless. Thank you for
your cooperation in this matter to our request,

Thank you,

Chris Hyatt

Krohn & Moss, Lid

10 N. Dearbom St

3rd Floor

Chicago, IL 60602
(312) 578-9428 Ext 206
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956-262-2808 p.2

Jun 13 12 04.56p Cesar Caceres Ins. Agency
BBB AUTO LINE Case number:
Customer Claim Form Contact Date:
Start Date:

Please make any necessary corrections to the information below, print or verify your VIN number
and lienholder/leasing company information at the bottom of this page, and complete the missing
information in Section 4 on the next page (attach additional sheets as needed).

SECTION 1: CUSTOMER INFORMATION

Tited owner: I
Maling adress: INNY. <0 Krohn & Moss, Ltd.; [

City: Chlcago_ State: L Zip code_
qu_ghune:_ Evening phone:_ Cell phone:

- Emait adoress R

SECTION 2: VEHICLE INFORMATION
Make: Ford Model: EScape Year: 2910 Current mileaqe:_B‘ff S0

Name(s) that appears on the vehicte titie: [ | N RN 0 B

te: Freeway Ford, Houston TX

Selling dealer/city/sta

Primary Servicing dealer/city/state: Hacienda Ford, Edinburg TX

Acqulred as ") new [Jused [1demo []leased Is the vehlcle In your possession? ves []no
Purchase/lease date: Octaber 27, 2009 Mileage at purchase/lease: 2

First repalr attempt date: March 30, 2010 First repair attempt: mileage; /865

How often s the vehicle used Number of vehicles ownede& 22 Transmission type:

for business purposes (percentage): Npn2. % _or leased by the business:_ [Automatic Manual
Has the vehicle been in an accident/had body damage? [Jyes [[ZTo Date of accldent:

Description of damage:

SECTION 3: DESIRED OUTCOME (Describe what you want done to resolve your concern)

VIN: 1FMCUOEG4M- / Vehicle Repurchase plus attorneys fees.

Please complete the missing information in the box below and an page 2.

VEHICLE INDENTIFICATION NUMBER
Lieanholder/Leasing Company BAN K C’F A m&-:l?fCA p NA Phone Number 1“800 -5 "(ﬁ{?5

Account Number
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Jun 13 1204:56p CasarCacerss Ins. Agency 956-262-2808 p.3

SECTION 4: VEHICLE PROBLEMS (List primary problem first)

Does the
i of problem
repair List the date, mileage, and days oul of | exist

service

for ea

3

PLEASE SEE ENCLOSED

Total days out of service for all problems:

Signature of Titled Owner(s) ate p= |2 - 2012
I am submitting this dispute fo olution in the BBB AUTO LINE program, and I agree to arbitrate the dispute
under the BBB ALUTO LINE Arbitration Rules,

Please mail or fax this completed form with gopies of all available repair arders, your vehicle
registration, your sales agreement or lease agreement, and any other relevant documents (e.g.,
written correspondence with the manufacturer, etc.) to:

BBE AUTO LINE
4200 Wilson Blvd., Suite 800
Arlington VA, 22203-1838
Fax: 703-247-9700
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Paint is blistering on frt of hood, lefl and
3/30/10-4/2/10 2,865 right {it of fenders Body and Trim
219/40-7/21/10 7.343 Veh has a zoomin%l gc'l.ilsa thal starts al 50 Engine
Veh check up inspeclion
Courtesy mulll paint inspection, including
U4/22m 204% report card inspection of the veh Irrspacion
Coraln 2010 model year fuslon and milan
and certain 2009 and 2010 model year
escape and mariner vehicles equipped Recall
with 6F35 fransmission — power traln
conlrol medule reprogramming
Courtesy multl point Inspaclion, including
ARTATARE RIZTAR] 27,449 roport card inspection of the veh Inspection
Tha Mil Tamp Is on c/s car is running ok Elactrical
12111-12/6111 28,516 Check engine light is an Elaclrical
Courtesy multi point inspaction, including -
rapart card inspeation of tha veh Irspaclion
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1/30M2-21112 30422 Check engine light is on Electrical
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ONE .

'ItBuYER 2z

DABS _— . _ > i
% BOCOICH STATE __ 4% - 7p: danld T v o8 pdear@oan (
ove G |

2 Buysr Is referrad to as “you'" o “your” The Beller is referred 10 as ‘we” or “us This contract may be transferred by the Seller,

OMISE TO PAY: The credit prioe is shown below as the "Total Sales Price)' The “Cash Price” is also shown below. By slgning this contract, you
108¢ 10 purchase the vehicle on credit according to the terms of this confract. Yol agree to pay ug the Amount Financed, Finance Charge, and
r otheér charges ln this cantracl, You agree 1o make payments I U.8, funds according to the Payment Schedyle In lhis.qunlruct if more than one -
son slgns as a buyar, you agroo to keép all the promises In this agraoment even If the othors do not.

1 have thoroughly Ingpected, accepled, and approved the vehicle In all respects.
VEHICLE IDENTIFICATION

ry _LEDCOUCH sTate_ X 7p ! ciry HOJSTON e . TX o ,! \

VEAR MAKE MODEL VEHICLE |IDENTIFICATION NUMBER |j(NEW 3 USE FOR WHICH PURCHASED
[] DEMONSTRATOR =
FORD 1FMcUOEG4+AKNIIIEEE [ FacTORY ] PERSONAL, FAMILY, OR HOUSEHOLD
2010 ESCAP OFFIGIALEXECUTIVE | [] BUSINESS OA GOMMERGIAL
: {1 USED [J AGRIGULTURAL,
de-In: Make e Madel
r VIN License No,
FEDERALTRUTH 4N-LENDING DISCLOSURES "PROPERTY. INSURANCE. You must kegp the collateral
ANNUAL FINANCE Amount Total of Tolal Sale ingured pgainat darmage oF 039 in the amount you
ERCENTAGE| CHARGE Financed | Payments Prica ovie. Youmugt keep this fnsurence untll you have peld
RATE . The dollar The &mount of The amounl you The latal cost of all that you awe under this contract, You may oblain
Trie coal af amoaunt the aredil provided | will have pald after | your purchass on praporty insurance from anyonw you wani or gravide
your cradit &s cradit wil 1o yau oF you have made all | “credit, Including proof o inaurance you alresdy fave. Thie insurer musl
a yaarly rate, cost you. on your behalt. pAYMENta A yoit clowm beaulhorized to do huginess In Texas. You agree lo give
i scheduled. D %ﬁf UG progl of property insurance. You misgl name UG gs the
sty : ? pcirann 1o be paid under the policy In the evenl of demage
- s AL,BIY, 36 | | oloss ;
__T.19 o M & 29,746.97 5 36, 819, 36 8 .\ any Insurance I checked below, policies or certl
—_—— ficates fiom the insuranco gompanios will doscribg the
ur.Payment Schedule Will Be: {orms, condilion, and dodusliblog,
Numbar of Amount of When Peyments
Paymants Paymenis Arg Dua . T 2 ) i
Or as lollows Life and Credit Disabllity Insurance
Creghl e Ingumnca and oredit disability insntande eré ol
ata Charge: |l we do nol recoive your ontire paymant within 15 days afler Il is'dua (10 day: Il you are buying B required lo oblain gredit, They will nal be provided unless you
eavy commeraial vehicle), you will pay a lale eharge of 6% of the scheduled paymant. sign and Rgréo to pey the ealr cost, Your deciskon to buy or
‘repayment. 1l you pay all that you awe eary, you will not have to pay a penalty. 10} Ly Mg Isur e Coveragus wil nul by o kedur i (e :
ecurity Interest, Wa will have a security interestin the vehicle tizing purchasad. eIk WppovR] procoss- A
dditionatinformation; Ses this document for mofse information aboul nonpaymep, delgult, securlty Interests, N(Ar N/A
nd-any requlred repayment in full befare the soheduled dale. (1 Credit Lifs, one buyer  § arm
ITEMIZATION QF AMOUNT FINANCED ) y [ Grenil Lifo, both buysrs § N »h
Cash Price (includiny any avcessories, services, taxes, [ Greuit Dby, une buyer $ \‘ann
_ $ s NA % 90k bk M Credi ity botbayers Ve
s WA o s Wy 3,000, WA
‘foal Downpayment = (I negative, enter 0" and see Line 4A below) WA :
Gross Trade-n $_W (Inzurange Company) - 1'
~ Pay Olf Made By Saller ’ - y ]
= Net Trada In 3 WA {Home Olfice Address)
Cash $m Credit Tife insuranca pays only the amaunt you wauld owe (t |
oy —%, 000,00 youpald allyour payments on . Credl disabllty Insurance
+ Mirs. Rebale b __.‘_W d?os natcovor any Ingroasa In your paymant ar In the humber J
" ol paymanls.
AT o) $ 3 5, 000,00 5 if tha tarm. of fhe Insuranco Is 121 menths or longar, the
Total Downpayment @1 | prontum i not fixed ot approved by Ihe Tenag Ingurance
Unpald Betance of Cash Price (1 minus 2) $LET TN | Commisslone
Ciher Ghargos Including Amounts Paid to Qthers an Your Behalf You want the invuirance indiosted shov,
(Soller may kaop parl of these amounts.): .
A Nettrade-in payolf 1o $ A p. 4 ,
B Cost of Options! Credit [asurance Pald 16 Insurance Buyers signalure Oote
Gompany or Gompaniss. , U B
Lile oy bl NA Co-Buyer's signatura Dalg
Digabilly = WA 5 WA ;
C Othor Optlanal Insuréce Paid to insuraos Company oc Comparies ¢ 65, 05 Optional Insurance Coveragas
P T A i P R e A ) + e e reerr o) ThA nslidna intiyAnce deserbad ek s ont remilter to ahisin |
2is1°d EITEUTIU{\UNF[ ol iwod4 JEbkA bEE2-T2-100
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H G_Wurmnenl Lisenss and/or Reglstrallon Fees i “If te vehicle is dalufined 1 bs aTm_utl H)‘-.i_r;.?(:'lhl" nsurance
' g 62,72 S pay 1 g oy poab oL et
; ——r colfislon and ha amoun! you aws on the vehicls, minys
I Governmant Gariificale of TIVO Fees N R . 33,00 dgqﬂcﬁug.\'w @a‘n'm{::t m:mo;n:wmm chetge 1
J Goverrmant Yenics inspaciion Fees 3 23,75 10 days trom 1he dats of this contmcl, -
7.00 1 1ha box noxt to a premium for an Ingucanco covorago includod
K Dapuly Sorvice Fee Paicito Desler § 0. 00 bove la marked, 1hal premium & not tixed or approvad by the
L. Documeniéry Fee (Cargo Documental) ’ 8 - Texes Insurence Commissioner,
A DOCUM’ENTRRY FEE IS NOT AN OFFICIAL FEE. A DOCUMENTARY FEE IS NOT HEQUIHED‘BY Law,
BUT MAY BE CHARGED TO BUYERS FOR HMANDLING DOCUMENTS RELATING TO THE SALE. A STREBRIDGE CASUALTY NS
DOCUMENTARY FEE MAY NOT EXCEED A HEASONABLE AMOUNT AGREEDTO BY THE PARTIES. THIS W Campany)
NOTICE I REQWRED BY LAW. X 7704
UN CARGO DOCUMENTAL NO ES UN CARGO OFIGIAL. LA LEY NO EXIGE QUE SE IMPONGA UN [Home Office Adiress)
CARGO DOCUMENTAL. PERO ESTE PODRIA COBRARSE A LOS COMPRADORES POR EL MANEIO || | you weni the optional covsgages for which promlums aro
DE LADOCUMENTACION EL RELACION CON LAVENTA, UN CARGO DOCUMENTAL NO PUEDE EXCEDER includad abous /) [

UNA CANTIDAD RAZONABLE ACORDADA POR LAS PARYES, ESTA NOTIFICACION SE EXIQE POR LEY. e | 10707,
M Olhar Chargas (Sellar must identily who Is pald and - Dee i
dosaribe purpesa)) . 1947
: Stale ::len'r‘rnnsler Foe ; WA -
e for 3 Wﬂ E
o or $ 3’: Y
I
:: ¢:: : WA
9 Jor ' 3 WE
2 - e '$—-—m 9}}
- Tolal Other Charges and Amounts Paid 1o Olhags gn Your Behusll . $ 4)
5 Anwufi Finencad (3+4) ; ) 5 '5)
St kot ' CONSUMER CHEDIT COMMISSIONER NOTICE
To contact __ BN OF AMERICA, NA ‘ aboiit this acgount, call .. (800) 933-0208 0 ontract Is
subject in whole or in pari to Texas law which is enforcéd by the Consumer Credit Commissloner, 2601 N. Lamar Blvd,, Aualin,
Texas 78705-4207; (800) 538-1579; www.occe.state.tx,us, and can be contacted relative to any Inquiries of complalnhs
The Annual Percentage Rate may be negoliable with the Seller. The Seller may ass?gn this contract
and retain ils right to receive a parti of the Finance Charge.
Any change fo Ihis confract must be in wriling. Bolh you and we must sign It. No oral changes fo this conlracl are enlorceabls.
Ecper G Buyer _—-
See back lat-6ther important agreements. ,, :
CONSUMER WARNING: Notice to the buyer--Do not sign this contract before you vead it or if it containg any blank spaces. :
You aré entitled to a copy of the contract you sign. Under the law, you have the right to pay off In advance all that'you I
owe and under certain canditions may save a portion of the ﬂnance charge. You will keep this contract to protect your -
legal nghls. ’ ) i
BUYER'S ACKNOWLEDGEMENT OF CONTRACT HECEIPT YOU AGREE TO THE TER MS QF THIS CDNTRACT AND
ACKNOWLEDGE RECEIPT OF A COMPLETED COPY OF IT. YOU CONFIRM THAT BEFORE YOU SIGNED THIS CONTRACT,
WE GAVE IT TO YOU, AND YOU WERE FREE TO TAKE IT AND REVIEW IT .
1O/07/2009

Buyer Signs Date IW”%—Buyer Signs X

Co-Buyera and WIRIS — A cO-Duyer I5 & person who |4 resporaible (or paying ihe entice debl, An other owner 15 & person wil0se name 6 on
doed oL bave 10 pay the ¢ebt. The other owner agrées to the secufity inteneat in e vehidle given to ua [ this conlract, FoN

Olher awmer SIQMW Dale L I - :.‘: i
L =~

Sellor signs
THIS CONTRACT IS NOT VALID UNTIL YOU ANDWE SIGNIT.
Sellor pssigna s Intorest inthls contiact o BAMK OF AMBRICA, NA (Asslgnea) under the terms of Seller's agreemani(s) wilh Assignee. |

. O Assigned wilh recourse ) ' Asslgned wilhout récourse 1 Agsignad with lmited recourse
- FREMAYL FORD D - . o Com e e ot

Date
g 10 the vehicle but

SEHBI' By Tills

A * FORM NO. 555TX 9/09 us picarno. sonna
2009 The Ruynuldy amid Reynyldy Cyropmiy TOORITR: wwseporreacon; | 5003440006 ke 1-400 8319068 i

per Dnbof 10l bR Rl D G L CUSTOMER / TRUTH IN LENDING COPY !
er-2'd IFEEIUNAENN: 0L iWodd JCibd pRES-T2-100
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INL3D L

om)r..... UULIJDYD gTOCcK i .
paTE:_ ¥ 2 \unuw?mm.ﬁmop. " RICKY ERYANT

=g B [ Doe

PAATE DE EBTE CONTAATO LAINFOMMACKIN EN EL FORMULARIO
HMx__m&.%z.mwz%)zcrb OTRA FETIPUL: >Qoz CONTAARIA BN EL CONTHATO DE LA

VENTA,

LA INFURMACIUN WUI'USTEU VL N FUNMULARIU UE LA YEIVTAIYA uC nn”‘

i)

SELLING PRICE

_.mmm REBATETO ch._.o?._mm o _ < * 2 Onxﬁg

| SELLER ADDITIONS m___umrm;._ozm.Om&OnmumDn_nﬁ Buyer hergby raquests
the Stllor lo maka the' déliona olse Buyer und 6}
and agrees that conain sdditiona 52_ nat conlom exacty with lactory inetallen}
additions. Addiions may hava a warrgaly difierent from the vehitle, Obtain a
copy of the warranty for gagh additieri and be cerlain you understand the|

+ EXP.DAT 2 v or. B Y o X
‘ m&i-\m, . i m,:....wr;,f... W Ml 4
PAYOFF TO 4 »z_o:z.q iR = o W
LIENHOLDER (NFORMATION : %
: PR 3
LIEN] > I
¥ LL5as03 i .
OO Tmu_nnso » f v
OR, DATE GFLIEN® 1T 55 &
“ADRART THAT =
AODRESS
4 i PRIGE OF VEHIOLE AFTER 1
o i L .-an:_nz-_-mnc_n_smz.- "ADDEO
: . LTRADE ALLOWANGE -~ ... - - 1 g
A COGUMENTARY FEE IS NOT AN OFFICIAL FEE. A DOCUMENTARY FEE 1S TAXABLE TOTAL 3
NOTREQUIRED BY LAW, BUT zmsmm CHARGED TO BYYERS FOR HANDLING
1 DOCUMENTS AND'PERFORMING SERVICES RELATING TG THE CLOSING OF | pay i ONT! E-l ey
J'A SALE. A DOCUMENTARY FEE MAY NOT EXCEED $50.00 FOR A MOTOR QFF RADEIN iy
VEHIGLE GUNTRACT CR A REASONABLE AMOUNT AGREED TO BY THE| 5 a| maTAX e t LI O
PARTIES FOR A HEAVY COMMERCIAL VEMICLE CONTRAGT, THIS NOTICE IS i ; p =) i &B—s9
FEGUIRED BY JAW, DEALER'S INVENTORY TAX % 1=
UNGARGO POR TRAMITACION DEDQCUMENTOS NO B8 UNGARGO OFIGIL: \ ibr Lnis '\ S . O TR YR k
UN CARGO POR TRAMITAGION DE DOCUMENTQS NO BS AEQUERIDO POR DEALER cOQME.m%q.kmﬁmmm " e T o £ 5 v I
LEY, PIFRO FUEDE SER CARGADO AUN COMPIIADOR POR EL MANEJO DE Dmﬂ v _ﬂ_mm * » VAT
DOCUMENTOS Y LA PRESTACION DE SERVICIOS RELACIONAODS CON EL uT : : +
GIERRE DE UNA VENTA. EL COMPRADOR PUEDE EVITAR EL PAGO DEL ? ) 2B
CARGO AL VENZOUR MANEJANDO EL LOS DOCUMENTOS Y BEALIZANDD | VEHICLE INSPECTION FEE *
LOB SERVICIOS AELACIONAROS CON EL CIEARE DE LA VENYA. UN CARGO v 1) -]
POR TRAMITACION DE DOCHMENTOS NO PUEDE EXCEDER DE §50.00. 2a7c | LICENSE & TITLE FEE o e
AVISO ES REQUERIDO POR LEY, BALANGE ONJEHICLE : 1o ey T8
The Dealer's Inyentory Tux charpe is intended Lo reimburse the |- Ga’ S
dealer for ad valocem taxedon its mntor-vehicle lnventory, The b fgee®
churge, which is paid by the deuler to the county tux ;
assessor-collector, s hot » tax imposed on a consumor by the 1%
overniment, and isnat required to be charged by tho dealer to
the consumer. : +
u&.:. warrante any trhde vehicla w bo Buyce's property* fico and elear oi' . L%

Ticns and cucumbrances excepl 48 nated above. [n the event e uewal
! 5& E:_n ,_nr_r__n ix greater thun the payofl amount Aliow|

mﬂﬁ__w? : mﬁa._ _nn .vu:ﬂé??!: __.::_.__-4
EREER) Gt

EXTENDED SERVICE AGREEMENT B
g_lhubn.ﬂvnﬁn.eﬂ_,_a‘i\x Sataes polinede Bhme #1% * nd] Eo-.m...u_;ﬂ “¢G| VNDMW T2-100
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AV A SWIE IS ATVE ol
TRADE ALLOWANCE -
A DOCUMENTARY FEE 13 NOT AN OFFICIAL FEE, A DOGUMENTARY FEE IS | TAXABLE TOTAL LR
NOY REQUIAEQ BY LAW, BUT MAY BE CHARGED TO BUYERS FORHANDLING =
DOCUMENTS AND PERFORMING SERVIGES RELATING TO THE CLOSING OF RADE- "
A SALE. A DOCUMENTARY FEE MAY NOT EXCEED $50.00 FOR A MOTOR pACIR b TRADEIN * =
VEHICLE CONTRACT OR A REASONABLE AMOUNT AGREED TO BY THE | g Al me TAX o R el )
PARTIES FCR AHEAVY QOMMERQGIAL VEHIOLE GONTRAQT. THIQ NOTICE 16 jd 44
PETHBTA S S | PEALER'S INVENTORY TAX . :
UNGARGO POR TRAMITAGION DEJOCUMENTOS NO'ES UN GARGO OFICIAL: T B . TO0
oo ARG PO TRAMITACION DL DOGUMENTOR N £8 HESUERIDG poh| DEALER DOCYMENTARYFEE MK\ L+ 0
LEY, PIERO PUEDE SEA CARGADO A UN COMPRADOR FOR EL MANEJO DE DEPUTY FEE | S AT
DOCUMENTOS Y LA PRESTACION-DE SERVICIOS RELACIONAROS CON EL s = s g
CIERAE DE UNA VENTA, EL COMPRADOR PUEDE EVITAR EL PAGO DEL ¥ ] &0, 19
CAHEO AL VENEDO a>zEm.zcc EL LOS DOCUMEM 0% ¥ Heauzanpa | YEHICLE INSPECTION FEE *
LOG SCAVICIOYN NELACIONADQS CON CL CICAFIL DT LA VONTA. UN CARGO Y2
POR TRAMITAGION DE DOCUMENTOS NO PUEDE EXCEDER DE 850,00, £8Te | LICENSE & TITLE FEE 1 [ .
AVISO ES REQUERIDO POR LEY. BALANGE ON YEHICLE . 0 S2
q =
The Dealer’s Inventory Thx chisrge s intended to reimburse the P_h_.ﬂu &
dealer for ud valorem tuxes on its motor-vehicle inventory, The + 3
charge, which is paid by the dealer to the county tax
assessor-collcctor, is mot & tax imposed on a consumer by the .
government, and is not required to be charged by the dealer to 1 7
the consumer, J+
Buwyer warsants any frado vehilelo to be Buyer's property fize and ¢loar of f R i e y
all fieny und encumbrunces except as noted above, In the event the uetual p ¥ 3
payaff of any wade vehicle ix greater tham the pryoff smount xhown EXTENDED mm—m{_om_}nwmmmgmz.._- 4 * P
nbovo, Huyor ageccs (o pay such differcace to Sgller in ¢a minedintely = £ ] v,
§ upon dewund, Convarsely, il te el payoll i foss 3 ) | DEPOSIT REGEIPT NO, - .
| -payofl, Sallair shall safund such differenco to Buyer (; lolder of | DOWN PAYMENT QR DELIVERY ] N !
[t vihiela puechaxe! haseuadac) pramptly apan demand within shety (60) ABECEIPT NO. : Jr=s e
' 3 ; Ca
-tuys nf thig contruer « JINITIAL F . TOTAL UNPAID m_);_zom . v

AS RECEWEDA TR

VERADAL PROMISES ARE NOT BINDING
UEMANGAWRITTEN DUE BILL

2Tsb'd JT8UTIIUNGENN s 0L tWodd B€ b8 bBES-T2-100

DP12-006 001749LC



p.1

SPECIAL INSTRUCTIONS:

Tax Collector’s nmnm_E for Texas Title Application/Registration/Motor Vehicle Tax
% 1. DATE OF RECEIPT 3 EXPIRES LAST DAY OF 12, TEXAS LICENSE PLATE NO,
o '
n;.._ i ...uz..“x YEAR R
s Al e e
1Y | h v mmmmqmﬂﬂlg.\! v REGISTRATION FEE PAID D PLATES ISSUI 4 i1 v S5t
N . e fa o ok %

w s !
P ; 5. 145 PLATE TRANSFER FEE 8. PREVIOUS TEXAS UGENSE PLATE NO. 16, CARRYING CAPACITY | 17, GROSS WEIGHT 18, DIESFL FEE

20 55 BUYER TENP TAG FEE iy ERRRALE] f2. 3

. 7. OWHNER (NAME AND MAILING ADDRESS) 19. YEAR 20, MAKE 21. MODEL 22. BODY STYLE

i AUpn SO o= fL

. 23. VEHICLE |1DENTIFICATION NUMBER (VIN}

t

[

£

] 24, DDOMETER 25, BRAND | 26. SURRENDERED TITLE NUMEER
L o . - - . -

] . ____= 4

[ 8. 1st LIENHOLBER (NAME AND MAILING ADDRESS) . ﬂhﬂﬂmﬁ% L5% EMISSIONS 28, SALES PRICE

3 R LA P S (] & o 2. 4t o

Btk B iz HA Sowary O sowssogsed. |
EALVAGE O exeipt
P BOX 2% 29, TRADENN 30, REBATE a1, TAXABLE VALUE
i, 0 IRET LA LS Aty 4 A% 25D

Sy e 1A CONY I LEE L Ardurs- 32. SALES TAX 33, PENALTY 34. TOTAL REG. TRANS. FEE
m i o@m_,,‘.t_._m.\::_:.?\ L1989 g, 0 0y

i F
Mv ] 9. 2nd UENHOLDER (NAME AND MAILING ADDAESS) s, TAX & FENALTY PAID . 36, TITLE APPL FEE
5 ' i ._..-_Af. taly 54 bRl
L= m 37. MISCELLANEOUS FEES 38, REG FEE-DPS
e DATE OF LIEN B it
= L
2 i 10. 3rd LIENHOLDER (NAME AND MA(LING ADDRESS) 39, RESIDENT GOUNTY 4D, LOCAL FEES
S (1[EY
2 ]
o
7] )
@
Q

s SRR
41, DEPUTY A2. TOTAL FEES
DATE OF LIEN ﬁ »

Clbwtids Ao isafar SRR RS
11, SELLER (NAME OF FREVIOUS OWNER AND MAILING ADDRESS) 43, TAX ASSESSOR-COLLEGTOR 44, PROCESSING CO
Freeway Poiil Lefer Yo qgie Lidr 17
Honslon, 'TY
FORM VIR-3I1-RTS (REY 05/2008) DHT #149517 DUPLICATE ORIGINAL OWNER'S COPY 4

Jun 13 1204:58p
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May 11 12 04:33p Cesar Caceres Ins. Agancy 956-262-2808 p.2
P

zpcoucs =x [N

PHONE: HOME

OWNER 45250 UNIT#
VIN: 1FMCUOEGS

SERVICE INVOICE
WAERRANTY COPY

FAX: (058) 383-2422

I cust+ [ ro+ I NG__
TG # START cw : wm
L7

BILLED

PO#

WRITER
APPROVAL 373

Mouam_omd anwmmbHZ ﬂc.mm.RH u.mmm..._.
A ENGINE: 3.0 6 CYL

(W) 1. CONCERN: CUSTOMER STATES PAINT IS BLISTEZRING ON FRONT OF HOOD, LEFT

AND RIGHT FRONT OF FENDERS. CHECK AND ADVISE.

CAUSH: PE/P581
CORRECTION: VERIFIED CUSOTMERS CONCERN, REMOVE AND INSTALL BOTH

HEADLIGHTS AND BUMPER. NECESSARY TO REFINISH AND PALNT HOOD
WHERE PAINT IS5 BLISTERING. NECESSARY TO SPOT PAINT BOTH LEFT
AND RIGHT FRONT FENDERS.

LABOR: rB 174 .55
EMP DATE TIME IN TIME ouT
438 03/31/10
LABOR: P5B1 47 .60
TOTAL LABOR 222.315
TOTAL BARTS .aa
REPAIR ORDER TOTAL 223 .15
'
PG 1
RAMS: STRICTLY CASH A GEME| Ll . | heevn T]
o o et i A ey {k e STATEMENT OF DISCLAIMER
n..“H.N. _,Hhe..._a. %.n_ amﬁ%gﬁ%mﬁ‘%%ﬁwyﬁﬁmﬁ? The factary wamanty corsfiliies &8 61 I wananbies v (espe=t a 1he knlo of ihls
PR | e e e e e e g
nun_wnﬁmn..rﬁﬂ “__ﬂn-u-_ A F: w-ﬁ.. ocn L o nia.a-aﬁun.a..t-&;& Ford aeither s3sumen nor autha Les any clher person lo

PaLTT ot P
VAT = Thie
e L]

H SALCA oFFEEE ImunT

m UABAY Brh s - s

L

Hotce Pursuani (o 70.004, Toxns Property Coda assume lor I any lisbAty In canrachicn wih tha sl of hli flemilams,

£ o ( obfpaled r
VM.EMWN—»&“ Enﬁa_-ﬁﬂhﬁ-.ﬁ .“.anm.m_mm: a__w Fﬁo_m_wmmun “This invaice Is tha 2nd padt of iha odginal servios requesing. No=assary paris, andfct
g.&m 4. % #ﬂ. -iu..ﬂn‘anw d, labor ara lisled for each 3grvice requosisd. Shoukd cusslicns arises, they con tesl ba
SRga A answaved by our servica advsor thal waizad on you, Thank ou for canficarce in
aliowlng us to 3arvica your cor.

Haclanda Fard SERVICE DEPARTMENT \_

Sijnature of Porsen Responaible or Agent for Pacson Responaibie

DP12-006 001751LC



May 11 12 04:33p Cesar Cacares Ins. Agency

956-262-2808 p3

SERVICE INVOICE
CUSTOMER COPY

FAX: (056) 383-2422

CUsST# RO#
s oy N, EoRRT N 19/10 08122
BILLED 7/21/10 15:02
BB

eocovce Tx [NNNING PO
WRITER
PHONE: HOME I APPROVAL BB
OWNER 45258 UNITH 2010 FORD ESCAPE TaM  CORR MI 7,343.0
VIN: 1FMCUOEG4 ENGINE: 2.0 6 CYL

{W) 1. COMCERN: Q»AWA.‘MMEHOH.M HAS A ZOOMING NOISE THAT BTARTS AT 50 MPH CK AND
CAUSE: VERIFED CUS CONCERN

CODE 42

CORRECTION: TEST DROVE VEHICLE FOUND NOISE COMING FROM FRONT OF VEHLE
FOUDN BOTH HUB BEARING MAKING NOISE OVER 50 MPH REMOVED
FRONT TIREE TO REMOVE BOTH BPIDLES TO RR HUB PLACED RETESTED

ALLOK
LABOR: 45

LABCR: 1007D
LABOR: N.._.wtwﬂ.
PARTS ¢ .00 YL8Z1215AA BEARING AS

{C) 2. CONCERN: VEHICLE CHECK-UP
CORRECTION: GREEN BATTERY NORMAL COLD CRANKING AMPS. NO CONCERN AT THIS

TIME WITH BATTERY.

LABOR: Q99P

LABOR: GBATT
CONCERN: GREEN BATITERY

LABOR: GBK
CONCERN = GREEN BRAKES. AT OR ABOVE 5MM FOR DISC. 2MM FOR DRUMS

CORRECTION: BRAKES ARE NORMAL CONDITION AT THIS TIME

LABOR: GTIRE
CONCERN: GREEN TIRE. CHECKED OUT OK 7/32 OR GREATER TIRE TREAD

CORRECTION: NO CONCERNS AT THIS TIME

PG 1

w.n,bﬂ.wenﬂza OF DISCLAIMER

ltemitoms. Tha Saliar, r.kr..? Foid heroby oxpresaly disctaims ah warraniias, either

qugress o mplled, Including sny impTed y of fnesa for o
parilculer purpose. Haclands Ford nelih nat othoe pardon lo
for I ey liakiilly in vith the sela

R R Rstioa ?_.ue-:. ] qooa_ ._.ei- Proparty Code

P S E s as. 2
it o o Bin0 14 S i w:anm o Tm_n _ﬁﬁ% This invoica s lhe 2nd part of o orgins) sanice rauesied. Nacossory parts, endior
Qg.ﬁu_- nﬁw van! -iwo.'ﬂa.oﬁ lator are Latad far ssch gervice Mguasied. Shold guesfions afises, they can best be
eniedd secsizaof st .§§n " 3 Ry DEER cosed. answared by eur nevice adulser thel walled 00 you. Trark you for coafidectcain
alicwdng us o service your car,

‘Sioslure of Perton Rasponsibls or Agen lor Porion Resgonsible g PSRN CREEPARYMSNT
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May 11 12 04:34p

Cesar Caceres Ins. Agency

FAX: (956) 383-2422

custd# [N

TOTAL LABOR
TOTAL PARTSI

REPAIR ORDER TOTAL

PG 2

958-762-2808 0.4

SERVICE TNVOICE
CUSTOMER COPY

-

.00
-00

.00

mouma o srTsMSIEN
e
Prosavy « fiellnr 104 ha = Beke

NATEERY wild W - AR

ALY S
Oy - T
s

EALE WY Wiy
PRIny = mowt § i -
BATCRERY 1 Xy e ey

e ——

B

s e

DE. | .._-nna

e
ﬂ“ﬁ?‘ci&l to ﬂa.ue_ Toxes m’v”_‘ﬂ_.-.“ -ﬂ“ﬂ. :
i i gé ,,@%m?

T

. _.__..
—

R

ang
RS
een

n!.ua
@3 00 acoount of

Thva factory warcinty TEEaCt 0 ihe sale of s
llematerns., The Sellsr, Haclanda vau herany axgrensly dlsdiakng oll wartanles, elther
axpress or impllec, Induding sny Impied warranty of mashaniabilly or Finess for a
padicdar purpese. Haclanda _E:msn..-!. -:.!_l e hulharloes any olba- parsoa lo

wssuma (or [t ony latility In connaction vith the sale of i e

This laveloe I3 fie 2nd part of the ordginal sandcs regaeilad. Necegsary paris, sndfor
lahor sve ligted for 2och Earvice Mequestad. Should (wslons srists, (hey can best be

slipving Us 1o sarvics your ear.

ture of Persan Responsibla or for Paison Retpoasiie

answered by our servico adyisor thal wallod on you. Thard yau for confidance in

Hacls DEPARTMENT
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May 11 12 04:34p Cesar Caceres Ins. Agency 956-262-2808
D62 p.5

SERVICE INVOICE
CUSTOMER COPY

FAX: (956) 283-2422

custy 45258 oA

TAG 4770 START 4/22/11 07:34
BILLED 4/22/11 09:17
PO#

WRITER  HT
APPROVAYL HT
PROMISED 4/22/11 12:00

EDCQUCH TX
PHONE: HOME

OWNER 45258 UNITH# A 2010 FORD ESCAFE LIM CURR MI ma.u.wm._u
VIN: 1FMCUOEG4A ENGINE: 3.0 6 CYL

(W) 1. CONCERN: 99p
COURTESY MULTI-POINT INSPECTION, INCLUDING REPORT CARD

INSPECTION OF THE VEHICLE
CORRECTION: PERFORMED MULTI POINT COURTESY INSPECTION, INCLUDING REPORT

CAR

LABOR: 99P
15 JOE MARTINEZ

LABOR: GBATT
CONCERN: GREEN BATTERY
CORRECTION: GREEN BATTERY NORMAL COLD CRANKING AMPS. NO CONCERN AT THIS

TIME WITH BATTERY.
LABOR: GTIRE
CONCERN : GREEN TIRE. CHECKED QUT OK 7/32 OR GREATER TIRE TREAD
CORRECTION: NO CONCERNS AT THIS TIME

LABOR: GBK
CONCERN: GREEN BRAKEE. AT OR ARQVE SMM FOR DISC. 2MM FOR DRUMS
CORRECTION: BRAKES ARE NORMAL CONDITION AT THIS TIME

(W) 2. CONCERN: Certain 2010 Model Year Fusgion and Milan and Certain 2009
and 2010 Model Year Escape and Mariner Vehicles Equipped
with 6F35 Transmission - Powertrain Control Module

Reprogramming

CAUSE: 11B15

CORRECTION: VERIFIED CUSTOMER CONCERN REPROGRAM PCM TQ LATEST
CALIBRATION PCM PART# AU7A-12A650~BVC DUE TO RECALL 10B15.

PG 1}

was or s | dia 0al olk Novdalia S : s nacadcary molee - STATEMENT OF DISCLAIMER
cer e par iy, | (BN SGrRE 081y AR ALY v Tmage 10 valicla or arEcies Wy Tha faciory watanty consBiutes 8l of he warrares wAh respect 10 ha sale ol 1ig
o « euinas 2t o - wide 1o B8 Mmm”%x_:- W.! Wb& nu%.m. o Welers Nevitens. Tha Seiler, Haclenda Foud haraby exprassly dacialms all worranles, elirer
ey g mes e | Valiga 'a das an slreals, —..p w 1 ewvpraes or mpled, inchoding eny impliod wamanty of mevshanioblly or flaoss fer o
oaﬂ.:‘mﬂnahﬂ_‘wm i!h%-.. =-. s v§= » _Mn posticutar purposo. Haclandi o naither assumes nor alhar person 1o

sasuma iar il any KabRily win i {

P GO Nolios Pursusni ta 70.00°, Texus Properly Code

g rna E-. -ﬂo..ﬁﬁ ﬁuﬂﬁnﬁ_ _.aﬁ.- r__“.mw.q N _q_mnn_ .ﬂm.-m_mnmm This Invoics s v 2nd part of the origl Aca roquostod, pans, and/or

B T R

o [ater ore dsled for esch servica requestod. Should guesiions arlses, thay can besi bo

_._q .

el el e s el oy,

o oo.“m. 70 &ccoun n:q..unnﬂe.!an e Erown #8 boan closed, answoted by ouf sondoe adviser that walled oo y3u. Thank you For canfidenca In
allowlng us bo serdos your oan

o
ha
X Haciand'a Ford SERVICE DEPARTMENT
Slgnature af Parson Responsbie or Agani for Person Responsibls &

DP12-006 001754LC



May 11 12 04:34p Cesar Caceres Ins. Agency 956-262-2808 p6

SERVICE INVOICE

CUSTOMER COPY
(956} 3831615 « 16004444615
FAX: (958) 383-2422
R cust 45258 =o«
VEHICLE PASSED TRANSMISSION LOAD TEST. VEHICLE OK.
LABOR: 10B15C
15 JOE MARTINEZ
TOTAL LABOR -00
TOTAL PARTS .00
REPAIR ORDER TOTAL .00
PG 2
" R e Aot sl a6y G SR e LLeter) STATEMENT OF DISCLAIMER
ain o
ey g w._mnﬁo-wﬁ “.ﬂ...- _iﬁm_ :@ﬁmﬁ% -..e.q o Tao Iactory wararly consdiutes ll of ths wemanhes win ‘asseri 1o 1re sle of ihis
froisy = Pusar o i s oo g ST COURRA y HOBNELED bk (2o 20 __..%_ﬁs«ﬁ_ i pliers llamftams, The Seller, Haclyada F axpreavy dacipims af sithar
ST g - 48 3 on $leas! e -iﬂ# S- ___.1 wxaress or impled, lnekuding eny Implied wamenly of maichilabiity o Masas for a
nuﬂ_i -aaﬂ_: %.ﬁ_ 2 sl pariicular puraose, Hociande Ford noither assumes i1or sullorizos any olher person (o

porva Firaenn = Nafica Purguent ia 70,001, Yexes Proparty Code assumo for it any Rebilly In connection with the sala of 048 ham/items.

AL r!.&- =9&J=L§ ol of tho person, wiha Is obiigete ﬁ for
WIS e il e ﬁﬂ-&% r .o%% a l.w@ This lnveroe i ifve 20d part of ihe ariglnel servi Neceasary pafts, acfor
ﬁ.@lﬂ ....m- e anﬁmw._ o 8. zn“wnum. Jabor ara Hsled (or ssch servica faquasted. Should guesiions adecs, they can besi ba
&1 he ordor sy G B )
X

o ac o A_F.u_u.ﬂq. 2 Hidon closda, awared by oLr sordce advisor Thal wolted an you. Thank vou for confidenca in

BALER BT §Ova or on
allowing us to service your car,

. L

AT w1y L
_’ Signelura of Perscn Respenalala or Agent for Person Responsible Haelonda Ford SERVICE DEPARTMENT
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Cesar Caceres Ins. Agency

956-262-2808 p.7

mmz<H
Cls me\uh“mﬂzn’mwm\n g

A LLEY S, =
i ty Drive & MeCall » Edinhurg, TX |
_.(936) 383,615 » 1.800-448:1615

FAX: (956) 383-2422

QUSTH 45258
A R
Encovcs rx (N ok G
WRITER BB
BHONE: HOME B s APBROVAL BB
......... PROMISED 11/01/11 10:00
OWNER 45258 UNITH# A 2010 FORD ESCAPE LIM CURR MI  27,449,0
VIN: 1PFMCUQEG4 ENGINE: 3.0 6 CYL
(C) 1. CONCERN:  99p TR e L AT ST i
COORTESY MULTI-POINT INSPECTION, INCLUDING REPORT CARD
INSPECTION OF THE VEHICLE
CORRECTION: mmwmowmmu MULTI POINT COURTESY INSPECTION, INCLUDING REPORT
LABOR: 99P
LABOR: GBATT
CONCERN & GREEN BATTERY
CORRECT'ION: GREEN BATTERY NORMAL COLD CRANKING AMPS. NO CONCERN AT THIS
TIME WITH BATTERY.
LABOR: GTIRE
CONCERN : GREEN TIRE. CHECKED OUT OK 7/32 OR GREATER TIRE TREAD
CORREQTION: NO CONCERNS AT THIH TIME
LABOR: GBK
CONCERN: GREEN BRAKES. AT OR ABOVE 5MM FOR DISC. 2MM FQOR DRUMS
CORRECTION: BRAKES ARE NORMAL CONDITION AT THIA TIMHE
(W) 2. CONCERN: c/g the mil lamp is on ¢/8 car is runmning ok ¢k and adv??
CAUSE: ¢ot42 baslorIm98E
CORRECTION: remove evap emisslon onister
LABOR: 10
LABORt 110322A
PARTS: 1.00 B9R329CHB5B CANNISTER
FG 1

VIR - TR

EATML 418 bt Y

favtA wrravEnd
ML - EXL3A
et e g

ALY Ry e
n A = Y iy,

ancmEaT Dy AF = 1 TR

T
%ﬁ
S el

A
sl
o uﬁmwh Mﬁa

Nozioa Puiguan lo 70.00%, Toxss Sropwly Cads

om _m.%u_ﬂ- n Tmﬁ.ﬁﬂ..«ﬁn&wmmm“ﬁﬂwﬁ @.ﬁ%&ﬁm— z%- This Involes s e 2nd paet of tha odgins! sandes mquetted. Nooasary paris, andlar
e 3 ﬁ%ﬁ%c‘aﬂ FEpY aehigols d. lebor are fuled for eazh servica requbibed, Bnould aussiiane adass, ihay can bust be
t.m.k or -Hﬂﬂn._: o c-uauu.r.,_m_. z_o%ﬂom..ﬁ.h w.u. mﬁ o anawared by our venvica sdvisar hel wllad on you, Thank you lor eanlidensa In
alioving Lo 10 sarvice your car,

by iU
)
lléra

el

Revedllettis, The Selier, Maclandu Ford haraby suprassly disclaims all warantien. adior
@xmiess of implied, holuding any ImpVed worvenly of merchantbilky or Svers for s
partigular pumose. Haslenda Vord nalinar asaumes r Ny oinar Borsan o
wastma for || uny iblliy in eanraction with e <2l of N8 HemMama.

o ..._ amo

Haclanda Fard SERVICE OEPARTMENT

X
Sgnztws of Parson Rosponsibis or Agenl for Person Rusponeible

DP12-006 001756LC



May 11 12 04:36p

Cesar Caceres Ins. Agency

FAX: (058) 303-2422

CUBTH# 45258

956-262-2808 .8
SERVICE INVOICE
CUSTOMER COPY
zof [ HNEG__
TOTAL LABOR .00
TQTAL PARTS .00
REPAIR ORDER TOTAL .00

o TARAYIEY
PRI Al IR LR

FATRAT 5 A= S

e 1 ST
oaaY -

i e

ALEY wen e
5 W+ PAPRAE s mef = $i

BATIIE e ML« A0 AR

vy < Indoay 134 an = oo, ] 90

Natlco Pureusn: to 70.001, Texas Propedy Ceda

s g xﬁ_m%w e
.3 duplec 143! ACeordd. A X80 1]
SRR

X

Signatuse of Parson Respons ble or Agent for Porson Rasporsibls

IfemAlema, The Saller, Huclondd Ford hoveby expacely dieckalme a0 war anties, althe
010058 or Impliod, Inzluging any impilod waienly of mercsantabily or finess for &
parlicoler puross. Hociortfe Ford nelthsr assumaon nar anherzad any other persan 1o
assuno lor 1 any 1 abilly In conneziion wilh tha saba of this bemiema.

This lwecg |5 the 2nd pad of he allging’ sandes repeestid. Nocassnry parts, andlor
Inbor are lisied for ezch earvio raguesiod, Sliould guesions arisss, they can basi vs
nnewared by owr sarvico udvsor thal walled on you. Therk you for conlidencn in
#lowlnig us lo senvice your car.

Haclandn Ford SERVIGE DEPARTMENT
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X p.

SERVICE INVOICE

CUSTOMER COPY
__.n. . c:...a_ﬁ_q Drive & :cna__ s mn_.;.Em
(956) 3831615 « 1800444-1615
FAX: (956) 383-2422
CUBT# 45258 zouI
TAG # 2596 START 12/01/1 DB:29
BILLED 12/0 \ 08:47

EDCQUCH TX PO#

WRITER TSM
PHONE: HOME APPROVAL TS

PROMISED 12/01/11 1B:00

OWNER 45258 UNITH 2010 FORD ESCAPE LIM CURR MI . 28,516.0
VIN: 1FMCUOEGZAK ENGINE: 3.0 6 CYL
(W) 1. CONCERN: o/8 CHECK ENGINE LIGHT Is oN 777

CAUSE: Mwwmmwmﬂﬂmﬂ CONCER

CORRECTION: TEST DROVE VEHICLE LPERFORMED DIS TERT FDOUND CODE P0O456
CHECED OASIS FOR SSM OR TS38 FOUND 11-11-28 CHKECEED VEHILE
FOLLOWED TSB RR CANISTER PURGE VALVE NAD CANISTER CLEARED
CODE RETESTDALLORK

LABOR: 11112BB
21 LUPB GUTIERREZ
PARTS: 1.00 O9R3IZ3CIB5B CANNLSTER
1.00 9QU5Z9CI915H VALVE 2A8Y

(C) 2. CONCERN: agp
COURTESY MULTI-POINT INSPECTION, INCLUDING REPORT CARD

INSFECTION OF THE VEEICLE
CORRECTION: PERFORMED MULTI POINT COURTESY INSPECTION, INCLUDING REPORT

CAR

LABOR: 99P
21 LUPE GUTIERREZ

LABOR: GTIRE

CONCERN : GREEN TIRE. CHECKED OUT OK 7/32 OR GREATER TIRE TREAD
CORRECTION: NO CONCERNS AT THIS TINME

LABOR: GBK
CONCERN: GREEN BRAKES. AT OR ABOVE 5MM FOR DISC. 2MM FOR DRUMS

CORRECTION: BRAXLES ARE NORMAL CONDITION AT THIS TIME
LABOR: GBATT

STATEMENT OF DISCLAIMER

o 5 oabiod sl b e
.l.. v B, % 7 :nmm&_nﬁ_wws Wﬁn uwmwn-,wﬂm‘uﬂxﬁ i ! ﬂmn The fasiory wairs iy consliutas ad of ha woreanies
uni m..wrk- lamdtoma. Tha Seller. Hatlanda Ford hareby anprossly siscig'ms aft warranlies, althe*

express of Implled, lncludng ey Implied warranty of marchontablity or 1iness for &

particular purposa. BESUMES PO any olhor gesaan lo
oesume for If sy Natility In capnaction with ie saio of (W lemtems.

T WM ze._ce Pursisgnt lo 70,001, _.eau Propeny Coda
WY = (A
e b i #%. Fn?—an___ omﬂ._.m_rt..w- Bir o sz.u.h.ﬂhum.. Jbﬂﬁwﬂ“miﬂ- Tovis invalod I the Zod part of (he origing] condoe faquesied, NGCRSEMY RS, BIJGT
M@%M »-W-Rﬂ uua- ..o ;ﬂh-_: Labor 6o lislgd foe onch §6rvica requestad. Skould quesiions arises, thoy con bestbo
3 T ﬁ..__n..nns.a o Beeconton 5 G sy oG08 anevored by aur servien advisor thal walted on you, Theak you for conlldence In
e - TR Aitowing us {o =8ndca your car.
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May 11 12 04:36p

Cesar Cacerss Ins, Agency

__...nm_ ._:: BrS

FAX: {956) 303-2422

cusTH# 45258

_..::n m.;n,.; E__Ec:_ ._x
_ {956) 3831615 = 1.800444-1615

966-262-2808 p.10

SERVICE INVOICE
CUSTOMER COPY

CONCERN: GREEN BATTERY
CORRECTION: GREEN BATTERY NORMAL COLD CRANKING AMPS. NO CONCERN AT THIS
TIME WITH BATTERY.
TOTAL LABOR .00
TOTAL PARTS .00
REPAIR ORDER TOTAL .00
.

PG 2

[Ep— qmjﬁaﬁ%mza STATEMENT OF DISCLAIMER
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SMET rpaa Al
Jremtar — oy sni w4 o T
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.uxﬂnu-&oin_ us q nan nﬂ_ﬁn
zn._e. vﬁE-:_auaS_ Taxan Sroperly Code

En. Lm_l %ﬁ%ﬁ nSﬁ”l 0 18 ‘;Mn l._.

16 B/G8C had ho BEeOL

X

=

Hemytloms. The Seler, Haclends wu.._ hesoby -..nale...__-ﬂ-__._l o wairanlea, slihar
express orimpled, inauding opy impliad warenly of nercheniab ity of fingss for o
padicular puiposo. Haclariols Ford ndithar assumed fer aulharzos eny othar petgon 10
smauma ‘or L eny Lablly In oznnqelon Whh tha sals of il femAtems,

This Involca fs the 20y part of the origlnel tenvios regquesled Macasswy ¢ors, sndior
lybor are Tziad for each sendco rayuested. Snould gLasicns selass, (hey oan bexl be
anawered by our torvice advisor [het walied on you, Thamk you lor confidenca (n
shonfng us L senvice your car.

Haclanda Ford SERVICE CEPARTMENT
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May 11 12 04:36p Cesar Caceres Ins. Agency 956-262-2608
-262- p-11

SERVICE INVOICE
CUSTOMER COPY

EmB 383~ nm—n * 1 mne,a.; 1615

FAX: (956) 383-2422

cusTy 45258 zo [ NG

TAG # 2521 wwwwmu 1/30/12 08:39
gt BILL 2/01/12 15:13
WRITER  TSM
PHONE: HOME [ ] APPROVAL TSM
PROMISED 1/30/12 18:00
OWNER 45258 UNITH# AK 2010 FORD ESCAPE LIM  CURR MT 30,422.0
VIN: 1FMCUOEG4A ENGINE: 3.0 6 CYL
(W) 1. CONCERN: c/s check ﬁ:wmﬂm whmwm S et SRt e )
CAUSE: cc:42 basic:303

CORRECTION: performed quick test found dto p0d56 evap small leak
exformed evap staic test test mﬂwmﬂ pmokad evap system
ound £iller neck to be leaking rar filler neck performed

evap test tept pasas cleared codes test drove vehicle working

ag desgign
LABOR: 10

LABOR: 9034A
LABOR: 9000D
LABOR: 9000D1
LABOR: 9000D2

PARTS: 1.00 9R3IZICHB5SB CANNISTER
1.00 CLBZ9034A PIPE - FUE
{C) 2. CONCERN: 99p
COURTESY MULTI-POINT INSPECTION, INCLUDING REPORT CARD

INSPECTION OF THE VEHICLE
CORRECTION: PERFORMED MULTI POINT COURTESY INSPECTION, INCLUDING REFORT

CAR
LABOR: 99p
TOTAL LAEBOR .00
TOTAL PARTS -00
PG 1
STATEMENT OF DISCLAIMER
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_on- o4 3b~6ﬂi_u
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pariuise purpose. Heclanda Ford naliher assuros nor suihodzea ey olher person 10
assuma for it any sty b connection wilh e sola of dils lem/koms.

%ﬂgu-ﬂ-%__s Tre (actory wamarly canstitules ulj of tha warranties with respact 1o [t aale of Uik

AR AP Notica Pursusni o no 2: Taxaa Property Gode

g - tha of the peraon, who s obh or

Wt e i ﬂ__—nn_% _:_.; st J_E_wi ﬁ..%w# _*u..x.u ﬁw_““_«% Thig Invaica la iha 2ad pon of (he original 7orvios requasiad, Necessary pars, sadicr

%._mw w%u om.m_“n# 5 on :a‘..__n - - &bor ara lsled for each tenico Tequested, Should queslions arfses, thay can besi be
VALES OEEIS Wi o has 3-8!5 E .Bee:_n:s s L wnswarod by our wenies advisor thal waled o you. Theak you 'or canfidence i
st = micar use m allawing us lo service your car.
P e M L X
Slgnatura of Porsc ists or Agenl for Parson Responsible Hacianda Ford SERVICE DEPARTMENT
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May 11 12 04:37p Cesar Caceres Ins. Agency 956-262-2808 p.12

SERVICE INVOICE

CUSTOMER COPY
West _.__._.:,
3 (856) 3631615 » 2800444 151
FAX: (956) 383-2422
] cusTH# 45258 zo [N
REPAIR ORDER TOTAL .00

PG 2

. . S/ENTS ; T
s o carmres 3 : i e et ol STATEMENT OF DISCLAIMER
VeI e s 060 | [ ek ; e e The foctory warranly consiRULRE all of (he WaITanis wih 7is paci 10 1ha salg of lhis
G = Fatar TR e .M. e b thais e doters homiliems: Tha Sedor, Haclencs Ford nereby exprassly dasiima afl waranties, sthes
ATUY A A G e B Y afiesls, 8 prpost ing axprass or implad, including any implled warraniy of mercharntatlily or finass fora
4 “heuﬂ am - s i ; o o)
PATH EEATDT Het s Pursuant lo 70.001, Texas Propenty Code assuma forit any isbility In connaction wilh the vala of ihis temiliams.

e ety | s papen o st sion et e peace et s optasee g phy or RS Sk Py
Y A e ey

pariciler purpose. Haalenda Ford nafher ossumas vizws any tther person o

‘account pIcounton rawn answerod by our servics advisar thal waled cn yous, Thark vou o codidence in
sllawing us o farYice your car.

X

Haelanda Ford SERVICE DEPARTMENT
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- FAZBAY 3ame A4 - 1 o
FAFIAY 3100 AN - 4160 M

FIT s

(9560} 383-1645

FAX: (958) 383.2422

CUST# 456268

T T )
| West Universily Drive & hcColl » Edinhurg, TX
¢ 1.800-444- M.El

REPAIR ORDER TOTAL

ot I

.00

“”zu@ L_, dﬂ:ianﬁﬂm.. ui_&“_almm‘}ﬁ’ .aca: .nu _w

vp. F.: 5 ..- s prasi L g ol i pupglian
Mx%.%k %L..m, G TLS e@.ﬁ%ﬁ%&; o
Notico Pursuant to 70.001. _.anﬂﬂ.ogu._nn

....:mm.wu u.e.qim_. _u .S... ..,m_h-ﬁ

Signatura ol Pereon Responsibla of

STATEMENT OF DISCLAIMER.
The laclocy Wareanly conalliulss s\l ol tha waranies with reapect 10 ING seis of NG
itemillems, Tho Safar, Hoclanda Ford hereby oxprasaty diacieime all warantio, eithor
cugresn of tmpiad, inchiding any Imptled warraniy of morchaatabifly or fitnoce for a
particular puipose. Haclenda Fom noihar REsUmEs nor authonizes #ny athar pofson to
&rsUmo lor it gy lighlly ln conngelion with the 5ala of this itamitems.

This IvoICo 15 1 21 pan OF ing GRGING ¥ITWCO roquasind, NOGIREATY PO, ant/or
fmbor ara liatad for gach aandy Ahmdy nay can haal tin
Anawe/ed by our senvice sdvisor thet walled on you, Thank you for confidance in
allowing us o earvics your car.

Hacianda Ford SENYICE DEPARTMENT
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RENTAL AGREEMENT REF#
266312 2TCLNC

RENTER

DATE & TIME OUT
Q5142012 02:35 PM
DATE & TIME IN
05/15/2012 08:26 AM

BILLING CYCLE
24-HOUR

VEH k1 2012 FOR
VIN® 1FMCUCEGSCK]

uce

MILES DRIVEN 215

BILL TO ACCOUNT
HACIENDA FORD-RGY
ATTN: ALBERY, SERVICE
3010 W UNIVERSITY DR
EDINBURG, Tx 78539

CLAIM INFO

RO-290000 PO 150102

TYPE CAR: ESCAPE

SHOP: HACIENDA FORD-RGV
PHONE: (956) 383-1615
ATTN: ALBERT, SERVICE

5/15/2012

2i/6°d

6LM2

SUMMARY OF CHARGES

n:unnc Description
TIME & DISTANCE

05/11 - 05/15

Rata Total

$30.00

REFUELING CHARGE

05/11 - DY/1Y

s0.00

$120.00

Taxos & Surcharges

10% TEXAS MOTOR VFHICI F
TAX

TEXAS REIMBURSEMENT FEE
*DAILY

05/11 - 05/15
ns/11 - 05/15

a4

Day

0% §1a.54

§1.35 55.40

-
Total ﬂ?uqﬁu"

$137.94

En...n / Deposits

HACIENDA FORD-RGY
TIME & DISTANCE

10% TEXAS MOTOR VEHICLE
TAX

TEXAS REIMBURSEMENT FEE
‘DAILY

05/11 - 05/18
05/11 - 05/15

05/11 - 05/15

4
1

4

PERCENT

5L

DAY

DAY

0%

($120.00)

Total Amount Bua

PAYMENT INFORMATION
AMOUNT PAID TYPE
$17.94 Visa

F1BYTIENGNM 0L

$0.00

CREDIT CARD NUMBER
xxxR % K¥xxx¥x 5352 PENDING

‘wodd 9E1RE HBE2-T2-100

DP12-006 001763LC



: Enm" university Drivo & MoGall « EdInbure, ._.x

(956) IGIAELS « L-BO0-444-1615

FAX: (966) 383-2422

coary NN ROH W280000
TAG # 4551 ATART 4/18/12 05147
BILLED  5/15/12 09:42

EDCOUCH TX PO#
WRITER  aqQ
PHONE: HOME ] APBROVAL JQ
PROMISED 4/19/12 18:00
oémw 45258 c.ZH.Hu 2010 FORD ESCAFPE LIM CURR MT 33,199. a
VIN: LFMCUOEG4 ENGINE: 3.0 6 QYL

e m e m e b A E .- - —— = e T T S e ——

(W) 1. CONCERN: nmmw%ﬂbﬁ THERE X8 A WRENCH LIGHT BEING DISPLAYED VEHICL HAS
N ER
CORRECTION: NO CONCERN VERIFIED, TEST DROVE POR OVER 100 MILES FERTORMED
KOEO KOER ON ALL MODULES, NO DTC8, EMAILED HOT
LINE, FERFORMED VISUAL INSPECTION MAF AIR FILTER, INSPECT FOR
DAMAGE NONE FOUND, PERFROMED ROAD TEST MONTIOR ETC ACT AND
ECTDSD PIDS, BOOT PIDS EVEN, TEST PROVED INCONCLUSIVE, ISOLATED AND LOAD TEST
TE CIRCUITS PER HOT LINE INSTRUCTIONS, NO CONCERNS FOUND REPLACED THROTTLE
BODY BASED ON HOT LINE RECOMENDATION HOY LINE CONTACT ID 105373670

LABOR: 9926A

PARTS 1.00 DS7Z9EI26D THROTTLE B
SURLET : PO# 150102
RENTAL

1.00 RENTAL

(W) 2. CONCERN: asp
COURTESY MULTI-POINT INEPECTION, INCLUDING REPORT CARD

INSPECTION OF THE VEHICLE
CGORRECTION: PERFORMED MULTI POINT COURTESY INSPECTION, INCLUDING REPORT

CAR
LABOR: 99P .
TOTAL LABOR .00
TOTAL PARTS .00
2
PG 1
S i uthan

oo crrin | B s A G o st vy e mopsen e | STATEMENT OF DISCLAIMER
sheie 35 e pary m.a*ﬁ 1 »Lou__,.m_ﬂ.% Aaponticig for loas wsh.«mu a_s i -y Tha factory waranty consiiutes i of the warranies wilh respeci 10 (e aale of (nia

+ REBAT "R - v & CauEed mﬂc: .i_n fty h.?ﬁua-mm n.:n.-a- __.:s a_v:n«_m_.u .w lera llomAlems. Tho Selier, Kagignas Pom bigraby wauyasly divcliive o) we o willven
il iR, S 3 .\m-, onnhum.w. edon s tasls ,_ ow\ c nﬁ...ﬁs&mr@ﬁ m.a_“..,uu exaroal of Imaked, including any Impiiad wrranty of mamhaalstilny or Monsk nea

Roaita (he snouni o wx _._m.»o_ .a,o. ___: NTRY pariulal purpose, Haclands ?3...5::2.-.-5__4- nor -s-a:.ngv way alhor porsen (@
Fanta GEPAATALIE Notipa Purauant (o 70.001, Texas Fropeny Codo Bssuina for [t any y dih the sels of i
ImEsAf - TIDAY Ihall of an. whols chilgglad o po
PrR I _,.n.a Sn_wo—ﬂvn ~-ﬁm&n=um_mﬁmmw2“ﬂmuu 5 co .% uﬂw_.w hn_w_-mwa This involce ia he 21d pod of e orfyinal sordco roquosled. Mobeaaary paria, andiar
_E e o ¢ u_.ha- Lt vs ﬂu_ Ighor am listod for eagh service (2dueated. Bhould tusations Briees, (NaY can best bs

e 1 i N ooaﬁ .-.Eﬂsog_._ c._ aﬂa.s e_.. Ss.. eﬁ 3._ w._..._.na._ by as.nwlnossnz.gu_ wallad oh you, Thark pou for confldence in

. "o _;.... aflawing uh Lo Sevica your car.
s i e

Signalura o Peracn Reaponsiblo o7 Maglanda Fard SEAVICE DEPARTMENT
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Krohn & Moss, 1.6

A civomsa, Califisvsiog Flaxide, Dlincir, Iadiana, Kataoks Minsarots, Miseousi, Novads, (hio, Towne, Wincoasin, Wasbigtes £3C)

S adn Offico
10 N, Doachorn S¢, 3! Floor
Chicago, JL 60602
www. krohnandmoss . com
Was'tew's Dilrect Necmber Lacaneed o puwotico only in:
(312) 6789488 Bxt. 264 Texan
Wister s Dicest Facuimila
(866) 28590598
Wanter 's Divoot BedMail
rhiddie@oon rumearlawoenfer. com
e ’rLEElE

May 16, 2012

Ford Motor Company
Customer Relationship Center
16800 Bxecutive Plaza Drive
PO Box 6248

Deasborn, M1 48121

Vehidle: 2010 _...EL Escape

VIN: 1EMCUOEC4AKI

Dear Sir or Madam:

Please be advised that this office represents the above-named individuals Emmn%:m claims =gainst
your company pursuant to the State Lemon Law and/or the Federal Magnugon-Moss Warranty At with
regard to the above-listed vehicle. Please direct all futurs contacts and nons__mo:mosna to our office.

:.-m._am arrangements .mcu pa
ou are hereby notified of our atto s

There are numerous defects and non-conformities present in my clients’ automobile for which relief
ia mo_._w._rr and numerous attempts to repair the vehicle have been unsuccessful. These defects and non-
conformities msn_E._n. but are not limited to:

1, Defective ron_u‘. and trim as evidenced _3. paint p..__.zwni:m_.

2. Defective engine ag evidenced rv. zooming noise at rmmrﬁwv. mmm&m and nmmmnmnm illusination

of the check engine rmrﬂ and

3. Any additional nogw_wwsnn made mé our nrms.*! whether or not wraﬁ are contained in your
company's records or on any dealer repair orders.

DP12-006 001765LC



Page 2 May 16, 2012,

The defects and non-conformities listed above constitute a substantial impairment of the uge, value
and/or mmmaQ of the vehicle. Because of these defects and :o_...no:mogmmmm. my clients have _.szmwr? lost
confidence in the vehicle. As one court has stated:

For a majority of m_acm._w the m_._nar.amn of a new car is a majox investment, rationalized _uv.
the peace of mind that flows from its mamoamurﬂ_&. and E?E. Once their faith is shaken,
the vehicle loses not odr_ its real value in their eyes, but becomes an instrument whose
integrity is substantially rﬁmmw& and whose operation is fraught with apprehension.
Zabriskie Chevrolet, Inc. v. 240 A.2d 195.

Concerning the amount of nmﬂm a pergon must n:L—:F one court mxmummman_ the consumer's lament

in the following manner:

There comes a time when enough ia enough — vhen an automobile purchaser, after having
to take his car into the n.;rn—u for repaira an inordinate number of times and experiencing
all of the attendant inconvenience, i8 entitled to say, “That's m:.: and n.eécrmﬁ
notwithstanding the repeated good faith eHorts to fix the car. | . +9!
So0.2d 204.

My clients’ repair rmwscd. n_mm:._w shows there was a hreach of both written and _..Em:nm warranties:

based upon the mmnmww:u\ wnommz,.mm rule that an unsuccessful effort to Baamw defects found
to exist renders the warzantor rm.r_u.n the r:wmu 1s not hound to allow him the opportunity
or permit him to tinker with the artidle msmomu#m_z in the romn that it may ultimately be
v. Chevrolet Motor Division, 581 P.2d 603,

‘made to noaw_u. with the warranty.

Therefore, you are rmpd_rz notified that my clients are ~d<o_nm=m acceptance of this vehicle. My
clients have directed me to demand the cancellation of the contracts and the retum of all funds m.m.mn_
towards this <nr._n~m. man_ﬁmm_am any trade-in velue given, all collateral n_.—wummu_. finance orm».mmw and
incidental and consequential damages.

Please be advised that pursuant to Uniform Commercial Code 8 2-711(3) my clients have a security
interest in the vehicle for return of the amounts described mracn_ M_Su expenses in rgb_bm and inspecting
the vehicle. Until you pay this amount, my clients will hold the car and use it to the extent necessary to
preserve it, to protect the security interest, and to minimize your mmﬂ»ummu. Moreover, my clients need
return of the monies listed ahove hefore a substitute vehicle can he mhehm.om. In addition, any attempt E..
you or your agents to repossess the car will be éhe:m?_ and may usru.mnw you to _mmrm—ma_. for conversion and
for 23:mm:_ repossession under Uniform Commercial Code §8 9-503 and 9-507, as well as any other

wm_m_rmwr_m remedies.

Tf the seller or, it wmm__mnmrrw. the agsignee, or any creditor m_.—rumnm ta the FTC Holder Rule has filed a
{inancing statement covering the mccmm__ 1 demand, pursuant to Uniform Commercial Code § 9-404, that
you file a termination statement within ten (10) days to terminate your security interest, and forward a
copy to me, Since my client has revoked acceptance, there is no outstanding seaured o_u_mmwmo:. i you do
not file a termination statement within ten (10) days and cooperate in removing the lien, you may be
liabls under Uniform Commercial Code § 9-404(1) in the amount of $100.00, plus any loss caused to
my client rw your failure to do so.

DP12-006 001766LC



Page 3 May 16, 2012

To avoid any litigation, my clients merely request the return of fifty (50) percent of the purchase
price of the vehicle as compensation for its diminished value due to its defects and paymeut of our
attorneys' fees pursuant to the mmn-urmmznm provisions of the Federal Magnuson-Moss Warranty Act. Cur
attorneys’ fees are minimal at this stage and we would mnahnn to resolve this matter without the need for
any more time spent on our part or on the part of your attorneys. A great deal of time, money and effort
could he saved by all parties involved with a quick resolution of this claim.

>nnonn==m__... if you wish to resolve this matter amicably, m_nnmm {eel free to contact my office. 1f the
matter has not heen resolved within fourteen (14) m&ﬁ from the date of this _n.,.._"mn. a lawsuit will be filad.

mm:nmnmr\.

A A

Rohert Kiddie
Ewoqsmv. At Law
REK/ L
cer
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e
mw.m BBB AUTO LINE PROGRAM SUMMARY

Ford Motor Company — Texas

Ford Motor Company has agreed to arbitrate certain warranty claims through BBB
AUTO LINE. Ford's participation in BBB AUTO LINE covers Ford, Lincoln, and
Mercury vehicles.

This Program Summary describes the claims that may be resolved through BBB AUTO
LINE. Please also see Claims That Are Not Eligible below for a description of the types
of claims that will not be handled by BBB AUTO LINE.

Please note that although most customers choose to represent themselves in the BBB
AUTO LINE process, customers may also be represented by an attormey at their own
expense.

AGE/MILEAGE REQUIREMENTS

Claims seeking repurchase or replacement of a Ford or Mercury vehicle must be filed
with BBB AUTO LINE within three years or 36,000 miles — whichever accurs first —
after the vehicle’s warranty start date.

Claims seeking repurchase or replacement of a Lineoln vehicle must be filed with BBB
AUTO LINE within four years or 50,000 miles — whichever occurs first — after the
vehicle’s warranty start date.

Claims seeking any other remedy listed below must be filed with BBB AUTO LINE
before the expiration of the applicable Ford U.S. New Vehicle Limited Warranty
coverage period.

ELIGIBLE CLAIMS

Claims must be based on a defect in the vehicle's factory-supplied material or
workmanship covered by the applicable Ford U.S. New Vehicle Limited Warranty.

ELIGIBLE VEHICLES

Claims may be filed for Ford, Lincoln, and Mercury cars and light trucks that are:

+ Owned or leased in the name of an individual or owned or leased by a business that
owns or leases no more than three vehicles;

Ford — Texas 5/2006
1
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+ Currently registered in Texas; and

+ Purchased or leased in the United States and normally operated in the United
States.

The following vehicles are not eligible for BBB AUTO LINE:

+ TF-450, F-550, and F-650 pick-up trucks.
+ Ford E-series Cut Away vehicles, F-series cab and chassis, and motor homes.

BBB AUTO LINE REMEDIES

The arbitrator may award the following remedies:

+ Repairs.

+ A Ford Extended Service Plan for the customer’s current vehicle.

+ Reimbursement for money the customer paid to repair the vehicle if those repairs
should have been covered by the Ford New Vehicle Limited Warranty.

+ Repurchase of the vehicle.

+ Replacement of the vehicle only if it was purchased or leased new.

REPAIRS/REIMBURSEMENT FOR REPAIRS

The arbitrator may award repairs to defects covered by the Ford New Vehicle Limited
Warranty. If repairs are awarded, the arbitrator may not order a change in the vehicle's
options or its design.

The arbitrator may award reimbursement for money paid for the repair of defects
covered by the Ford New Vehicle Limited Warranty only if Ford or its dealer declined to
repair the defects under warranty or to reimburse under the warranty’s emergency
repair provisions.

REPURCHASE/REPLACEMENT

The arbitrator may award a repurchase or replacement only if the arbitrator finds that
the claim meets the following conditions:

+ The defect(s) in material or workmanship covered by the Ford New Vehicle Limited
Warranty was first reported to Ford or an authorized dealer within 18 months or
18,000 miles — whichever occurs first — after the vehicle’s warranty start date; and

+  Either (1) the same defect was subject to repair four or more times and continues to
exist, or (2) the vehicle was out of service for 30 or more cumulative calendar days
for repairs to any defect(s); and

¢ The defect(s) substantially impairs the use, value, or safety of the vehicle Lo the
reasonable consumer.

Ford — Texas 5/2006
2
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1f the arbitrator finds that the claim meets these conditions, the arbitrator must award a
repurchase or replacement that will consist of the following remedies:

+ Repurchase — If the vehicle was purchased, Ford will refund the actual amount
that the customer paid for the vehicle (not including any modifications or additions
after the vehicle’s purchase or lease), not including finance charges, less a
reasonable allowance for use. If the vehicle was leased, Ford will refund to the
customer payments made to the lending institution or lessor plus net trade-in and
cash down payment (not including rebates, if any), less a reasonable allowance for
use. For both purchased and leased vehicles, Ford will also provide the pay-off
amount to the lienholder or lessor in accordance with the financing or lease
agreement.

If the vehicle being repurchased is covered by a Ford Extended Service Plan that the
customer purchased, that plan will be cancelled and its pro-rated cost refunded. If
the vehicle is covered by a non-Ford service contract, the customer is responsible
for obtaining any refund that may be available from the issuer of that non-Ford
plan.

Ford will also refund sales tax, original title fees, original registration fees, and
reasonable towing, rental, and other incidental costs directly incurred because of
the claimed defect.

+ Replacement of a vehicle purchased or leased new — The customer will
select a new vehicle from dealer inventory that is from the same model year as, and
substantially identical to, the vehicle being replaced (not including any
modifications or additions after the vehicle’s purchase or lease). Ford will
reimburse the customer for reasonable towing, rental, and other incidental costs
directly incurred because of the claimed defect.

If the customer selects a vehicle that has different equipment options, the customer
will incur the cost of upgraded equipment.

If a replacement vehicle of the same vehicle model or from the same model year as
the current vehicle is not available, the customer may select a different model or
model year vehicle but will be required to pay the difference between the
Manufacturer’s Suggested Retail Price (M.S.R.P.) of the vehicle being replaced and
the M.S.R.P. of the new replacement vehicle.

If the vehicle being replaced is covered by a Ford Extended Service Plan that the
customer purchased, Ford will provide the customer with the most nearly equivalent
Ford Extended Service Plan available for the replacement vehicle at no cost to the
customer. If the vehicle is covered by a non-Ford service contract, the customer is
responsible for obtaining any refund that may be available from the issuer of that
non-Ford plan.

Ford — Texas 5/20006
3
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Important: Replacement is not an available remedy if the current vehicle was
purchased used.

Deductions/Exclusions from a Repurchase or Replacement Award

+ If the arbitrator awards a replacement, the award will require payment for the
customer's use of the vehicle in accordance with the following formula:
mileage at first repair of the defect
for which a replacement is awarded x purchase
100,000 price

+ 1f the arbitrator awards a repurchase, the award will be reduced for the customer’s
use of the vehicle in accordance with the following formula:
1] mileage — 100 mil x purchase
100,000 price

o The award may be reduced or may require payment for any missing equipment ar
damage to the vehicle exceeding normal wear and tear.

"

o The award will not include any trade-in over-allowance or debt from a previous
transaction.

+ The award will not include any manufacturer rebate the customer received or
manufacturer-sponsored credit card earnings used as a down payment or
capitalized cost reduction.

CUSTOMER RESPONSIBILITIES

At the time of the repurchase or replacement transaction, the customer’s vehicle must
be currently registered to the customer who applied to BBB AUTO LINE. The customer
will be responsible for turning over the vehicle with all of the original equipment, and
without abnormal wear or damage evident on the vehicle (e.g., cracked windshield).
The customer will also be responsible for providing clear title to the vehicle and signing
all documents necessary to effect transfer of the title, including a power of attorney for
title transfer.

Ford — Texas 5/2006
4
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CLAIMS THAT ARE NOT ELIGIBLE

The following claims are not eligible for arbitration in BBB AUTO LINE:

+ Claims involving a vehicle no longer owned or leased by the customer.

+ Claims not covered by the Ford New Vehicle Limited Warranty, including but not
limited to:
(1) maintenance and wear items not covered by the Warranty;

(2) damage caused by alterations or modifications of the vehicle after it leaves the
control of Ford Motor Co.;

(3) damage caused by tampering with the vehicle, its emissions systems, or other
parts that affect these systems; and

(4) damage caused by the installation or use of a non-Ford Motor Co. part or of any
part designed for “off-road” use installed after the vehicle leaves the control of
Ford Motor Co.

+ Claims involving vehicles with a non-U.S. warranty, or salvaged, “total loss” or
similarly branded titled vehicles.

+ Claims alleging that an airbag failed to deploy or deployed when it should not have.
+ Claims covered by insurance or by warranties of other manufacturers.

« Claims involving a vehicle defect if the customer alleges — either as part of the BBB
AUTO LINE claim or at any other time — that the vehicle defect has (1) caused
bodily injury, or (2) caused an accident or fire that resulted in damage to any vehicle
or damage to property.

+ Allegations of fraud.

» Claims seeking punilive damages or compensation for loss of wages, personal injury
or mental anguish.

« Claims that are the subject of a law suit or state administrative action against Ford.

+« Claims identical to any claim that was resolved by a previous mediation or
arbitration, court action, settlement, or agreement between the customer and Ford.

Ford — Texas 5/2006
o

DP12-006 001772LC



Report Mgmt Query

GCQIS Report Analysis

Rpt. Analysis Home Report Mamt Primary

Report Summary
Report 1 of 1
Query Name: REPORT RETRIEVAL

File Report To This Folder

Folder Number:
Add Comments E E

Report Detail Section : View Details

Mail Report

Report Mamt

File Report To A Folder

Indicator Summary Help Exit

Download Options

Attachments: 0

Report# : CEBD8011 NHL Received: 05/02/2012
CCRG/EPRC: Reviewed Status: Date:
. . 2010,ESCAPE 4X2 (99 - - .
Vehicle: 12) ,4x2 ,umiTed,mpv , 1rmcuoEGAA| G Bujid Date: 08/27/2009
Odometer 33,199 M Engine: s Calibration: , .- 304
T T Y 3.51 .

Transmission: 65SP 6F MID Axle: RATIO A/C: YES
Dealer: USA 04446 Haclenda Ford Phone#: mwwmv ARes
City: Edinburg State: Texas Country: USA
Originator: DANIEL OCANAS
Symptom: 5 54 3 00 DRV PERF,LACK/LOSS PWR ,CRUISE/STEADY,UNKNOWN
Status:
VFG: V52 DRIVEABILITY
Additional
Symptom: REPEAT WRENCH LIGHT
Fix: Causal Component :
Condition Code:

Hotliner: MWEBER72 Phone: Regn Cd: C2 Houston

Engineering: Phone: TAR:

DIr Contact: DANIEL OCANAS Phone: 000 000-0000 Title Cde: T

DP12-006 001773LC



KOEO:

KOEC: P1111

KOER:

Comments:

REPAIR

RECOMM

05/02/2012 12:56PM MWEBER72

WEB FORM DATA - CONCERN:WHILE DRIVING WRENCH LIGHT TURNS ON VEHICLE
LOOSES POWER DIAGNOSTICS: PERFORMED QUICK TESTS ON ALL MODULES,

KOER AND KOEQ TESTS. NO CODES RETRIEVED. HAVE DRIVEN VEHICLE OVER 100
MILES UNABLE TO DUPLICATE CONCERN, PARTS REFLACED:N/A TECH
QUESTION:ARE THERE ANY KNOWN CONCERNS. OR ASSISTANCE IN DIAGNQSTICS
WOULD BE GREATLY APPRECIATED

05/02/2012 12:56PM MWEBER72

B SIMILAR CONCERNS (WITHOUT DTCS SETTING) HAVE BEEN CAUSED BY
AIR INLET SYSTEM, MAF SENSOR, AND THROTTLE BODY CONCERNS.

AFTERMARKET AIR INLET ASSEMBLIES, AIR FILTERS, OR OTHER

MODIFICATIONS CANS CAUSE TURBULENT READINGS ACROSS THE MAF SENSOR
RESULTING IN INCORRECT LOAD CALCULATIONS. INCORRECT LOAD CALCULATIONS
CAN CAUSE A HESITATION, ROUGH RUN, OR STALL, IF NOT PERFORMED

ALREADY, RECOMMEND VERIFYING THE AIR INTAKE ASSEMBLY IS FACTORY,
FITTING TIGHT/SECURE, AND HAS A CLEAN MOTORCRAFT AIR FILTER INSTALLED.
IF OK, RECOMMEND ADDITIONALLY INSPECTING THE MAF SENSOR ITSELF FOR
SIGNS OF CONTAMINATION OR DAMAGE. CLEAN PER
HREF=HTTP://WWW.VREP.FORDTECHSERVICE.DEALERCONNECTION.COM/VDIRS/SSM/SS
M.ASP?SSM=21126 TARGET='_BLANK'>SSM 21126 OR REPLACE IF

QUESTIONABLE AND RETEST. IF THE AIR INLET AND MAF SENSOR CHECKS

PROVE OUT, RECOMMEND ADDITIONALLY MONITORING THE ETC_ACT AND ETC_DSD
PIDS DURING FURTHER ROAD TESTING (IF YOU HAVE NOT ALREADY). IDEALLY
THESE PIDS SHOULD MATCH EACH OTHER, BUT IF THEY VARY BY MORE THAN 3
DEGREES, A CONCERN IS PRESENT (BUT A DTC WILL NOT SET UNTIL & DEGREES
DIFFERENCE). IF FOUND, OR IF THE THROTTLE BODY OPERATION IS ERRATIC,
RECOMMEND REPLACING THE THROTTLE BODY AND RETESTING. IF ALL CHECKS

DP12-006 001774LC



INCLUDING THE ETC PID READINGS PROVE INCONCLUSIVE, RECOMMEND ISOLATING
AND LOAD TESTING THE THROTTLE BODY CIRCUITS. USING A SUITABLE LOAD,
VERIFY LESS THAN .2V IS DROPPED AND WIGGLING THE CIRCUITS DOES NOT
CAUSE THE BULB TO FLICKER. PERFORM A PIN TO PIN OVERLAY (USING NEW

PINS) ON ANY QUESTIONABLE CIRCUITS AND RETEST. IF NO CIRCUIT CONCERNS
ARE FOUND, RECOMMEND REPLACING THE THROTTLE BODY AND RETESTING.

SSM 21126 SOME 1997-2010MY GAS ENGINE EQUIPPED VEHICLES MAY

EXHIBIT DIAGNOSTIC TROUBLE CODES P0171-P0175 WITH LACKS POWER,
HESITATION, RUNS ROUGH OR SURGE DRIVABILITY CONCERNS DUE TO
CONTAMINATED MASS AIRFLOW SENSORS{MAF).

Folder Nurmber: BN File Report To This Folder File Report To A Folder i i

Aidd Commentsll Previous E Mail Report
Requester: DALBANIC 19-Oct-2012
Report Summary Ford Proprietary, Private Retention: None

Server: FCWS686
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DEALER S2F 037 VIN :xnccmnaEI
Supgested Rotal Prive. Ivveien Aot
UOE4 ESCAPE DR LIMITED FWD 25305,00 2352700
2010 MODEL YEAR i !
YJ STERLING GRAY METALLIC ! !
59 CHARCOAL LTHR-TRIM SEATS | 1
H \
INCLUDED ON THIS VEHICLE £ 1
RAPID SPEC 302A - FWD 225010 1913 (00
MOON & TUNE VALUE PKG X 1
POWER MOONROOF WITH SHADE ' |
PREMIUM SOUND 7 SPKR/SING CD ' '
LIMITED LUXURY PACKAGE H
REVERSE SENSING SYSTEM '
(DEATC) DUAL ELEC A/T CONTROL ¥
REAR VIEW CAMERA SYSTEM '
UNIV GARAGE DOOR OPENER !
'
OPTIONAL EQUIPMENT '
99G 3.0L DURATEC FFV V6 ENGINE 1000100
446 .6-5PEED AUTO TRANSMISSION NC,
P225/65R17 A/S BSW TIRES INC
647 17" CHROME CLAD WHEELS 69500
153 FRONT LICENSE PLATE BRACKET INC
187 INTEGRATED SIDE STEF BARS 245100
425 50 STATE EMISSIONS 1NC
60P AUTO PARK SYSTEM 385100
TOTAL OPTIONS 568500
TOTAL VEHICLE & OPTIONS 23550,00
DESTINATION & DELIVERY 725100
TOTAL BEFORE DISCOUNTS 3071500
##SPECTAL ADDED DISCOUNTS#  570)00-
—_—
TOTAL FOR VEHICLE 1014500 1
' '
03 U.5. GAL FUEL CHARGE : 1
FDAF/LMDA ASSESSMENT ' 390100
SHIPPING WEIGHT 3299 LBS. !
'
TOTAL 30145100 28209101
ssssseasersesnes REINVOICED PRIOR TD PLANTIRELEASE #ivswsssss
i 1
' '
i I
' '
1} '
' '
i i\
1 '
' I
1 ]
' i
] ]
' i
| '
' |
1 1
' |
' '
' '
| [}
1 1]
I |
' '
] )
] ]
) 1
' '
) )
' '
| |
| '
I i
H '
i ‘
' '
' '
! 1
' I
1 ]
' '
| '
. '
] L]
ThIS Invoice may not reflect (he final costof Ihe vehicle in view of the 5a_mm:u.r:. ol tulyre rebates, allowances. discounis and incentive awards from Ford Motor Company 1o the dealer
Sold 10
Freeway Ford 52F037
P.0O. 2
mDMM ﬁwmuﬁ 5085 TX 77265 Ordler Type Ramp Code Batch ID Price Level
b CD5B SH191 020
Ship ta (f cther than above) Date Inv. Prepared|  Herm Number Transd Days
08[13]0s| 52-3200 |10
Ship Through
Invoice & Unit Identification NO. Final Assembly Point Finance Company andior Bank
1FMCUOEG4 KANSAS CITY Ford Motor Credit 000001
Total Holdback Inveice Total A&Z Plan D Plan X Plan
883 28209.01 27276.01 27376.01 28371.17
This Invoice fo be used for the billing of vehicles only Dealer's copy DP12-006 001776LC
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From: depform@ford.com [mallte:depform@ford.com]
Sent: Monday, August 23, 2010 9:58 AM

To: Ordcalp, F (F.); Taylor, Alma (A.)

Subject: Dealer/Fleet Request For OGC Review

Dealer/Fleet Request For OGC Review

Dealership/Fleet Name: NORTH BROTHERS FORD
Requesting Dealer/Fleet: NORTH BROTHERS FORD
Contact Person: JIM KEMPER

Title: SM

Address: 32300 FORD RD

Telephone: 7344211300

Email Address: james_kemper@northbros.com
PA Code: 02975

Regiom: DETROIT

City: DETROIT

Dealer State; Ml

Fax Number: 7344211343

WSD: 12/07/2009

Vehicle Year: 2010

Vehicle Model: FUSION

vVehicle VIN: 3FAHPOHAXAR IINIEGEING
Mileage: 4978

Customer/Fleet Name|

Street Address:

City: LIVONIA

State: Michigan

Zip Oennul

8/23/2010

Page 1 of 2
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Page 2 of 2

Home Phone: I

Work Phone:

Customer Region: G2 - Detroit

Incident Tnvolves: Accident

Date of Incident: 08/19/2010

County in which incident occurred: WAYNE

Is Alleging Defect: Yes

Alleging defect detail: CUSTOMER STATES VEHICLE SURGES WHILE PULLING INTO
PARKING SPACE SINCE 10B15 PROGRAM COMPLETED

Police Report Filed: No

Insurance Company Contacted: N

Insurance Company Contact Information: MICHIGAN MILLER

Coach Builder State: AK - Alaska

Vehicle Location: OWNER HAS VEHICLE

Resolution Sought Detail: CUSTOMER WOULD LIKE FRONT SPLASH GAURD REFAIRED

This email was automatically generated. Please do not reply to this email. No one monitors the inbox for
this email address.

8/23/2010

DP12-006 001779LC
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98/@4/20812 B3:28
FCSDDFROGC - New Form

7835344785

PAGE 81/@3
Page 1 of 3

IMPORTANT - DO NOT PERFORM REPAIRS UNTIL AUTHORIZED!
Dealer/Fleet Request For OGC Review

¥*xxNote: this form is for Retail and Fleet vehicles***

Pursuant to the W&P Manual, the service manager is required to complete a Dealer/Fleet
Request for OGC Review form if he/she suspects legal action such as, alleged accidents or fires,
may be taken, This form includes customer and vehicle information as well as a description of
the allegations.
*==Note: All flelds are required and must be filled in accordingly before submitting this form»#**

FHENOTE: You alse have the option of printing this form and then faxing the fully completed
form to 313-845-5668 or 313-B45-5555%+*

DEALER INFORMATION
Dealership/Fleet Name:
Requesting Dealer/Fleet:
PRA Code:

Contact Person;

Title:

Phone Number:

Fax Number:

Emall Address:

Region:

Address:

City:

State:

Zip Code:

xoo_._m Ford, Inc. . i

P e ————

IKaons Ford, H:n

S

00038 |

Rod Gautier |
Service Director |
703 241-7200 )

703 534-4705 ==l
‘rod, mmcznq@xoosm com i

st il il

|Washington

1051 East Broad Street

_nm__m ,95.%

CUSTOMER/VEHICLE INFORMATION
WsD:

Vehicle Year:

Vehicle Model:

Vehicle VIN:

Mileage:

Customer/Fleet Name:

Street Address:

City:

State:

24 _"m_u..cmj\ 2010

SrarponAcA N |

14000 -

‘Alexandria I

Virginia

8/4/2012
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@8/84/2812 @9:28 7835344705 PAGE  02/03
FCSDDFROGC - New Form Page 2 of 3

Zip Code:

Home Phone:
Work Phone:
Reglon: ‘Washington

DETAILS OF INCIDENT
*%¥Note: DO NOT PUT THE VEHICLE IN STORAGE OR PROVIDE LOANERS WITHOUT
THE APPROVAL OF THE OFFICE OF THE GENERAL COUNSEL***
***NOTE: SEND AUTHORIZATION REQUEST TO FORDCALP@FORD.COM** =
Incident Involves:

™ Accdent [ Fire T Injury [ Medical Attention Sought

Date of Incident: HmNm\mo.w.Mpl...l;r

County In which incident occurred: Arlington, Virginia___ |
Is customer alleging a component defect P #

CAUSED the incident? Yes No

‘Customer claims unattended acceleration |
lcaused vehicle to strike the rear of another _
‘vehicle In the Taco bell carry out line. “

|

If yes, what type & details:
If no, refer to Escalated Concern Handling
section of the Customer Handling Roadmap W

Was & police repart filed? T Yes T No

1f yes, whare: _

Has the insurance company been contacted? © Yes T No

MH:mcﬂmsnm company advig moﬂ.“
vehicle repaired. Claim #

What did the insurance company advise? V _
. _

State Farm 866 415-9020 Becky

Name and phone number of owner's insurance
company & agent's name:

If the vehicle Is a conversion unit, who is the
coach builder?

City:
State;
Zip Coda: : N : 1

§/4/2012
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36/84/2012 89:28 7835344785 PAGE 23/93
FCSDDFROGC - New Form Page 3 of 3

1\\
At owner's home

Vehicle Location:

Attorney Information (if applicable):

CVO Contact (If applicable - Fleet Only):

RESOLUTION THAT CUSTOMER IS SEEKING:

‘Repalred by *
iFord and &
-acceleration/ gz

[ PPN PR

COMMENTS:

iCustomer W
says this Is
second P

LI P T PR

8/4/2012

DP12-006 001783LC
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Fleet Request for Consumer Affairs Investigation

Date: November 5, 2010 Morsill INFO Case #:

Supporting documents included in fax? NO

FLEET INFO

Fleet Name: |GGG Contact: | NI

Address: [ IIEGNGNGNGNGEEE Title: Fleet Administrator

Bloomingtor, IL [ Phone: INENENEGENN
cel: I

VEHICLE INFORMATION

VIN: 1FMCUsK39AKEE Mileage: 35,173

Vehicle Type: Escape Hybrid Year: 2010

VEHICLE LOCATION

Name of Business or Dealer: State Farm - Oakland Ave Building

Contact: Dick Malcolm or Robert Tucker RT phone: 309-766-8071
Dealership Involved: None

Address: 2309 Easl Oakland Ave

Bloomington, IL 61710

PRODUCT LIABILITY TYPE

Accident Date of Occurrence: Nov. 2, 2010
Injury? NO

Description of Concern: "Vehicle accelerator stuck causing it to hit a planter then careen

out of control, The driver hit a light pole, then a tree to get it stopped.”
** Do not request investigation if repairs have been completed.

NAFS CONTACT

Name: Jane Evans CDS ID: jevans9

Phone: 708-288-5110 Fax: 866-400-7108

ATTORNEY INFORMATION
Attorney Involved? NC

If yes, Altarney's Name: Phone #:

ADDITIONAL COMMENTS/INSTRUCTIONS:

Front end damage to the vehicle, a planter, stop sign, light pole and tree

Revision 0.0 Ford Motor Company 11/5/2010
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Malaney, Linda (L.)

From:
Sent:
To:
Cc:

Subject:

Hull, Michelle (M.K.) on behalf of Ordcalp, F (F)
Monday, October 01, 2012 3:38 PM

Miles, Felicia (F.)

dshort@holzerford.com

FW: Dealer/Fleet Request for OGC Review

PRIVILEGED & CONFIDENTIAL

This e-mail may centain privileged communications. If you have received it in error. please delete it

immediately and notify the sender.

This claim has been assigned to Felicia Miles

dkn

***Note to Dealer

***DO NOT PUT THE VEHICLE IN STORAGE OR PROVIDE LOANERS WITHOUT THE APPROVAL OF THE

OFFICE OF THE GENERAL COUNSEL***

"**NOTE: SEND AUTHORIZATION REQUEST TO FORDCALP@FORD.COM***

***ONCE WE ARE IN RECEIPT OF ALL THE REQUESTED INFORMATION, IT WILL BE THOROUGHLY REVIEWED

AND THE CUSTOMER WILL BE NOTIFIED OF OUR DECISION***

*RAEVALUATIONS MAY TAKE UP TO 90 DAYS ***

From: DCPFORM, FMCDealer (.)

Sent: Monday, October 01, 2012 8:47 AM

To: Ordcalp, F (F.); Taylor, Alma (A.)

Cc: dshort@holzerford.com

Subject: Dealer/Fleet Request for OGC Review

Dealer/Fleet Request for OGC Review

Email Subject: Dealer/Flect Request for OGC Review
DEALER INFORMATION:

Dealership Fleet Name: Tom Holzer Ford, Inc.
Requesting Dealer Fleet: tom holzer ford

PA Code: 02709

Contact Person: dean short
Title: service manager

Phone Number: 248-615-2283
Fax Number: 248-615-4283
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Email: dshort@holzerford.com

Region: detroit

Address: 39300 w.ten mile

City: farmington hills

State: Michigan

Zip Code: 48335

CUSTOMER VEHICLE INFORMATION:

WSD: 3-31-2010

Vehicle Year: 2010

Vehicle Model: fusion

Vehicle VIN: mwmrﬂo‘.dmoml

Mileage: 17310

customer Fleet Name:

Street Address:

City : WEST BLOOMFIELD

State : Michigan

Zip Code

Home Phone:

Work Phone: [

Customer Region: DETROIT

DETAILS OF INCIDENT:

Accident

Date of Incident: 2012-09-27

County incident occurred: OAKLAND

Is customer alleging a component defect CAUSED the incident? YES
Details: sudden accel ,customer felt vehicle accel on its own
Was a police report filed? YES

Details : farmington hills ,michigan

Has the insurance company been contacted? YES

Insurance company advised: they are sending out adjuster
Insurance company contact information: auto owners sharon mooney 248-620-2936x5456 |
Coach builder:

City :

State : Michigan

Zip Code : 1N

Vehicle Location: tom holzer ford dealership

Attorney information:

CVO Contact:

Resolution Customer is seeking: customer seeking ford to assist
Comments:

Copyright 2012 Ford Motor Company
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Ford Motor Company

Product Claims Department
Office of the General Counsel P.O.Box 70

Dearborn, Michigan 48121-0070

October 7, 2011

SHERMAN OAKS, CA

RE: 2010 FUSION

VIN u;:mc:\yﬁwl
Dear

Your claim has been forwarded to me for review. We thank you for the opportunity to address this
concern in a timely manner,

If you have turned any portion of this matter over to your insurance company, and should your insurance
company wish to pursue a claim with Ford Motor Company, please have your insurance company contact
us in writing at the address noted above notifying us of their intent to pursue subrogation.

If you intend to pursue a claim directly with Ford Motor Company, we request that you provide us with
all the following information by completing and returning this form;

= Attach on a separate piece of paper a complete description of the incident, including cvents that
occurred prior to and subsequent to the loss.

» Acopy of the police and/or fire report.

s A copy of the vehicle title and registration.

«  Original color photographs of the vehicle's collision/fire damage & the alleged defective part(s),
from several different angles; include your name and the last 6 digits of your VIN# on the
back of each photograph.

# Original color photographs of the inside of the vehicle showing the steéring wheel, dash and
roof areas; include your name and the last 6 digits of your VIN# on the back of cach
photograph. ,

#  Original color photographs of the accident scene showing the grade of the road,;
name and the last 6 digits of your VIN# on the back of each photograph.

= Attach a copy of your expert's report and the expert's original photographs.

= A statement from insurance company indicating there are no pending claims and
reason for the denial.

= Attach the repair estimate, repair order, or your total loss worksheet for the vehicle's damage
and any losses associated with this incident, and copies of draft payments.

=  Acomplete service history for the subject vehicle, including any maintenance items.

» If you are claiming damages other than the vehicle, please provide the necessary pictures,
receipts, and estimates to support your claim.

le your
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Please answer the following in the space provided. If you need additional space, please use the back of
the fo

|, What are you seeking from Ford Motor Company in this matter?

A REPIACEMENT CAR o 4t
2, Erm:mﬂrmm__mmma.anmnnﬁ THE WHoLE CAR FRONT AND UNK ZC_&_Z

PARTS

Has the alleged defective part been repaired or replaced? (circle one) Yes or Ko

et

4. What was the city, state and date of occurrence: BURR >Zf\+m|> Lo RN\A. SEPT 28,20
5. What was the mileage at time of occurrence: 266 m g
6. Listall after market additions or modifications that were made to the vehicle:

=
q.iwmnrnozmmzn.,._::._:m@Anmwn_mosmu<nmoq2o

B.  Were the keys in the ignition? (circle one @c_. No
4. Was this vehicle purchased new or used: C SED

10, If purchased used, provide the date of purchase, mileage at the time of purchase, from whom

the vehicle was purchased: i \@._\QQ_O_. 29519 3 Qbr_u__z _“C..WG ZQE._\I I\W_.%{

1. Please provide the current location of the vehicle (you may need Lo contact your insurunce
company to provide this information).
CALIBE ) CoLLiS|oN CENTER 307 SVICTopY BLUD BURE ANK CA.

12. Has an insurance company been advised of this incident? [Yes) No

13. If'yes, please provide name, address and phone number of insurance company and adjuster's
name and claim number (It is your responsibility to contact your insurance company): \P A \..,

ALLASON BEUL P.OBoX L00Y ARCADIA LA S0 - [ oim N

14, Please provide the names and contact information of any witnesses to the incident?

Once we are in receipt of the requested information, it will be thoroughly reviewed and you will be notified
of our decision concerning your claim. In most instances this review can be done in 90 days: if we are

unable to complete the analysis within this time, we will contact you.

Should you not send all of the requested information and materials within 90 days, we will assume 1hat you
are not interested in pursuing a claim and we will close our file. Please note that your vehicle will not be
inspected until all the above information has been submitted and a determination has been made as 1o
whether an inspection is warranted. If vour vehicle is accruing storage charges, you should
immediately make arrangements to move it to a facility that will not charge you for storage.

Please be advised that in the event this matter ends up in litigation, Ford Motor Company has the right to
inspect the vehicle and remove and test any component part that you claim to be defective, and to be
presented with the vehicle and the subject component part(s). If you propose to repair the vehicle or conduct
any othier repairs you believe are related to this incident, such repairs may not be performed until afier Ford
Motor Company has conducted an inspection that may include the removal and testing of any component
part that you claim is defective. If you want to repair your vehicle before we are able to physically inspect
the vehicle or relevant component please submit a written request to me.

DP12-006 001792LC



Thank you for your prompt attention to this matter.

Sincerely,
— 4/
A1 |2k
Alma Taylor
Legal Analyst- OGC Product Claims

DP12-006 001793LC



FORD MOTOR CO. PRODUCT CLAIMS DEPARTMENT

On October 28th, 2011 at around 11 AM, I drove my 2010 FUSION to the Burbank Mall garage,2nd level,
in front of Macy’s, into a handicapped parking space. While turning into the space, my car accelerated and
run into the wall with full speed. I tried to brake, but the brakes did not work. Luckily there were iron wires
installed in front of the wall, so there was not other damage but the whole front of my car.

I was terrifyed and in no::w__n shock. I did not call the Police. There was no other person involved and no
damage to the garage wall. Therefore there is no Police Report.

I called AAA and they towed the car to the Caliber Collision Center. From there, I was driven home. [ was
still in shock. I am convinced that there was something wrong with the FUSION. I am not trustin;that car
any more and even if they would repair it, I will never drive it again. This must have been a factory
originated mistake and definitely not my fault. I am convinced that this car is a lemon. First I went to the
dealer service manager Mr. Shane, at Galpin Ford. He gave me the phone number of Ford Relations.

The vehicle is still at Caliber Collision Center and waiting for your inspection. The insurance company,-AAA
wants to have it repaired, but I do not trust this car and will not drive it any longer. I want a replacement

car.
.
ViN: 3FAUPoHAq AR [N
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BEGINNING OF CONTACT

10/07/2011 VOICE OF THE CUSTOMER TRACKING SYSTEM 07.55.09
0OGC ISSUE CASENBR: 553122771,

REGION: W1 LOS ANGELES ZONE: AD1 OPENED:  2011/10/06

VIN: araHPOHASARE ENGINE: A VEHTYPE: C CLOSED: 2011/10/06

LAST NAME: I STATUS: CLOSED

TITLE: 1 FIRST NAME: [ ] MI:

ADDRESS: a

CITY: ATE: CA ZIP; [ ]

HOME PHONE:! 1

MODEL YEAR: MODEL: FUSION

MILEAGE: 26000

DEALER NAME: GALPIN FORD SALES CODE: F71040 P&A: 05373

REASON CODE:  0772LEGAL - ACCIDENT

SYMPTOMS: 620900 ENG SPEED-UP SUDDEN ACCELERATION

ORIGIN: CACI38 - US CONGERN CASE BASE COMMUNICATION: PHONE

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

DOCUMENT: ANALYST: RRASZIPO RASZIPOVITS, ROBERTA

DATE: 2011/10/06 TIME: 18.36.55:
ACTION DATA/COMMENTS:

CUSTOMER SAID: 1. DATE OF THE ACCIDENT -SEPT 28, 20112. WHAT
THE CUSTOMER IS ALLEGING THE PRODUCT DEFECT IS THAT CAUSED
ACCIDENT. -VEH SUDDENLY ACELERATED.3. IF THERE WERE ANY
INJURIES SUSTAINED. - NO.4, LOCATION OF THE VEHICLE WHEN THE
ACCIDENT OCCURRED. -BURBANK CALIFORNIA MALL GARAGE .5,
WHETHER OR NOT THERE WAS A POLICE REPQORT FILED -NO 6. IF A
POLICE REPORT WAS FILED, WHAT THE FINDINGS WERE, -N/A.7. THE
POLICE REPORT NUMBER AND THE CITY OR COUNTY IN WHICH THE
REFORT WAS FILED. -N/A.8. WHETHER OR NOT THE CUSTOMER HAS
FILED A CLAIM WITH THEIR INSURANCE COMPANY. -NO. CUST FILING
CLAIM WITH FORD.9. IF A CLAIM HAS BEEN FILED WITH THE INSURANCE
COMPANY, WHAT IS THE STATUS OF THE CLAIM. -N/A.10. WHETHER OR
NOT THE VEHICLE IS REPAIRABLE. -YES, LOCATED AT CALIBER
COLLISION CENTER IN BURBANK.11. NAME AND ADDRESS OF
CLISTOMER'S ATTORNEY (ONLY IF THE CUSTOMER MENTIONS THEY
HAVE SOUGHT ONE). -NO.12, WHAT THE CUSTOMER IS SEEKING. -FIN
ASST. CUST STATES THAT THIS SITUATION |S DUE TO FORD DEFECT
S0 FORD SHOULD PAY FOR REPAIRS.DEALER SAID: ** GALPIN FORD
DEALER ADDRESS: 15505 ROSCOE BLVD NORTH HILLS CA 91343
DEALER MAIN PHONE: 818-787-3800 **CRC ADVISED: | WILL FORWARD
YOUR INFORMATION TO FORD'S OFFICE OF THE GENERAL COUNSEL
YOU SHOULD RECEIVE A WRITTEN RESPONSE WITHIN 15 BUSINESS
DAYS TO YOUR CONCERN. NOTE TO CCR: REMEMBER TO VERIFY ALL
CLUSTOMER CONTACT INFORMATION AND DOCUMENT
INCIDENT/ACCIDENT DATE PRIOR TO SENDING ISSUE -ADV OF

ABOVE "AGENT RUNNING CORRECT PATHWAY.

CONSUMER AFFAIRS 10/07/2011 FAXOGC2 CONFIDENTIAL
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Q.CT Corporation

TO: Chris Dzbanski
Ford Motor Company

Service of Process
Transmittal
11/14/2011

CT Log Number 519481505

0] 0 OO0 0 A0

One American Road, WHQ 433-E3

Dearborn, Ml 48126

RE: Process Served in Pennsylvania

FOR:

Ford Motor Company (Demestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FULLOWS:

TITLE OF ACTION:
DOCUMENT(S) SERVED:

COURT/AGENCY:

NATURE OF ACTION:

ON WHOM PROCESS WAS SERVED:
DATE AND HOUR UF SERVICE:
JURISDICTION SERVED :

APPEARAMCE OR ANSWER DUE:

ATTORNEY(S) / SENDET(S):

REMARKS:

ACTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHOME;

I B F\tfs. vs. Ford Motor Company, Dit
Letter, Cover Sheet, Notice to Defend, Complaint, Verification, Exhibit{s)

Philadelphia County - Court of Common Pleas, PA
Case # 111100320

Product Liability Litigation - Lemon Law - Failure to repair and/or correct defects
on a 2009 Ford Escape - VIN 1FMCUS4GS9{II

CT Corporation System, Harrisburg, PA
By Certified Mail on 11/14/2011 postrarked on 11/10/2011
Pennsylvania

Within 20 Zays - Written Appearance // 07/13/2012 at 11:00 a.m. - Arbitration
Hearing

Robert A. Raokin

Kimmel & Silverman, P.C.
30 East Butler Pike
Ambler, PA 19002
215-540-8888

Postmark may not be legible on scanned image.

Sop 1wmmwm with Transmittal, via Fed Ex Priority Overnight , 797734465209
Image
Email Notification, Chris Dzbanski CDZBANSK@FORD.COM

CT Corporation System
Sabra Dudding

116 Pine Street

3rd Floor, Suite 320
Harrisburg, PA 17101
717-234-6004

Page 1of 1 /RS

Information displayed on

transmittal s for CT Corporation’s
record keeping purposes anly and ts provided Lo the reciptent for
guick reference. This information dogs noL conititute a legal
upinion s to the patpre of action, the amount of damages, the
answer date, or any Wformation contained in the documents

Recipient ts sible far g sald
documents and for taking appropriate acilon. “iynatures on
cortified mall receipts confirm receipt of pacsage only, not
rontents.
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6D

KIMMEL & mFéWg»Z

“Member, NY Bar

Member, MA for 1-800-LEMON LAW W CIRISTOPIER COMPONOVO*

ME Hur TIMOTHY ) ABERL_ IR

Memher, OH Bar www lemonlaw.com s ATOB L CINSBUNG
¥ hdember, Ml Bar

Lember, NH o CORPORATE HEADQUARTERS

Mewber, CT Bar 10 E, Buller Pike

o b T, Anmbler, PA 19002

* Member, .

¥ Membor, IC Bar M m;. mnw «“wm

* Member, CA Har (215) 540-8817

WESTERN PA OFFICE, 210 Grant Street, Suite 202, Piutsburgh, PA 15219, P (412) §66-1001, F (412) 566-1003
NEW JERSEY OFFICE, Executive Quarters, 1930 E. Marlion Pike, Suite Q29, Cherry Hill, NJ 08003, P (856) 429-8334_ F (856) 216-7741
DELAWARE OFFICE, 501 Silverside Road, Suite 118, Wilmington, DE 19809, P (302) 791-9373, F (302) 7919476
CONNECTICUT OFFICE, 136 Main Street, Suite 301, Danielson, CT 06239, P (860) 866-4380, F (860) 263-0919
NEW YORK OFFICE, 1001 Avenve of the Americas, 12th Floor, New York, NY 10018, P(212) 719-7543, F (877) 617-251 %
PLEASE REMIT ALL CORRESPONDENCE TO THE AMBLER OFFICE

November 10, 2011

CERTIFIED MAIL/RETURN RECEIPT REQUESTED

Ford Motor Company

c/o CT Corporation System
116 Pine Street

Suite 320

Harrishurg, PA 17101

RE: I v. Ford Motors Company

November Term 2011, No. 000320
Dear Sir/Madam:

[:nclosed please find a copy of the Complaint which has been filed against I'ord Motor
Company in the Court of Common Pleas, Philadelphia County, Pennsylvania. You are being
served pursuant fo the Pennsylvania Rules of Civil Procedure, Rule 403,

Please refer the attached to the legal department. Note: A responsive pleading is due 20
days alter the receipt of the Complaint.

Very truly yours,

y

RAS\jh

DP12-006 001798LC



Court of Common Pleas of Philadelphia County For Prolhonotary Use ORIy (Dockel Nuimbwi)

Trial Division zcﬁzwﬁw NOHH

Civil Cover Sheet Efing umber 1111014459

DEFENDANTS NAME
FORD MOTOR COMPANY

DEFENDANTS ADDRESS

C/0 CT CORPORATION 116 PI STF < E 320
HARRISBURG PA 17101
DEFENDANTS NAME
DEFENDANTS ADDRESS
AMBLER PA
PLAINTIFF'S NAME DEFENDANT'S NAME
PLAINTIFF'S ADDRESS DEFENDANT'S ADDRESS
TOTAL NUMBER OF PLAINTIFFS TOTAL NUMBER OF DEFENDANTS COMMENGEMENT OF ACTION
2 1 X] Cmplaint [ Petition Action [ Nutice of Appeal
D Writ 6f Summoens _”u Transfer From Other Jurisdiction
AMOUNT IN CONTROVERSY COURTPROGRAMS | b
E . ! X1 Arbitration D Mass Tort ﬂ_ Commerce O Setttement
$50,000.00 or les O sury [ savings Action [ Minor Court Appeal O r
D More than $50, O Non-Jury (. || Statutory Appeals O wiD/Survival
D Other:

CASE TYPE AND CODE

10 - CONTRACTS OTHER

STATUTORY BASIS FOR CAUSE OF ACTION

RELATED PENDING CASES (LIST BY CASE CAPTION AND DOCKET NUMBER) IS CASE SUBJECT 10

“—ﬂlmu COORDINATION ORDER®
PRO PROTHY onomne
NOV 08 2011
S. GARRETT

TO THE PROTHONOTARY:

Kindly enter my appearance on behalf of Plaintiff/Petitioner/ Appel

nt; RACHEL TABAS , NADINE S T

Papers may be served at the address set forth below.

NAME OF PLAINTIFF'S/PETITIONER'S/APPELLANT'S ATTORNEY ADDRESS

ROBERT 2. RAPKIN 30 EAST BUTLER PIKE

AMBLER P& 19002

PHONE NUMBER FAX NUMBER

(215)540-8888 (215)540-8817
SUPREME COURT IDENTIFIGATION NO | EMALL ADDRESS

61628 rarphillyefile@lemonlaw.com
SIGNATURE OF FILING ATTORNEY OR PARTY DATE SUBMITTED

ROBERT RAFETN Tuesday, November 08, 2011, 04:

FINAL COPY (Approved by the Prathonatary Clerk)
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USTED ESTA ORDENADO COMPARECER EN Arbitration Hearing 1880 JFK Blvd. 5th fl. at 11:00 AM - 07/13/2012

Yol must siill camply with the notice below. USTED TODAVIA DEBE CUJPLIR CON EL AVISO PARA DEFENDERSE.

This matterRdldre AeRsphyng Bapivof Arbitrators at the time, date and place speATTEDRNENOFOR PAGTENEIFES is not present

at the hearirigetitéfimaitar N6 b&2Beard at the same time and date before a judge of the court without the absent party or parties.

There is no KijWINIEA, téa HeNWSMMA Bppedl from a decision entered by a Judge.
30 East Butler Pike

1L

ATIOTET, TIRTYo0T TSR T »
(215) 540-8888 MATTER. ASSESSMINE OFtid by
DAMAGES HE SRS 0" =
REQUESTED. TXURe LS gE 1€ P
Q 5 Ry &

o T
tv
0

COURT OF COMMON —urpmw#um
PHILADELPHIA COUNTY

Ambler, PA]

| CIVIL ACTION

FORD MOTOR COMPANY
CT Corporation System

116 Pine Street

Suite 320

Harrisburg, PA 17101

NOTICE TO DEFEND

You have been sued in court. If you wish to defend against the claims set forth in the following puges. you must
take action within twenty (20) days after this complaint and notice are served, by entering a writl pearance
personally or by attorney and filing in writing with the court your defenses or objections to the cluims set forth
against you. You are warned that if you fail to do so the case may proceed without you and a judgment may be
entered against you by the court without further notice for any money claimed in the complaint or for any other
claim or relief requested by the plaintiff. You may lose money or property or other rights important te you

YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE, IF YOU DO NOT HAVE A
LAWYER OR CANNOT AFFORD ONE, GO TO OR TELEPHONE THE OFFICE SET FORTH BELOW
TO FIND OUT WHERE YOU CAN GET LEGAL HELP,

PHILADELPHIA BAR ASSOCIATION
LAWYLER REFERRAL & INFORMATION SERVICE
ONE READING CENTER
PHILADELPHIA, PA 19107
TELEPHONE: 215-238-1701

AVISO

Le han demandado a usted en la corte. Si usted quicre defenderse de estas de estas demundas expuestas un las
paginas signientes, usted tiene veinte (20) dias de plazo al partir de ia fecha de la demanda y ia notificacion, Hace
[alta asentar una comparencia escrita o en persona o con un abogado y entregar a la corte en formy escrita sus
delensas o sus vbjeciones a las demandas en contra de su persona, Sea avisado que si usted no se detiende, le corte
tomara medidas y puede continuar la demanda en contra suya sin previo aviso o notificacion. Ademus, lu corte
puede decidir a favor del demandante y requiere que usted cumpla con todas las provisiones de esta demanda. Usted
puede perder dinero o sus propiedades u ostros dereclios importantes para usted.

LLEVE ESTA DEMANDA A UN ABOGADO INMEDIATAMENTE, SI NO TIENE ABOGADO O SI NO
TIENE EL DINERO SUFICIENTE DE PAGAR TAL SERVICIO. VAYA EN PERSONA O LLAME POR
TELEFONO A LA OFICINA CUYA DIRECCION SE ENCUENTRA ESCRITA ABAJO PARA
AVERIGUAR DONDE SE PUEDE CONSEGUIR ASISTENCIA LEGAL,

SERVICIO DE REFERENCIA LEGAL
ONE READING CENTER
FILADELFIA, PA 19107
TELEFONO: 215-238-1701

Case [D
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Robert A. Rapkin, Esquire ATTORNEY FOR PLAINTIFES

Identification No. 61628

KIMMEL & SILVERMAN, P.C.

30 East Butler Pike

Ambler, PA 19002 THIS IS AN ARBITRA'I

(215) 540-8888 MATTER, ASSESSMENT OF
DAMAGES HEARING 1S
REQUESTED.

COURT OF COMMON PLEAS
PHILADELPHIA COUNTY

Ambler, PA
V. CIVIL ACTION

FORD MOTOR COMPANY
CT Corporation System

116 Pine Street

Suite 320

Harrisburg, PA 17101

COMPLAINT
CODE: 1900

14 EE.:E,W.| are adult individual citizens wnd legal
residents of the Commonwealth of wE:.EEE:.E.‘I Ambler, v>I

2. Defendant, Ford Motor Company, is a corporation qualified to do and regularly conduet
business in the Commonwealth of Pennsylvania, with its address and principal place of business

located at Consumer Affairs, 16800 Executive Plaza Drive, 3 NE-B, Dearborn, Micl 148126~

4207, and can be served at CT Corporation System, 116 Pine Street, Suite 320, Harr

17101.

BACKGROUND

3. On or about December 20, 2008, Plaintiffs purchased a new 2009 Ford Esecape,
manufactured and warranted by Defendant, bearing the Vehicle Identification Number
1 _qgﬁ_‘__‘.EOmEI.

4. The vehicle was purchased in the Commonwealth of Pennsylvania and is registered in the

Commonwealth of Pennsylvania.

DP12-006 001801LC



5. The contract price of the vehicle, including registration charges, document fees, sales tax,
finance and bank charges, but excluding other collateral charges not specified, yet defined by the
Lemon Law, totaled approximately $25,000.00,

6. In consideration for the purchase of said vehicle, Defendant issued to Plaintills several
warranlies, guarantees, affirmations or undertakings with respect to the material or workmanship
of the vehicle and/or remedial action in the event the vehicle fails to meet the promised
specifications,

7. The above-referenced warranties, guarantees, affirmations or undertakings are/were part
of the basis of the bargain between Defendant and Plaintiffs,

8. The parties' bargain includes an express 3-year / 36,000 mile warranty, as well as other
guaraniees, affirmations and undertakings as stated in Defendant's warranty materials and
owner's manual.

9. However, as a result of the ineffective repair attempts made by Defendant through its
authorized dealer(s), the vehicle is rendered substantially impaired, unable to be utilized for its
intended purposes, and is worthless to PlaintifTs,

10, The first documented warranty repair attempt is believed to have occurred on or belore
May 18, 2011, when the vehicle odometer showed 24,997 miles. On that date, repair attempts
were mude 1o the abnormal check engine light on and throttle control light on. A true and correct
copy of the repair invoice is attached hereto, made a part hereof and marked Exhibit "A",

11, The second documented warranty repair attempt is believed to have oceurred on or before
June 14, 2011, when the vehicle odometer showed 25,143 miles. On that date, repair attempts
were made to the abnormal check engine light on. A true and correct copy of the repuir invoice
is attached hereto, made a part hercof and marked Exhibit "B",

12, The third documented warranty repair attempt is believed to have occurred on or before

June 29, 2011, when the vehicle odometer showed 25,200 miles. On that date, repair attempts

Case D
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were made to the abnormal check engine light on. A true and correct copy of the repair invoice
is attached hereto, made a part hercof and marked Exhibit "C",

13. The vehicle continues to exhibit defects and nonconformities which substantially impair
its use, value and/or safety as provided in 73 P.S. §1951 et seq. True and correct copics of the

additional warranty invoices are attached hereto, made a part hercof and marked Exhibit "D".

COUNT 1L
PENNSYLVANIA AUTOMOBILE LEMON LAW

14, Plaintiffs hereby incorporate all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.

15, Plaintiffs are "Purchasers” as defined by 73 P.S. §1952.

16. Defendant is a "Manufacturer" as defined by 73 P.S. §1952.

17. Bergeys Ford Forl Washington is and/or was at the time of sale a Motor Vehicle Dealer
in the business of buying, selling, and/or exchanging vehicles as defined by 73 P.S. §1952.

18. On or about December 20, 2008, Plaintiffs took possession of the above mentioned
vehicle and experienced nonconformities as defined by 73 P.S §1951 et seq., which substantially
impair the use, value and/or safety of the vehicle,

16, The nonconformities described violate the express written warranties issued to Plaintiffs
by Defendant.

20. Section 1955 of the Pennsylvania Automobile Lemon Law provides:

If a manufacturer fails to repair or correct a nonconformity after a reasonable number of attenmpts, the
manufacturer shall, at the option of the purchaser, replace the motor vehicle... or aceept return o
vehicle from the purchaser, and refund to the purchaser the full purchase price, including all cc
charges, less a reasonable allowance for the purchasers use of the vehicle, not exceeding $.10 pe
driven or 10% of the purchase price of the vehicle, whichever is less.

21. Section 1956 of the Pennsylvania Automobile Lemon Law provides a presumption of a
reasonable number of repair attempts if:

() The same nonconformity has been subject 1o repair three times by the manuafacturer, its ugents or
authorized dealers and the nonconformity still exists; or

Case [D]
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(2) The vehicle is out-of-service by reason of any nonconformity for a cumulative total of thirty or
more calendar days.

22. Plaintiffs have satisfied the above definition as the vehicle has been subject to repair
more than three (3) times for the same nonconformity, and the nonconformity remained
uncorrected.

23 In addition, the above vehicle has or will be out-of-service by reason of the
nonconformities complained of for a cumulative total of thirty (30) or more calendar days.

24, Plaintiffs have delivered the nonconforming vehicle to an authorized service and repair
facility of the Defendant on numerous occasions as outlined below.

25 After a reasonable number of attempts, Defendant was unable to repair the
nonconformities.

26. Plaintiffs aver the vehicle has been subject to additional repair attempts for delects and
conditions for which Defendant's warranty dealer did not provide or maintain itemized
statements as required by 73 P.S. § 1957.

27. Plaintiffs aver that such itemized statements, which were not provided as required by 73
P.S. § 1957 also include technicians' notes of diagnostic procedures and repairs, and Defendant's
I'echnical Service Bulletins relating to this vehicle.

28. Plaintiffs aver the vehicle has been subject to additional repair attempts for defcets and
conditions for which Defendant's warranty dealer did not provide the notification required by 73
P.S. § 1957.

29. Plaintiffs have and will continue to suffer damages due to Defendant's failure 1o comply
with the provisions of 73 P.S. §§ 1954 (repair obligations), 1955 (manufacturer's duty for refund
or replacement), and 1957 (itemized statements required),

30, Pursuant to 73 P.S. § 1958, Plaintiffs seek relief for losses due to the vehicle's

nonconformities, including the award of reasonable attorneys' fees and all court costs.

Case [D:
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WHEREFORE, Plaintiffs respectfully demand judgment against Defendant in an amount
equal to the price of the subject vehicle, plus all collateral charges, attorneys' fees, and court

costs.

COUNT II
MAGNUSON-MOSS (FTC) WARRANTY IMPROVEMENT ACT

31 Plaintiffs hereby incorporate all tacts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.

32. Plaintiffs have or may have resorted to Defendant's informal dispute settlement
procedure, to the extent said procedure complies with 16 CFR 703.

33. Plaintiffs aver that the Federal Trade Commission (FTC) has determined that no
automobile manufacturer complies with 16 CFR 703. See, Fed. Reg. 15636, Vol. 62, No. 63
(Apr. 2, 1997).

34, Plaintiffs are "Consumers" as defined by 15 U.S.C. §2301(3).

35. Defendant is a "supplier”, "warrantor”, and a "service contractor” as defined by 15 U.S8.C.
§ 2301 (4),(5) and (8).

36. The subject vehicle is a "consumer product” as defined by 15 U.S.C. § 2301(1).

37. By the terms of its written warranties, affirmations, promises, or service contracts,
Defendant agreed to perform effective repairs at no charge for parts and/or labor.

38. The Magnuson-Moss Warranty Improvement Act requires Defendant to be bound by all
warranties implied by state law. Said warranties are imposed on all transactions in the state in
which the vehicle was delivered.

39. Defendant has made attempts on several occasions to comply with the terms of its
express warranties; however, such repair attempts have been ineffective,

40. I'he Magnuson-Moss Warranty Improvement Act, 15 U.S.C. §2310(d)(2) provides:

If a consumer finally prevails on an action brought under paragraph (1) of this subsection, he may be
allowed by the court to recover as part of the judgment a sum equal to the amount of aggregate amount ofj

Case 1D:
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costs and expenses (including attorney fees based upon actual time expended), determined by the court to
have been reasonably incurred by the Plaintiff for, or in connection with the commencement and
prosecution of such action, unless the court, in its discretion shall determine that such an award of
attorney's fees would be inappropriate.

41, Plaintiffs have afforded Defendant a reasonable number of opportunities (o conform the
vehicle to the aforementioned express warranties, implied warranties and contracts.

42, As a direct and proximate result of Defendant’s failure to comply with the express written
warranties, Plaintiffs have suffered damages and, in accordance with 15 U.S.C. §2310(d)(1),
Plaintiffs are entitled to bring suit for such damages and other legal and equitable relief

43, Defendant's failure is a breach of Defendant's contractual and statutory obligations
constituting a violation of the Magnuson-Moss Warranty Improvement Act, including but not
limited to: breach of express warranties; breach of implied warranty of merchantabilily; breach
ol implied warranty of fitness for a particular purpose; breach of contract; and constitutes an
Unfair Trade Practice.

44, Plaintif(s aver that Defendant’s warranty was not provided to Plaintifl until afier the
vehicle was delivered, making any and all limitations, disclaimers and/or alternative dispute
provisions imeffective for a failure of consideration.

45. Plaintiffs aver Defendant’s Dispute Resolution Program was not in compliance with 16

CFR 703 for the model year of the subject vehicle.

46. Plaintiffs aver that Defendant’s warranty did not require Plaintiffs to first resort to a
Dispute Resolution Program before [iling suit.

47. Plaintiffs aver that upon successfully prevailing upon the Magnuson-Moss claim herein,
all attorney fees are recoverable and are demanded against Defendant.

WHEREFORE, Plaintiffs respectfully demand judgment against Defendant in an amount

equal to the price of the subject vehicle, plus all collateral charges, incidental and consequential

damages, reasonable attorneys' fees, and all court costs.
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COUNT 11
PENNSYLVANIA UNFAIR TRADE PRACTICES AND
CONSUMER PROTECTION LAW

48. Plaintiffs hereby incorporate all facts and allegations set [orth in this Complaint by
reference as if fully set forth at length herein.

49, Plaintiffs are "Persons" as defined by 73 P.S. §201-2(2).

50. Defendant is a "Person" as defined by 73 P.S. §201-2(2).

51. Section 201-9.2(a) of the Act authorizes a private cause of action for any person "who
purchases or leases goods or services primarily for personal, family or household purposes.”

52. Section 1961 of the Pennsylvania Automobile Lemon Law, provides that a violation of its
provisions shall automatically constitute a violation of the Pennsylvania Unfair Trade Practices
and Consumer Protection Act, 73 P.S, 201-1 et seq.

1 Aet, 73

53, In addition, the Pennsylvania Unflair Trade Practices and Consumer Protec
P.8. §201-2(4), defines "unfair or deceptive acts or practices” to include the following conduct:

(vii). Representing that goods or services are of a particular standard, quality or grade, or that goods
are of a particular style or model, if they are of another;

(xiv). Failing to comply with the terms of any written guarantee or warranty given to the buyer at,
prior to, or after a contract for the purchase of goods or services is made;

(xv). Knowingly misrepresenting that services, replacements or repairs are needed if they are not
needed;

(xvi). Making repairs, improvements or replacements on tangible, real or personal properiy of a
nature or quality inferior to or below the standard of that agreed to in writing;

(»vii). Engaging in any other fraudulent or deceptive conduct which creates a likelihood of confusion
or of misunderstanding,

54. Plaintiffs aver Defendant has violated these, as well as other provisions, of 73 P.5. §201-
2etseq

55. Bection 201-3.1 of the Act provides that the Automotive Industry Trade Practice rules
and regulations adopted by the Attorney General for the enforcement of this Act shall constitute

additional violations of the Act.

Case 1D
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56. Defendant's conduct surrounding the sale and servicing of the subject vehicle [alls within
the aforementioned definitions of "unfair or deceptive acts or practices.”

57. The Act also authorizes the Court, in its discretion, to award up to three () times the
aclual damages sustained for violations,

WHEREFORE, Plaintiffs respectfully demand judgment against Defendant in an armount not

in excess of Fifty Thousand Dollars ($50,000.00), together with all collateral charges, sitorneys'

fees, all court costs and treble damages.

KIMMEL & SILVERMAN, P.C.

Attorney for Plaitifts

30 East Butler Pike

Ambler, Penpsylvania 19002
(215) 540-8888

Case 1D:
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VERIFITCATION

Robert A. Rapkin, states that they are the attorney for the Plaintiffs herein; that they are
acquainted with the facts set forth in the foregoing Complaint; that same are true and correct to

the best of his knowledge, information and belief; and that this statement is made subject 1o the

Penalties of 18 Pa. C.8.A. §4904, relating to unsworn falsifications to authorities,

, ESQUARE

Attorney for _,_mm:::.m\\.
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Bergey s QuantyLare

FORD SERVICE: 215-793-3740
JALES « SERVICE = PARTS 700 NORTH BETHLEHEM PIKE SALES: 215-793-3700
www.bergeys.com AMBLER, PA 18002 TOLL FREE: 1-800-734-2100

.,.hir\,nﬂﬂ!., . S 4 AB¥RIGENRT"
om\pw\NOPWﬁ RD106882C
. VEHCLESERIALWUNEES: —

| CELL PHONEND. WENRENONE N

ESCAPE FHK2906

pel. date: 12/20/2008

*** Repair order date: 04/27/2011
............................ o e e

Concern: CUSTOMER REQUEST; CHECK ENGINE LIGHT IS ON
Cause: 6M280----E29----42
Correction: VERIFIED CHECK ENGINE LIGHT. CONNECTED IDS FOUND
CODES P0022 AND P0341. CHECKED FOR TECHNICAL
SERVICE BULLITENS AND FOUND #10-19-1---REPLACE VCT
SOLENOIDS. REMGVED AND REPLACED SOLENOIDS.
CLEARED CODES--L:0ADTESTED---0K

TSB 10-19-1 3.0L ENGINE MIL ON N/C
PARTS:Qty Part number Description List price Net
1 FOSLBZ6584A GASKET - VALV N/C
1 FOS9LBZE584B GASKET - VALV N/C
2 FOSLBZ6M280B SOLENOID - EN 2\,0
1 FOTA29 SEALANT - SIL N/C
Total for Job# 1 0.00
............................. I R T R P A e e e e e e g S R e

LABOR:
Concern. CUSTOMER REQUEST; THROTTLE CONTROL WRENCH LIGHT
WAS ON. OFF NOW
Correction: CONCERN IS RELATED TO LINE 1

FOTALS : Please stop in at Bergeys again.

" Customer Signature

¥kk4* YOU MAY RECEIVE A SURVEY FROM FORD. IF FOR ANY #%*8W
REASON YOU CANNOT RATE OQUR SERVICE
COMPLETELY SATISFIED, CONTACT US, A RATING OF
COMPLETELY SATISFIED DOESN'T MEAN WE ARE
PERFECT, BUT WE DID OUR JOB WELL. THANK YOU.
BERGEY'S FORD SERVICE TEAM.
he faclory warranty constitutes all of the warranties wilh respect to the sale of this itermvitems. The seller hereb:

icluding any implied warranty or merchantability or fitness for a particular purpose, and the seller neither assu
onnection with the sale of Ihis item/items MAIL PAYMENT TO: Ber|

”__:ﬁ express or implied,
on to assume far it any llability ir
Pike » Souderton, PA 189(

PLAINTIFF'S

mxum_._.

ATYAMARMTIT OADY

ALL-STATE LEGAL®'

DP12-006 001810LC



DErgey s Quality Care

- FORD SERVICE:  215-793-3740
SALES « SERVICE * PARTS 700 NORTH BETHLEHEM PIKE SALES 215-793-3700
www.bergeys.com AMBLER, PA 18002 TOLL FREE: 1-800-734-2100

R T

ESCAPE FHK2906

94015 - CASH Del. date: 12/20/2008
25,143

I . MILEAGE OU FARKING SPOTOUT |~
wezz, o [ 25,158 06/14/11

*** Repair order date: 06/07/2011
|||||||||||||||||||||||||||||| ] = R e
LABOR :
Concern: CUSTOMER REQUEST; CHECK ENGINE LIGHT ON, P2135
Cause: 9E926----BE29----42
Correction: VERIFIED CHECK ENGINE LIGHT IS ON. RETREIVED CODE
P2135. PERFORMED PINPOINT TEST DV1-DV12
RESISTANCE OUT OF SPEC. CONTACTED HOTLINE DUE TO
PREVIOUS ISSUES. LOAD TESTED CIRCUITS AS PER
HOTLINE---OK. REMOVED AND REPLACED THROTTLE BODY
ALSO REPLACED CONNECTOR AT ELECTRONIC THROTTLE
BODY. CLEARED CODES-PERFORMED 15 MILE ROAD
TEST-MONITORED PIDS-OK-RECHECKED FOR CODES-OK

REMOVE AND REPLACE THROTTLE BODY A/I N/C
EEC QUICK TEST N/C
PIN POINT TEST N/c
NGS-WDS DCL DISPL MONITOR PIDS N/C
PARTS:Qty Part number Desgcription List price Net
1 FOSLBZI9EIZ6A THROTTLE BODY N/C
1 FOSLBZYEI36A GASKET N/C
1 FOAU2Z14S411MA WIRE ASY N/C
6 083U2Z14A08BAB TERMINAL REPA N/C
Total for Job# 1 0.00
.............................. DR B CsEasses b S pnaRsE s S s nie S L S a e S e
LABOR ; CHANGED OIL AND FILTER CHECKED ALL BELTS AND HOSES
TOPPED OFF FLUID LEVELS SET TIRE PSI
CUSTOMER STATES PERFORM LUBE AND OIL FILTER CHANGE 12.95
PARTS:Qty Part number Description List price Net
1 FOFL820S FILTER ASY - 9.61 5.25 5.25
6 0OS5W-20U 5W-20 SEMI-SY 2.25 1.95 11.70
3 OSWW3 WASHER FLUID, 0.60 0.60 1.80
Total Parts 18,75
Total for Job# 2 31,70

he factory warranty conslitutes all of the warranties with respect to the sale of this item/items. The seller hereby exp % PLAINTIFF'S
wluding any implied warranty or merchantability or fitness for a particular purpose. and the seller neither assumes noll & EXHIBIT
onnecticn with the sale of this item/items. MAIL PAYMENT TO: Bergey's m

ay
e CTISTOAMRR CODV m
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DEryey s Quaiyue

FORD SERVICE 215-793-3740
+ SERVICE ¢ PARTS 700 NORTH BETHLEHEM PIKE SALES: 215-793-3700
AWw.bergeys.com AMBLER, PA 19002 TOLL FREE. 1-800-734-2100
= PHONE NO. CELL PHONE NO. WORK FHONENO, PORCHABE ORGERNO. ™

- ”" “I om\w»\moﬁ wbpc,..mumn

MODEL | BICENSE NO. - STATE | COLOR VEMICLE SERIAL NUMBER

ko o s )

MILEAGEIN | SERVLADMISOR' | VEHICLENO, =

25,143 1940 A216

FEMILEAGE QUT - | FABKING SFOTOUT |

‘.__ AKE

94015 - CASH Del. date: 12/20/2008

avsrer, =2 R 06/14/11
TOTALS D AS0E & B b Total LABOR 12.95
............ Total PARTS 18.75
- s Rt Sales Tax 1.49
Total invoice: 33.19
Customer Signature
2|2 |GREASE/LUBE, OIL CHANGE -2.26
2 |GREASE/LUBE, OIL CHANGE -2.28
m.m_ﬂwmbmm\bdmm. OIL CHANGE ~2.26
Please pay this amount: 26.38

**%%¥% YOU MAY RECEIVE A SURVEY FROM FORD. IF FOR ANY #*#w%##
REASON YOU CANNOT RATE OUR SERVICE
COMPLETELY SATISFIED, CONTACT US. A RATING OF
COMPLETELY SATISFIED DOESN'T MEAN WE ARE
PERFECT, BUT WE DID OUR JOB WELL. THANK YOU.
BERGEY'S FORD SERVICE TEAM.

ne qm.nsq _zw:mas. constitutes all of the warranties with respect to Ihe sale of this item/items. The seller hereby expressly disclaims all warranties, either express or implied,
cluding any implied warranty or merchantability or fitness for a particular purpose, and fhe seller neither assumes nor authorizes any other person to assume for It any liability in

nnection with the sale of this item/tems, MAIL PAYMENT TO: Bergey's Inc. » 462 Harleysville Pike * wo:I
Case 1D;
(P) CUSTOMER COPY Page 2 or?
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DErgey s Quality(are

FORD SERVICE:  215-793-3740
SALES = SERVICE » PARTS 700 NORTH BETHLEHEM PIKE SALES: 215-793-3700
www.bergeys.com AMBLER, PA 19002 TOLL FREE: 1-800-734-2100

HOME PHONE NO.

CELL PHONENO.

I

FHK2906

94015 - CASH Del. date: 12/20/2008
A216

WLEAGEDIT | MFKINGEPOTONT] DAEDATE

***% Repair order date: 06/17/2011
|||||||||||||||||||||||||||||| Jobift 1 sssermsssmrmndsmrrmmmt e s e s e S S e S
LABOR :
Concern: CUSTOMER REQUEST; CHECK ENGINE LIGHT ON, P2135
Correction: VERIFIED CONCERN, CONTACT FORD HOTLINE AND WAS
ADVISED TO REPLACED ACCELRATOR PEDAL ASSEMBLY.
REPLACED PEDAL ASSEMBLY AND ROAD TESTED

EXTRA TIME NEEDED TO REPAIR VEHICLE N/C
PARTS:Qty Part number Description List price Net
1 FOSLBZO9F836A PEDAL N/C
TOTALS : Please stop in at Bergeys again.

Customer Signature

*%k%k%* YOU MAY RECEIVE A SURVEY FROM FORD. IF FOR ANY #*w%%&2%
REASON YOU CANNOT RATE OUR SERVICE
COMPLETELY SATISFIED, CONTACT US. A RATING OF
COMPLETELY SATISFIED DOESN'T MEAN WE ARE
PERFECT, BUT WE DID OUR JOB WELL. THANK YOU.
BERGEY'S FORD SERVICE TEAM.

‘he laclory warranly constitules all of the warranties with respect to the sale of this ilem/items. The seller hen
'cluding any implied warranly or merchantability or filness for a particular purpose, and the seller neither asg
onnection with the sale of thig item/items. MAIL PAYMENT TO:; B

5. sllhver express or implied,

D) CTIISTOMER COPY

DP12-006 001813LC



DETgeY's Quality are

FORD SERVICE 215-793-3740
SALES « SERVICE « PARTS 700 NORTH BETHLEHEM PIKE SALES: 215-793-3700
www.bergeys.com AMBLER, PA 19002 TOLL FREE: 1-800-734-2100

TP SE.. i~ GELUTHGH

08/04/2010/ RD100414C

AN e . ¥ &) |

2009 | FORD ESCAPE FHK2906 REDFIRE Hﬁznﬂmpmmm-

94015 - C el. date: 12/20/2008
21,480 1827 A216
AMBLER, .EyI 21,483 08/04/10

**%* Repalr order date: 07/29/2010

.............................. JEbi 1 esmsscasass Mt e oy o s m B A S AR S TS e

LABOR:

Concern: CUSTOMER REQUEST; CHECK WRENCH LIGHT 1S ON.
Correction: VERIFIED CONCERN, PERFORMED ENGINE DIAGNOSIS.

P2135. TSS 09-23-05 DOES NOT APPLY. PERFORMED
PINPOINT TEST. DV DV1 DV12. CHECK OHMS PINS 3-5
AND 6-4 SHJOWED OPEN. PER PCED. REMOVE AND
REPLACED ETB, CLEAER CODES AND RECHECKED OPERATION
NOT VERIFIED.

EEC QUICK TEST N/C
PIN POINT TEST N/C
FINAL ROAD TEST N/C
REMOVE AND REPLACE THROTTLE BODY A/I N/C
PARTS:Qty Part number Description List price Net
1 FOSLBZYSES26A THROTTLE BODY N/C
1 FOSLBZIEI36A GASKET N/C
TOTALS : Please stop in at Bergeys again

Customer Signature

¥&w%x* YOU MAY RECEIVE A SURVEY FROM FORD. IF FOR ANY **#*#
REASON YOU CANNOT RATE OUR SERVICE
COMPLETELY SATISFIED, CONTACT US. A RATING OF
COMPLETELY SATISFIED DOESN'T MEAN WE ARE
PERFECT, BUT WE DID OUR JOBE WELL. THANK YOU.
BERGEY'S FORD SERVICE TEAM.

®
The lactory warranty constitules all of the warranties with respect to the sale of this itemfilems. The seller hereoy expressiyll 3 PLAINTIFF'S vpress ar implied,
including any implied warranty or merchantability or fitness for a particular purpose, and the seller neither assumes nor aul 4 IT ime for it any liability in
connection with the sale of this item/items. REMIT PAYMENT TO: Bergey's m
o o Case
LA ATIAMARMTIT AN m_
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TaLeoT AND DuckerUNSUMET A1 FAIR:
ATTORNEYS AT LAW mm.ﬁ__ _Dz
P.O. Box 384
WRIGHT BROS. STATION

ﬂxog)mm_ﬂbrmu.ﬂkm U)*-‘loz. OI_O alqvhom Ho ' _lv\,.nmronub._-_nz
s A ]
HORR T GHCRER (RETIREC) TELEFPHONE 937/224-1006 HAY 26 P2:29 SulTE 836

130 W SECOND ST
FACSIMILE 937/224-1009 DAYTON, OHIO 45402
EMAIL Tialbotjr@aol.com

May 24, 2010

VIA CERTIFIED MAIL
7005 1160 0002 2109 4491

The Ford Motor Company
Customer Relations Center
P. 0. Box 6248

Dearbom, Michigan 48126

In re: 2010 Ford Escape

Vin: Ezncacnatﬂl

Ladies and Gentlemen:

Late last fall, we bought the captioned vehicle at Planet Ford which is now out of’
business. At the same time. we bought a Ford Focus at the same dealership. This letter,
however, refers to the Ford Escape.

Although we are pleased with the car generally, there have been five (3) separate
incidents which we believe point to a potentially dangerous situation. On three separate
occasions (last night most recently), as we have started the car while in Park, the car has
immediately revved higher than at the normal idle speed, and very roughly with a loud
chugging noise. At the same time, on each occasion, the “wrench” light came on. After we
turned the ignition off, on each occasion, it was more difficult to start, but ultimately started
normally,

On two separate occasions, while driving on the Interstate in Drive, the car has
suddenly lost power completely. The engine did not quit, but the accelerator had no effect.
On both occasions, the “wrench™ light came on. On both occasions we were able (o steer the
car 1o the shoulder and turn off the ignition. The car then re-started normally.

DP12-006 001816LC



I'he Ford Motor Company
Customer Relations Center
May 24, 2010

We of course do not know if these problems are related, but we know they must be
addressed. They are clear signs that there is something wrong with the car, and it is
potentially dangerous. We have taken the car to Beau Townsend Ford, a loca ilership
hich we believe has a good reputation,

Wit

I write this letter at this time in light of the Toyota misfortunes. I want it on record
that we are having difficulty with this automobile. We do not feel that we can Lake it out on
the road without some significant risk.

Very truly yours,

TBT.IR:gf
ce United States Department of Transportation

DP12-006 001817LC
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Page | of 3

***Note to Dealer***

***DO NOT PUT THE VEHICLE IN STORAGE OR PROVIDE LOANERS WITHOUT THE APPROVAL
OF THE OFFICE OF THE GENERAL COUNSEL***

“"*NOTE: SEND AUTHORIZATION REQUEST TO FORDCALP@FORD.COM***

**"ONCE WE ARE IN RECEIPT OF ALL THE REQUESTED INFORMATION, IT WILL BE
THOROUGHLY REVIEWED AND THE CUSTOMER WILL BE NOTIFIED OF OUR DECISION""*

From: dcpform@ford.com [mailto:dcpform@ford.com]
Sent: Monday, May 14, 2012 10:14 AM

To: Ordcalp, F (F.); Taylor, Alma (A.)

Cc: chris@tcford.com

Subject: Dealer/Fleet Request for OGC Review

Dealer/Fleet Request for OGC Review

Email Subject: Dealer/Fleet Request for OGC Review
DEALER INFORMATION:

Dealership Fleet Name: Tri-County Ford

Requesting Dealer Fleet: TRI COUNTY FORD

5/15/2012

DP12-006 001819LC



Page 2 of 3

PA Code: 02533

Contact Person: CIRIS PICKENS
Title: PARTS & SERVICE DIRECTOR
Phone Number: 903-887-2121

Fax Number: 903-887-2920

Email: chris@icford.com

Region: SELECT

Address: 108 W MASON

City: MABANK

State: Texas

Zip Code: 75147

CUSTOMER VEHICLE INFORMATION:
WSD: 07/23/2009

Vehicle Year: uo_o

Vehicle VIN: A.T>:wo.ag>
Mileage: 69324
customer Fleet Name:

Street Address:

City : MABANK
State : Te / s
Zip ﬁcam
Home EE:?I

Work Phone:

Customer Region: SELECT

DETAILS OF INCIDENT:

Accident

Date of Incident: 2012-05-12

County incident occurred: VAN ZANDT

Is customer alleging a component defect CAUSED the incident? YES

Details: CUSTOMER SAYS VEHICLE SURGED FULL THROTTLE AND RAN THROUGH
GARAGE WALL

Was a police report filed? NO

Details :

Has the insurance company been contacted? YES

Insurance company advised: HAVE NOT CONTACTED CUSTOMER BACK

Insurance company contact information: FARM BUREAU, 903-887-1795

Coach builder: NO

City :

State :

Zip Code :

Vehicle Location: CURRENTLY AT DEALERSHIP

Attorney information:

CVO Contact:

Resolution Customer is seeking: CUSTOMER FEELS CAR IS DANGEROUS AND WANT CAR
REPAIRED

Comments: WE INSTALLED NEW EVAPORITIVE CANISTER AND PURGE VALVE ON 5/7/12
AT 68,475 MILES FOR CIHECK ENGINE LIGHT ON AND ENGINE DIEING WHILE DRIVING AS
PER TSB 11-11-28.

5/15/2012

DP12-006 001820LC



Page 3 of 3

Copyright 2012 Ford Motor Company

5/15/2012
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CTiE C_,beﬂmicz Service of Process
Transmittal

7

TO: Chns Dzbanski
Ford Motor Company
WHQ 433-E3, One American Road
Dearborn, ml 48126

RE: Process Served in California

FOR: Ford Motor Company (Domestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS:

TITLE OF ACTION:

OOGUMENT(S) SERVED:

COURT/AGENCY;

MATURE OF ACTION:

O WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:

AFPEARANCE OR ANSWER DUE:

ATTORNEY(S) /| SENDER(S):

REMARKS:

ACTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHONE:

I F\tf. vs. Ford Motor Company, et al., Dfts.

Summans, Camplaint, Cover Sheet, Cover Sheet Addendum and Statement, Notice,
Instructions, Attachment(s)

Los A n uperior Court, CA

Case

Product Liabibity Litigation - Breach of Warranty - Repeated failure of the engine

and Lransmission systems - 2010 Ford Fusion, vehicle identification nu
3FAHPOHA7AR

C T Corporation System, Los Angeles, CA
By Process Server on 11/17/2010 at 14:35
Within 30 days after service

William R. McGee

Law Offices of William R. McGee
16855 W. Bernardo Drive

Suite 380

San Diego, CA 92127
B58-485-9332

Please note that page 2 of the Cover Sheet was not received with docur
time of service.

SOP Papers with Transmittal, via Fed Ex Priority Overnight , 796463611472
Image SOP
Email Notification, Chris Dzbansk) CDZBANSK@FORD,COM

C T Corporation System
Nancy Flores

818 West Seventh Street
Las Angeles, CA 50017
213-337-4615

Pageiof 1/ VI

Information displayed an this transmittal &
recard keeping purposes anly and is provide

recipient

quick reference. This information does nat o Le a legal
apinion as ta the nature of action, the amount af damages, the
answer date, or any (nformation conta! dacuments

themselves, Recipient 15 responsible for
documents and for Laking appropriate action
cert|fted mail receipts confirm receipt af pis
contenlts
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11/14/2010 SON 10:28 FAX 858 485 0182 LAN OFFICES W McGee

SUMMONS SUM-100 . fat

(CITACION JUDICIAL) ] coOPY i
OF ORIGINAL FILED
NOTICE TO DEFENDANT: FORD MOTOR COMPANY and DOES, 1 Los Angeles Superior Cou
(AVISO AL DEMANDADO): through 10, inclusive v
NOV 15 2010
Jehn & Clarke, Bxeontye Officer/Clerk
By Dejuty

YOU ARE BEING SUED BY n;_ﬁ__"_uI

(LO ESTA DEMANDANDC EL DEMANDANTE).

NOTICE] You have besn sued The cowt may decide against you without your baing heard unless you respand within 30 days. Read the information
bolow,

You have 30 CALENDAR DAYS after this summons and isgal papers are sarved on you to file 2 written response at this court and have & copy
served on the painffl, A lettar or phone call will not protact you, Your written response must be in proper iagal form if you wenl the cour 1o hear vour
cage. There may be a court form that you can use for your rarponsa. You can find thase court fofms and more information at the Califonia Couns
Oniine Self-Heip Cantar (www.i .G8,gov/seiMelp), your county |aw [fery, or the courthouss nearest you. If you cannet pay the fling fee, ask
the court clafi for a fes waiver form. If you do not file your response on tims, you may lose the case by cefsult, and your wages, maney, end proparty
may be tahan wihout brther waming from the sourt f I

There am othar legal raquiremants. You may want to c2ll an attomsy right away. If you do not know 2n attomey, you may want to cal an stomey |
refermal service. If you cannot afferd an atterney, you may be eligible for free legal services from a nonprofit legal services program. You can kcsis
these nonprofil groups at the Caiifornia Legal Services Web site (www.iawhelccaliiomia,ong). the Celiformia Counts Oning Salf-rslp Canter
(W infa.ca,govsalihelp), or by ing yaur local zourt or county bar association. NOTE: The court has a statutory lien for walved fess ang
costs on any ssitiement or arbitration-award of $10,000 er more In 3 civll tase The court's lien most be paid before the court will dismiss the case.
FAVISOf Lo han demendeda. SV no rasponds dentro 08.30 dfes, Ja corle puaos decldl én su conlra sin escuchar s versitn. Lea Is Informacion &
continuacion

Tlene 30 DIAS DE CALENDARIQ después de que i» enimsguen esta citacidn y pepeles legeles pera prassntar una respuests por 8soils en agte
costo y hacer que se entrague una copla &/ demandants. Una carta o una lamada teiefonica no o protegen, Su respeasta por escrilo fiene que setar j
en formalo lepe! coreclo &1 desea qus pracasen U caso en /s corfe. ES posible que hays un formulario que usted pueda usar para su reapuests
Puade encantiar estos formulerios de Ia corte y més informacitn en el Cenlro de Ayuda de las Gartes de Califormia fwww.sucorte.ca.gav), onka
biblioteca te Jayos de su condado 0 8n la corta que Je queds més cerca. .Si no pusde pagar fa cuota de lacién, pids al 7o d= la covte
.que lg dé un formulario de axancidn 0@ pago de cuolas. SI a0 prasenta su Resuesta a tiempo, puede perder el caso por incumplimisnlo y ke o e
podrs quitar su suelde, dinero v blenes sln més advertencia ; : ;

Ibyncua isitos legale. dable que lame & un akogads inmediatsmenta. Sino conocs @ un abogado, pusde llamar a un servicic o
ramision & abopedos. Si no pusde pagar s un abogeada, as posible Gue cumpla con Kos requisitos pare oblener serviclos legeles gratulos o un
programe dg sericios legales sin lines de lucro, Puede anconirar eslos grupos sin fines da lucro an ¢! sitio web de Califormis Lega! Services
fwow. lawhelpcafifomieorg). en e/ Centro de Ayuds de las Cortes de California, (www.sucortes.ca.gov) o poniéadose en contaclo con ls corts o o/
colegio do sbogados locales. AVISO: Por lay, I corte liene danacha a reclamar las cuotas y los cosios exantos por imponer un gravamen sobre
cualquier recuperscién da-$70,000 0 més de valor recibida mediants un ecuerdo © une concesiin de arbilraje en un Gaso de derocho shvil. Tiens que .

egar el gravemen ds i corfe anles de que la core pueds desachar 6! caso.
mn Name and adoress oOf 1he Gourt s g CASE Yy |
(E! nombre y tireccion de la core es); (Wemer |
SUPERIOR COURT OF LOS ANGELES COUNTY ,

111 N. HILL STREET
LO5 ANGZLES, ChA 50012

o O
. sl
The name, addrees, and telephons numper of piaintiffs attorney, or plalnthf without an attorney, is: " 7

(El pombre, s direccitin ¥ el nimero de teiéfono del abogado del demandante, o del demandante que no liene abogadoe, 0.
WILLIAM R, MeGEE! $ SBW: 1221353

LAW OFFICES OF WILLIAM R. McGEE

16855 W. BERNARDO DRIVE, STE. 3B0

SAN DIEGO; TN D2127 7 = (BSE) " 4B5=8332 ~—mr o e s oy oo e H»]I-:
DATE: Clark, by ANRER1FLEURCLA  Deputy =)

Fgcha, Facinrne g e meagey© i3 1N [Secratario) (Adiunte) ]

(For proaof of secvice of this summeans, Dsé'Proo of Sepvice.of Summans (form POS-010).)

(Para pruebe os entrel8 & Esla.tislion use el kirmulario Proof of Service of Surmmons, (POS-010)). _
— - NOTICE TO THE PERSON SERVED: You are served :
1SEAL 1. {_] as anindividual defendant. f

2. ] aethe person sued under the fictitious name of (spacify):
BRI | 3. 5<] on behalf of (spacify): FORD MOTOR COMPANY

[ ; !
under: Sl CCP 416.10 (carporalion} CCP-416.80 {minor) =
[ cCP.416.20 (defunct corporation) CCP 416.70 {(consenates)
[_] ©CP 416.40 (assocition or partnersnip) || GCP 446.80 (authorized person)
[ othar (spacity):
4. [ by personal delivery on (dafz): Pagn 1 or1
J nnrgﬂ.ﬂii SUMMONS g 3 Godo of Civil Pracsewes 1) 412 20,405
SUN-I00 w2y, 208 DM%F
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brtmsc SUN 11:28 “FAX 858 485 0182 LAW OFFICES Wil McGee 20u3/012

cM-010

FOR COURT USE ONLY J
CONFORMED COPY
OF ORIGINAL FILED

Los Angeles Superior Coun

SAN DIEGOD,

S——" NOV 15 2010

_ Arroaney 208 mamet  PLATNTIFE
ERIOR CUURT OF GALIFORNIA; COUNTY OF LOS- ANGELES -~ - .

_ A emeThoaces 111 N, HILL STREET A %a oa Offlcer/G
mainG Aocsess: 111 N. HILL STREET y%a , Dep
crvanpzecooe: LOS ANGELES, CA - 20012 v ETaFLEUR-&

srance name: CENTRAL JUDICIAL DISTRICT
casenave [N -C°C MOTOR COMEANY
and DOES., 1| Tnrougp lu, jnocilusiye ]
CIVIL CASE COVER SHEET Complex Case Designation [ case nuwi
"X ) Unlimited [ Limited | counter [_] Joinder
(Amount d M__wﬂwﬂw_m dis Fileg with first appearance by defendan! | wbae:
oetmae §25.000) 625 000 ofless (Cal. Rules of Court, rule 3.402) | oern
liems 1-6 below must be completsd (see Instructions on page 2).

1. Chack one box below for the case type that best describes this case.
Auto Tort Contract Provisionally Complex Civil Litigation
[ auto (22) [X] Breach of contractwarranty (08) (Cal. Rules of Court, rules 3.400-3.463;
[ | Uninsured motorist (46) H Rule 2,740 eollections (09) || Anttrust/Trade regulation (03)
Other PUPDMWD (Personal Injury/Property 7] Other collections (03) u Construction defect (10)
Damage/Wrongful Death) Tort H e e (18) 1 Mass tort (40)
] Astestas (04) [ other contract (37) ] sscurifies litigation (28)
(] Prodiuet lability (24) Real Property ] EnvironmentalToxc tort (30)
[T madizal malpractics (45) 1 Eminent domain/invarse [ Insurance coverage cialms arising from the
[ Other PYPDMWD (23) condemnation (14) above listed provisienally complex case
Non-PUFGIWD (Gther) Tort _M Wrongful eviction (32) types (a1)
[ Business tartuntair business practice (07) | Other real property (26) Enforcement of Judgment
[ civii rights (08) Untawful Detainer ] Enforcement of judgment (20)
] ostamation (13) [ commeraial (3%) ‘Riscellaneous Civil Complaint

| Residential (32) T IRICO 27
[ Drugs (39) | Otner complaint (not spacifies atove) (42)

U Prafassional nagligence (25) Judiclal Review Miscellanaaus Civil Petition
D Othar nen-PIPDWD Lot (35) H_ Asselt forfelture (D5) U Partnership and corporate governancs (21)
Employment ] Petition re; arkitration award (11) [ Otherpatition (not specified sbove) (43)

| ] Wrongful termination (36) T~ | Wil of mandats (02)
U Other employment (15) D Other judiclal review (38)

2, Thiscase [ ]Is [X]isnot complexunderrule 3.400 ofthe California Rules of Court. If the case Is complex, merk the
factors requiring exceptional judicial management:
a. Large number of separately represented parties  d. Large number of witnesses

=
o]

5]

b. [_| Extensive motion practice raising dificut or novel e. ___| Coordinationwith related actions pending inon= of more courts. &5
lasues that will be time-consuming to resolve in other counties, states, or countries, or in a federai court e

c. [ Substantial:amount of documentary evidence f. 1 Substantial postjudgment judicial supervision

3. Remedias sought {check all that apply):-a- % monetary b-—  nonmanetary;-declaratory.or injunctive.reliefc. [ | punitive. WH%*
#

4. Number of causes of action (specify): ONE
5 Thiscese [ 1is [X]isnot aclass acfion sult.

6, Ifthers are any known related cases, fiie and serve a nofice of relate
Dats; NOVEMBER 14, 2010
DFRORAH T. HOROWITZ, S.B.N. 216607
[TYPC OR PRINT NAME) e ___ABIGNATURR OF PARTY DR ATTORNEY FOR PARTT)
NOTICE
«» Plain¥ must file 1his cover sheet witn the first paper filed in the action or proceeding (except small claims cases or cases filed

under the Probate Code, Family Code, or Welfare and Institutions Code). (Cal, Rules of Court, rule 3.220,) Fallure to file may result
in sanctions.

- Flle this cover sheet in addition to any cover.sheet reguired by logal court rule.

« Ifthis c2se is complex under rule 3.400 et seg. of the California Rules of Court, you must serve a copy of this cover sheet on.all
other parties to the action or proceeding

, » Unless this is a colleclions case under rule 3,740 or a complex case, this cover sheet will be used for statistical purposas anly,

may use form Cj

Paga{of2
Form Acopied 'o” MAanoay Lae Ci Z 3
il Gowscd o el CIVIL CASE COVER MImm._..w = o m;-pﬁ_unh__lﬁeﬁuwhu%rmmu; cmmrw,.nam_%w._ﬂ
GMDTQ (R, JUl 1, 26071 @ Plus g

DP12-006 001825LC
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V.
1 through 10, inclusive

SHORT TILE:
and DOES

FORD MOTOR COMPANY

I _
— CASENUMBER =

GIVIL CASE COVER SHEET ADDENDUM AND STATEMENT OF LOCATION _

(CERTIFICATE OF GROUNDS FOR ASSIGNMENT TO COURTHOUSE LOCATION)

This form is required pursuant to LASC Lotal Rule 2.0 in all new civil case filings in the Los Angeles Superior Court. |

JURY THIAL? L | YES CLASS ACTION?

ltem |._Check the types of hearing and fill in the estimated length of hearing expected for this case: Y

YES UMTEDCASE? ] YES TIMEESTIMATED FORTRAL 3=4 nours/ [ 3 | pays

Item |1, Selest the correct district and courthouse Iocation (4 steps — If you checked "Limited Case", skip to Item 1ll, Pg. 4): |
Step 1: After first completing the Civil Case Cover Sheet Form, find the main clvil case cover sheet heading for your case in

the left margin below, and, to the right in Column A, the Civil Cases Cover Sheel case type you selected. |
Step 2: Check one Superior Court type of action in Column'B below which best describes the nature of this case.

Step 3: In Column C, circle the reason for the court location choice that applies to the type of action you have checked.
For any exception to the court location, see Los Angeles Superior Court Local Rule 2.0,

Applicable Reasons for Choosing Courthouse Location (See Column C balow) _

1, Class Actions must be fed in the Counly Counthause, Central District.

2. May be filed in Central (Other county, or no Bodily Injury/Praperty Damags).
3. Logalien whers cause of action ajose.

4. Location where bodily Injury, desth or damage coourred.

5, Location where performance required or defendant resides.

6.
T
a.
8.
10.

Location of propeny or permanently geragad vanicle.
Location where pefitioner resides.

Location whareln defendantrespondent funations wholly.
Locstien where one or more of the parlies reside.
Localion of Labor Commissioner Qffice,

Step 4: Fill in the information requested on page 4 in Item |I}; complete ltem IV. Sign the declaration,

A B c =
Civll Cass Cover Sheet Typa of Action Applicabla Reasons - |
= Catagory No. (Check only one) See Step 1 Above
S
.M Aun (22) A7100 Motor Vehicls - Persenal Injury/Property Damage/\Wronglul Death 1,24, |
M Uninsured Motorist (46) E A7110 Personal Injury/Propenty DamageAVrongful Death — Uninsured Matorist | 1., 2., 4. |
Asbeatos (04) [ AB070 Asbestos Praperty Damage 2, V _
o [ A7221 Asbestos - Personal InjuryMrongful Death 2 w
- O i
w
m..ﬂ.ﬁ Product Liability (24) [ A7250 Product Liability (not asbestos or toxicienvi (&) 1 1,2,3.04, 8 i
=B .
W 8 | yedical Maipractice ] A7210 Medical Malpractice - Physiclans & Surgeons T2,
3 ) [] A7z4D Other Professions) Heslth Care Malpractice . [
= £
&9
g3 - Diher 1 A7250 Premises Liabllity (e.g., slip and fall) 124 wu..m |
- “o
&8 Personal Injury ] A7230 intentional Bodily Injury/Propany DamagaMirengéul Death (.., i
5 m Propeny Damage assault, vandallsm, eic.) 124 4]
= 5 Wrongful Death q
¥ il
oe = [ A72Z70 Intentional Infliction of Ematicns Distress 1,23 >
B D A7220 Other Personal Injury/Property Damage/Wrongful Death 12,4, Ya
S = .
=0 = S
W ” | Business Taort (07) H AB028 Other Gommerd Ton (not fraud 1 of contract) 12,4 X
o=
s — . .
[ m Civil Rights (08) [ AB0O5  Civi Rights/Discrimination 1.2.3
= m Defamation (13) [ AB010 Defamation (slander/ibel) 123 i
CE [
M W Fraud (16) AB013 Fraud (no contracl) 12,3
b
] -
£q .
-]
Z0

LACIV 108 (Rav. 01/07)
LASC Approved 03-04

CIVIL CASE COVER SHEET ADDENDUM
- -AND STATEMENT OF LOCATION s h=ts s L

LASC, rule 2.0
Fage 1 of4
[Ee L
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Non-Persanal Injury/Property Damage/

Wrongfu! Death Terd (Cont’d.)

Real Property Contract Employment

Judicial Reylevr Unlawhil Delainer

W 005/012
v. FORD MOTOR COMPANY CASE NUMBER l_,
and DOES, 1 through 10, inclusive |
A | B _C
Civil Gase Caver Type of Action Applicable Reasons
Shest Category No. | {Check only one) -See Stap 3 Above |
|
ﬂaa"_uauaa_ _ [ 017 Legal Malpractice T2 8,
agligancs = S A L SIDERE =l
(25) [ ABOBO0 Other Professional Malpractice (not medical o (egal) A% A
Othar (35) ABQ25 Other Non-Personal Injury/Property Damage tort 2.3
_”“ 1
W | Terminati 5
forge ,.uﬁ_m_._s g ] ABD37 Wrengful Temmination 2., 3¢
Other Employment D AB024 Qther Employment Complaint Case i 8
(15) ] AB108 Labor Commissioner Appeals 10,
_N\ - — — ————
] ABOD4 Breach of Rental/Lesse Contract (not Uniawful Detainer or wrangful
Braach of Contracl/ eviction) 2.5 :
Warranty ﬂ AB00B  ContractWarranty Breach -Seller Plalnti (no fraud/negligence) 2. 8
(08)
(not insutance) ] A8013  Negligent Breach of G Warmanly (na fraud) 1.2, 5
[X] As028 Other Breach of ContractMWarranty (not fraud or negligenca) i 8
Callestions [ Aeboz Callecticns Case-Saler Prainiff 2.5.6
(og} | Ae0iz  OtherPromissory Nota/Gollections Gase 2.5
| Eus.-:oﬁ._%q..namn [ ABD15 Insurance Ceverage (not complex) 1,2 5,8
Other Contract [ ] As00s Contractuel Fraud - )
&7 | AB021 Tortious Interferance
| AB0Z7 Otner Contraci Dispute(not braach/i liraudinggli

—

Eminent

Petition re Aroitration a:;

Domain/inverse A7300 Eminent Domain/Condemnation Number of parcels Z
Cendemnation (14) |
Eﬁnzm“m_m.vmﬂncon AB023 Wrongful Eviction Case 2.8
Other Real Property || A6018 Mergage Foreclosure 2, 6.
ther rope
[25) AB03Z Quiet Title 2 6
| ABOBD Otner'Real Property (nof eminent demain, landlorditenan, foreclosure) 2., 6.
Unlawiu! Detainer -
Commersei @) | ] 44021 UniewuiCetanerComméccl(oct s ool tier) (2.8 |
Unlawful Detainer - P |
Residental (32) AB0Z0 Unlawiul Detainei-Resi | (not drugs of ful eviction) _ 2.6
Unlawiul Datainer - s
g~ [ Asozz Unlawiut Detainsr-Drugs
§ |
Asset Forfellure (05) | AB108 Asset Forfelturs Case
___1 AB115 Petition to CompalConfirm/Vacate Atbilration 2.5

CIVIL CASE COVER SHEET ADDENDUM
AND STATEMENT OF LOCATION

LACIV 102 (Rev. 01/07)
LASC Approved 03-04

LASC, rule 2.0
Fage 2 of 4
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v. FORD MOTOR ! case nuvser
COMPANY and DQES, 1 through 10, inclusive |
A . B c F
Civil Case Cover Sheet Type of Action Applicable Reasons « | _H
- Category No. (Check oniy ane) , See Stzp 3 Above :
M. AB151 Wit - Administrativa Mandamus 2,8
= writ of Mandate AG152 Wt - Mandamus on Limited Coun Gasa Matier i T P
Wm a2) AB163 Writ - Other Limited Court Casz Raviaw 2z,
=3 ;
] Otner Judiclal Revi 5
3 el i ] Astso OtherWii / sudicial Raview 2,8
=
Antitrust/Trade i i
Regulation (03] [ A8003 AnlittustTrade Reguiation 12, E
Censtruction Defect {10) _ [ Aso07 Construction defect ﬁ 24
x
2 i i | N !
B I ABOCE Claims Involing Mass Tot | .28
5§ -
m. M. Securities Litigation (28) _ AB035 Securities LHigation Case , 1428
= |
a5
o I
3 Tama Tort _ AB036 Toxlc Ter/Environmental 1238
M Environmental (30) H_ e
Insuranza Coverags . .
Clalema ffom Sameies [1 8014 Insurance Coverage/Subrogation (complex Gase only) o R ,
Cass (41)
- | AB141 Sister State Juagment 2.8
m = Enforcemant [ AB160 Abstract of Judgment 2.6
4o of Judgment r : 9
g0 AB107 Confession of Judgment (non-domestic relations) 2,8
k
= H (20} ____ AB14D Administretive Agency Award (not unpaid taxes) 2,8
] 4
| AB114 Petition/Certificate for Entry of Judament on Unpald Tax 2.8
___| As112 Other Enforcement of Judgment Case 2. 8.8,
H —== ——— -
W RICO {2T) .| AB033 Rackateering (RICO) Case 1.2.8 |
2 .m | |
E® T N ___| ABD30 Declaratory Rellef Only 1.2.8 |
= iner Complaint
nlm .m (Not Spesified Abave) | AB040 Injunctive Relief Only (not domestic/narassmant) o | LB
Im AGOTY  Other Commatcial Complaint Gase (non-tort/nan-complex) 2.8
2 #2) | ....|x|l AS000 Other Civil Complalnt (non-tert/non-complex)
| |
— [-Pannership Corporation-|———- ST Panrahis and Cornril Goveranie Cagg —————————|—o— i
2. Govemancs (21) 1" A8113 Pannership and Corporate Govermanca Case 2,5
2
3 1 as121 Civil Harassmant 2,3.8, [
= T71 As123 Workpiaca Harassment 2,8,8. |
] Othy fiti |
- oy Cosfis 1 124 ElderDependent Adul Abuse Case 2,3.8 ,
5 (Not Spacified Above) .
3 , AB130 Election Conest 2
= (43) ;
= L[| A&110 Petifion for Change of Name b P 13
W..cu 1 AB170 Petition for Rallef from Late Clalm Law 2,3.,4, 6
: ] AB100 Other Civil Petition | 2.8 Hfr
LAGIV 109 (Rev. 01/07) CIVIL CASE COVER SHEET-ADDENDUM -ASC, e 2.0
LASC Aporoved 03-04 ‘AND STATEMENT OF LOCATION Fagedof4 . _ -
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m%ﬂ.aﬁ 4.mcmczoeow _nﬁnzs.amx
COMPANY and DOES, 1 through 10, inclusive

itemn 11, Statement of Location; Enter the address of the accident, party's residence or place of business, periormance, or
other circumstance indicated in Item 1., Step 3.on Page 1, as the proper reason for fillng in the court location you selected.

REASON: CHECK THE NUMBER UNDER COLUMN G WHICH APPLIES [N THIS CASE

ADDRESS:
15505 -ROSCOE-BLVD -~ —

¥, Kz (3. 4. s (s, L7, e 36 Cha

|
|
crrY: BTATE | 2IP CoDE: ’ 4

NORTH HILLS CA |81343

Item IV, Daclaration of Assignment. | dectare under penalty of perjury under the laws of the State of Californis that the
foregoing is true and correct and that the above-entitlec matter is property filed for assignment to the SUPEETICE

, caurthouse in the CENTRAL District of the Los Angeles Superior Court
{Cede Civ, Proc., § 392 el seq.,-and LASC Local Rule 2,0, subds. (b), (c) and (d)).

Dated! NOVEMBER 14, 2010 \

———

(SIGNATURE OF ATTORNEY/FILING PARTY)
DEECRAH L. HOROWITZ, ESQ.

FLEASE HAVE THE FOLLOWING [TEMS COMPLETED AND READY 'TO BE FILED IN ORDER TO
PROPERLY COMMENCE YOUR NEW COURT GASE:

—

Original Complaint ar Petition,

If filing 8 Complaint, a completed Summons form for issuance by the Glerk.

Civil Case Cover Sheet form CM-010.

noau‘ﬁmﬂm Addendum to Civil Case Cover Sheet ferm LACIV 108 (Rev 01/07), LASC Approved 03-04

Payment in full of the filing fee, unless fees have been waived.

Signed order appointing the Guardian ad Litem, JC form FL-935, if the plaintiff or petitioner is a minor
under 18 years of age, or if reguired by Court.

oD o b ko

~1

Additional copies of documents to bs conformed by the Clerk. Copies of the cover sheet and this addendum
must be served along with the summans and complaint, or other inltiating pleading in the case.

LACIV 108 {Rev. 01/07) CIVIL-CASE COVER SHEET ADDENDUM _ern,.a_m 2.0
LABC Appmed 03:04 - ~ AND STATEMENT OF LOCATION e
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(3,

~ o

- ~Telephone: -Mmmmv 486-9332 - - Jofin

Lsd

bl

"~ business in the State of California and doing business in the County of Los Angeles

N

tn

GONFORMED COPY
OF ORIGINAL FILED

AW OFFICES OF WILLIAM R. McGEE Los Angeles Superlor Court
William R. McGee State Bar No. 122153

Deborah L. Horowitz, State Bar No. 216607 NOV 15 200

16855 West Bernardo Drive, Su. 380 |

San Diego, California 92127 )
5 Dfficer/Clerk-
. Deputy
]

Facsimile:  (858) 485-8763 8y,

Attorneys for Plaintiff

SUPERIOR COURT OF THE STATE OF CALIFORNIA
[N AND FOR THE COUNTY OF LOS ANGELES

CENTRAL JUDICIAL DISTRICT
Plaintifi, COMPLAINT FOR RESTITUTION AND
‘DAMAGES :

v,

FORD MOTOR COMPANY, and DOES™
through 10, inclusive,

[VIOLATION OF THE SONG-BEVERLY
CONSUMER WARRANTY ACT]

Defendants.

e

Em,:.amli alleges as follows:

NERAL ALLEGATIONS

"

f. Plaintiff is Informed and believes, and thereon alleges, that at all times harein

defendant FORD MOTOR COMPANY js and was a corporation and registered to do
2. The true names and capacities of Does 1 through 10, inciusive, are not

known to plaintiff at this fime and therefore plaintiff sues those defendants by such fictitious

jmamm. ‘Plaintiff will amend this complzint to allege the true names and capacities of such

defendants when they are ascertained.

n

X8 Aq 3[Ld

DP12-006 001830LC
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18
19
20
21

w
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3. Each of the defendants in this case acted asthe principal, agent, employes
or other authorized representative in relation to the other; all defendants acted at all times

Bmsmo:mn::imnoBU_m_:ﬁE:Z:»:mnmcamm‘:n..o,momm‘o:_._m:_.mmvm\&wmlmﬁzozzm:.n;
with the full x:mé_mln_@m w:a\ nm:mm_._ﬁ of the other defendants. Furthermore, plaintiff is
informed and believes and thereon alleges that all acts of corporate employess as
hereinafier aleged were authorized or ratified by an officer, direclor or managing mnma of
the corporate employer,

4. On or about February 10, 2010, plaintiff purchased a brand new 2010 Ford
Fusion, vehicle identification number: sraHpora7ARIE

5. Pursuantto the Song-Beverly Consumer Warranty Act m:mﬁmm:mnmq.*jm "Act™)
Civi| Code sections 1790 et seq., the aforementioned vehicle constitutes a "Mew motor
vehicle."

8. Plaintiff is a "buyer” of consumer goods under the Act.

Z Defendant FORD MOTOR COMPANY is 2 "manufacturer” and/or "distributor”
under the Act,

8. Defendant FORD MOTOR COMPANY provided plaintiff with an "express
warranty” under the Act.

9. The sale of the aforementioned vehicle to plaintiff was accompanied by an
implied warranty that the vehicle was merchantable. The sale of the aforzsaid vehicle to
plaintiffwas also accompanied by defendant FORD MOTOR COMPANY's implied warranty
of m..ammm..

10.  The subject vehicle suffers from serious defects and non-conformities to

fiure of the engine and transmission systems. The

“warranty which involve the repeated fa
foregoing defects and non-confarmities to warranty manifested themselves within the
applicable express warranty period
I
i

COMPLAINT FOR RESTITUTION AND DAMAGES

-2 -

DP12-006 001831LC
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11.  Plaintiff delivered the aforementioned vehicle to an authorized FORD
MOTOR COMPANY service and repalr facility for repair of the aforementioned nen-

conformities on numMerous occasions.

12, ‘. Dmﬁmnmm% has been unable and/or has refused to conform plaintiff's vehicle
1o the applicable express and implied qum.a._mm under the Act after a reasonabls number
of attempts. Furthermore, the aforementioned non-conformities substantially Impair the
use, vaiue and/or safety of the subject vehicle to plaintiff.

13, Notwithstanding plainfiff's entitlement, defendant has failed to comply with
its obligations under the Act to repurchase the vehicle and make restitution.

14. By failure of defendant to comply with its obligations under the Act fo
repurchase the vehicle and make resfitution, defendant isin breach of its obligations under
the Act.

15,  Plaintiff is entitied to justifiably revoke acceptance of the aforementioned
vehicle under the Act.

16.  Underthe Act, plaintiffis entitled to reimbursement of the purchase price paid
for the subject vehicle less that amount directly aftributable to use by the plaintiff prior to
discovery of the non-conformities.

17.  Plaintiff is entitied to all incidental, consequential and general damages
rasulting from defendant's failure to comply with its obligations under the Act.

18.  Plaintiff is entitied under the Act to recover as part of the judgment 2 sum
equal to the aggregate amount of costs and expenses, including atiomey's fees,

reasonably incurred in connection with the commencement and prosecution of this action.

— 19— Piintiff is entitled T addiion to the amounts recovered, a vl penalty of up

to'two times the amount of actual damages in that defendant has willfully falled to comply
with its responsibllities under the Act.

i

i

COMPLAINT FOR RESTITUTION AND DAMAGES

- 3 =
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WHEREFORE, piaintiff prays for judgment against defendant as follows:

L For rescission of the contract and restitution of all consideration;

2. For actual compensatoryfa_l_'\d _ggpg@[gi;m?ges a_;cor_d_ipg_ to proof attime of
trial; _ T

3. That such actual, corﬁpensatory and general damages be doubled and
awarded to plaintiff as a civil penalty;

4. Prejudgment interest from date of rescission;

5. For attorney's fees incurred herein according to proof,

6. For costs of suit incurred herein; and

(ir For such other and further relief as the Court deems just and proper. |
DATED: November 14, 2010 LAW OFFICES OF WILLIAM R. McGEE
Attorneys for Plaintiff

COMPLAINT FOR RESTITUTION AND DAMAGES
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& SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES

NOTICE OF CASE ASSIGNMENT - UNLIMITED CIVIL CASE

£ SUMMONS AND COMPLAINT _

THIS FORM IS TO BE SERVED WITH THE

Case Number

Your csse i sssgued o ll prposes o th {udiia offer indicated below (Local Rule 7€), There s a6diiona inlprmation o he evesse ideof i frm.
ASSIGNED JUDGE DEPT | ROOM | | ASSIGNED JUDGE DEPT ROOM
Hon. Eliku M Berle 1 53 | | Hon. BollyE. Kendig a2 416 =
Hon. ], Stephen Cznleger k} 224 ‘ ’ Hon. Mel Red Recanza 45 529, i
”| Hon. Lais A. Lavin "—“5 R T 630" """"}f&ﬂ.'ﬁs\ixi!(ali\beiﬂﬁ‘hb R . A - /| R et |
Hon. Terry A, Green 1 300 | Hon. Elizabeth Allen White 48 506
Fion. Richard Fruin 15 307 | | Hon Conrad Aragon 49 509 '
Hon. Rita Miller 16 306 ! o Jabs Shepard Wiley Jr. | 50 508
Hoa. Richard E. Rico 17 309 | Hon, Abraham Khan 3 51 \
Haon. Rex Heesernan 19 311 | Hon. Susan Bryant-Deason 52 510
Hon. Kevia C. Brezils 20 31 Hor, John P, Shock | s 13 |
Hon. Zaven V. Sinanien 23 315 Hox. Emest M. Hiroshige 54 s |
Hon. Robert L. Hess 24 314 Hon, Malcolm H. Mankey 55 515
Hon. Mary'Ann Murphy 25 317 Hon-JameL-Tobasen TB A 56 514 :
Hon, James R. Dunn 26 316 Hon, Ralph W. Dau 57 517 \ [
| Ton. Yvette M. Palazuelos o 313 Hon. RolfM. Tren 58 516 | ‘
X Hoo. John A. Kronstadt ( 30 ) )| a0 Hon. David L. Minning 61 632
Hon. Alan §. Rosenfield \2-}/ T 407 Hon. Michael L. Stern 62 500 ‘
Hon. Mary H. Strobe! | 32 f 406 Hor. Kenneth R. Freemen 64 601 [ )
Hon. Charles F. Palmer 33 [ 409 | Hor. Mark Mooney ! 68 617 i :
Hon, Amy D. Hogue 34 408 Hon. Ramona See 69 621
Hon, Danisl Buclde.y 35 [ 411 | Hon. Soussan G. Bruguera 7 729
Hon. Gregory Alarcon 36 410 ‘ Hor. Ruth Ann Kwan 72 8| l
) Hon. Joanne O'Donunel!l 37 413 | Bon. Teresa Sanchez-Gordon ? 74 735
Hon. Maureen Duffy-Lewis 33 | 42 | Hor. William F, Bahey —[ 78 730 '
- .| Hon MichaslC.Solmer | .3L,r 415 -| Hon. Emilie H. Elias* |- 324 | COCW_| |
Hon. Michelle R. Rosenblatt 0 | A4 Other ‘
Fon. Ronald M. Sohigisn 41 | 417 | | }
*Class Actions -

All class aclions are initially assigned to Judge Emilie H. Eias in Department 324:f the Central Civii Wes! Courthouse (600 S. Dnmmom‘meallh Ave, Los Angeles;50005), |
This assignment is for the purpose of assessing whether or not the case is complex within the meaning of California Rules of Court, rufe 3.400. Depending on the |
outcome of that assessment, the cless zction case may be reassigned to one of the judges of the Complex Litigation Program or reassigned randomiy to a court in the [

Central District,

Given to the PlaintiffiCross-Complainant/Attomey of Record on

LACIV CCH 180 (Rev. 04/10)
LASC Approved 05-08

By

NOTICE OF CASE ASSIGNMENT -
UNLIMITED CIVIL CASE

JOHN A, CLARKE, Executive Officer/Clerk -

. Deputy Clerk’

Page 1of 2
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INSTRUCTIONS FOR HANDLING UNLIMITED CIVIL CASES , i
The following critical provisions of the Chapter Seven Rules, as applicable in the Central District, are summarized for your assistance.

APPLICATION
The Chapter Seven Rules were effective January 1, 1994, They apply to all general civil cases.

PRIORITY OVER OTHER RULES

The Chapter Sevien Rules www: :Eﬁ E.Ea@ over all n&ﬂ. rcnﬁ Rules to the extent the oﬁaﬂ are inconsistent,

CHALLENGE T0 ASSIGNED JUDGE

A challenge vnder Code of Civil Procedure section 170,6 must be made within 15 days afler notice of assignment for all purpoces to
2 judge, or if & party has not yet appeared, within 15 days of the first appearance.

TIME STANDARDS

Cases assigned to the Individual Calendaring Court will be subjectto processing under the following time standards;
COMPLAINTS: All complaints shall be served within mc days of filing and proof of service shall be filed within 90 .&Qm of filing,
QWOmm-OOEﬁ%HZ TS: Without leave of court first being chtained, no cross-complaint may be filed by any party after their

angwer is filed. Cross-complaints shall be served within 30 days of the filing date and a proof of service filed within 60 days of the
filing date.

A Status Confersnce will be scheduled by the dssigned Independent Calendar Judge no later than 270 days after the fling of the
complaint. Counsel must be fully prepared to discuss the following issues: alternative dispute resolution, bifurcation, senlsment,
trial date, and expert witnesses. :

The Court will require the parties at a status conference not more than 10 days before the trial to have timely filed and served all
motions in limine, bifurcation motions, statements of major evidentiary issues; dispositive motions, requested jury instructions, and
special jury instuctions and special jury verdicts. These matters may be heard and resolved at this confererice. At least 5 days
before this confarence, counsel must also have exchanged lists of exhibits and witnesses and have submitted to the court 2 brief
statement-ofthe caseto beread to thejury panelvasrequired by Chapter Bight-of theTuos Angeles SuperiorCourt-Ratles.:

SANCTIONS |
The conrt will tmpose appropriate sanctions for the failure or refusal to comply with Chapter Seven Rules, orders made by the

Court, and tims standards or deadlines established by the nnﬁ.n or by the Chapter Seven Rules. Such sanctions may be on 2 party ar

if appropriate on counsel for the party.

This is not & complete delineation of the Chapter Seven Rules, and adherence only to the above provisions is therefare

not a guaraniee against the imposition of sanctions under Trial Court Umw@ Reduction, Careful reading and
compliance with the actual Chapter Rules is urma_sﬁm@ imperative.

LACIV CCH 140 (Rev. 04/10) NOTICE OF CASE ASSIGNMENT — Fage 2 of 2
LASC Approved 05-06 UNLIMITED CIVIL CASE
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES )
- ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION PACKAGE 1
d [CRC 3.221 Information about Alternative Dispute Resalution|
\ For additional ADR information and farms visit the Court ADR web application at www.lasuperiorcourt.org (click on ADR).

The plaintiff shall serve a copy of this Information Package on each defendant along with the complaint (Civil only).

What Is ADR:
_p.:m_.:m?m Dispute Resolution (ADR) is the term :mmn_ to qmmnzum all the other options available for settiing a dispute i:_a_._ once :mn o

than a courl process and Eoc_n_m nnuonc:_»_mw far umz_mm to reach an mmﬁmmSm_._ﬁ :m_zm a uagmg mc_s:m m_unnum_.,:.

There aré many different kinds of ADR. All afthem utilize 2 "neutral’, an impartial person, to decide the case or halp the parties reach an |
agreement. _

Mediation: |
In mediation, & nsutral person called a "mediator” helps the parties fry to reach a mutually acceptable resolution of the dispute. The
mediator dees not decide the dispute but helps the parties communicate sa they can try to settle the dispute themselves, Mediation leaves A
cantrol of the outcome with the parties.

Cases for Which Mediation May Be Appropriate

Mediation may be particularly useful when parties have a dispute between or among family members, neighbors, or business
pariners, Mediation is also effective when emotlons are getting in the way of resolution. An effective mediatar can hear the
parties out and help them commun|cate with each other in an effective and nondestructive manner.

Cases for Which Mediation May Not Be Appropriate

Mediation may not be effective if ane ne of the paitles Is unwilling to cooperate ar compromise. Mediation elso may. not be &ffective
if one of the parties has a significant advantage in power over the other. Therefore, it may not be a good choles if the parties
have a history of abuse or victimization.

Arbltration:

In arbitration, & neutrs! persen called an “arbifrator” hears argiments and evidence from each side and then decides e ouicome of the
dispiite, Arbitration is'less formal than a trial, and the rdles of evidence are often relaxed. Arbitration may be either "binding" or
"nonbinding * Binding arbitration mearis that the partles waive their right t6 a trial and mnqmm to accept the arbitrator's aecision as final.
Nonbinding arbitration means that the parties are free to request a fthey do rot accept the arbitrator's decision.

Cases for S._.__u”._ Arbitration May. Be Appropriate

>_d;_.n=o: Is best for cases where the parties want another person to declde the outcome of thelr uﬁvc»m for them but would like
to evojd the ﬂa:_.._m_&___ time, and expensé of a trial, It may also be appropriate for complex matters where the parties want a
declsion-maker who hes :ﬂ:__..m or experience in the subject matter of the dispute.

. Cases for Which Arbitration-May Not Be Appropriate

If parties want to retaln cantrol over how their dispute Is resolved, arbitration, umanc‘m:( binding arbitration, is not appropriate. In
u_jg_:m arbitration, the parties generally cannot appeal the arbitrator's award, sven if it is not supported by ths evidence or the
law. Even in nonbinding arbitration, if a party requests a trial and does not receive a more favorable result at tria) than in
artitration, thera may be penalties.

Neutral m<w_nwmo=.
In neutral m<w_:m=c: each parly géts a chance lo ﬂﬂmmmzn the case to a neutral person called an "evaluator.” The aval cmwo_. then-gives an
opinion on the wqm: ths and weaknesses of ezch parly's evidenice and arguments and about How the dispute could ba résalved, The

evaluator ls anm 30 expert | 5 the subject matter of the n_mvcﬁ Although the evaluater's opinion _m not binding, the pariies typically use it
amﬁ.m a resolution of the d

Cases for Which za_._c.s_ Evaluation :mw Be >_uu_.oﬂ.._mﬁ
Neutral evaluation may be most appropriate in cases in which there are technical issues that require spacial sxpertise to resaive
or the anly significant issue in the case is the amotint of am_._._mmmm

Cases for Which Neutral Evaludtion May Not Be Appropriate !
Neutral avaluation 3m< not be appropriate when theré aré significant personal or emational barriers to resalving the dispute,

Settiement Conferences:

Settlernent conferences may be either mandatary or voluntary. In both types of settlement conferencas, the parties and the'r attorrieys

meet with = judge or a nautral person called a "setlement officer” to discuss possible seftiement of their dispute. The judge or seftlement©
officer' does not make a decision in the'case but assists the parties in evaluating the strengths and weaknesses cf the case and in !
negotisting = settlement. Settiement conferences are appropriate in any case where settlement is an option. Mandsiory settiement
conferences are often held close to the date a case |s set for trial.

LAADR 00E (Rev. 05/09) - Page1aof 2 |
LASC Approved 10-03
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LO%S ANGELES SUPERIOR COURT ADR PROGRAMS

CIvIL

Civll Actlon Medistion (Governed by Code of Civil Procedure (CCP) sedtlons 1775-1775.16, Gallfamlz Rules of Cour, rules 3. #s0'3.068 and
3.870-3.878, Evidence Code sections 1115-1120, and Los Angeles Superier Court Rules, chapter 12.)
Ratired Judge Settiement Conference

Meutral Evaluation (Governed by Los Angeles Superior Court Rules, chapter 12.)

Judicial Arbitration (Governed by. Code of Clvil Procedurs sections 1141.10-1141.31, Callfarnia Rules of Court. rules 3.810-3.830. and |os
Angeles Superior Gourt Rules, chapter 12.)

Eminent Domaln Mediatlon (Governed by Code of Civil Frocedure section 1250.420.)
Civll Harasement Medlation
Small Claima Mediation i s =
EAMILY LAWY (nor-custady):
» Mediation
+ Foranslze Certified Public Accountant (CPA) Sattlemant Conference
o Settlement Confarence
» Monbinding Arbltration (Govemad by Family Code saction 2584.)
PROBATE:
» Mediation
« Settlement Conference

"

Ny

N

Parties may select a madiator, neutral evaluator, or arblfrator from the Gourt Party Select Panel or may hire someane privataly, s¢ thair
discretion. If the partles utllize the Random Select Mediation or Arbitration Panel, the partiss will be assigned on a random basis the
name of one neitral who meets the case criteria entered on the court's website.

COURT ADR PANELS

! Party Select  The Party Select Panel consists of mediaters, neyfral evaluatars, and arbitratars who have achieved a spacified lave!
Panel of experience In court-connected cases, The parties (caliactively) may becharged §150.00 per haur for the firat Eim
hours of hearing time., .:._mamnmw §m parties. may be charged for edditional hearing time on an _._a_.i< basls &t
established by the neutral if the parties consant in writing. [
Random Select  The Random Select Panel conslets of traingd mediators, neutral evalustors, and arbitrators who have not yet gained
Panel tha experience to quallfy for the Party Sele& Panel, as sm__ 2s experlericed neyitrals who make themselves avallable
pro bono as away o cuuna_._n the judicial system. It lsthe uu_§.. of the Gourt that all Randem Select Pansl
voluritesr mediators, navtral e aluators, and arbitrators provide 4:8 hours hearing tme per case: Thereaftsr, the
* pafties may be charged'for additibhal teariigtime o an‘hourly basls at rates established by the rettral 1 theparties
consent In writing.
Private Neutral  The market rate for private neutrals can range from $300-$1,000 per hour

ADR ASSISTANCE

For asslstanca regarding ADR, plsase contact the ADR clerk at the sourthause in which your case was filed,

Antonovich 42011 4th 8t. West Nore | Lancaster, OA 938634 4-7275 )e74-7080
[ Chatswaith ‘Penfieid Ave. 1200 | Chatsworth, CA 61311 [BVET5-B566 Am.avm;.ama._.
[ Compton 200V, Gompton Bivd, | 1002 | Gom 80220 5-3072__ [ (310)225-0337
m_m.am_m G60E Broadway | 273 | :Gléndale, ..%. Eumm 003160 | (818)648-5470
——[Long-Beach - | 415W, OceanBivd.__ | 562)48] BaTe | (B02)AAT-0002
Zogﬂw 12720 Norwalk Blvd. JED7-7248 | (B62)462.8012 |
Pesadena 300 E. Walnut St. , m 861774
Pomona 400 Civic Center Plaza | 108- maaomw_ds. o._qmm (809)820-3183 £283
["Ban Pedro 505 S, Centre 208 San Pedio, CA 90781 | (310)510%451 ﬁm._sm,_.gmz
"Ganta Monica | 1726 Main St. (268 | =& .G/ 90401 7820 | (31D)318-6130
"Stanley Mosk | 111 N. Hill Bt, (113 Los Arigalps, CA 99012 1874:6405 | (213)B35-5115
Torrancs 8§25 Maple Ave. | 100 Torranee, GA 90603 (310j222-1701 | (310)762-7925
Van Nuys 6230 Sylmar Ave. | 418 Vanh Nuys, GA §1401 (818)374-2337 | (&'IB)902-244D |

LAADR 005 (Rev. 05/08)
LASC Approved 10-02

Partially Funded by the Los Angeles County Dispute Resolutien Program
A complete list of the County Dispute Resolution Programs Is avallable online and upen request In the Clerk’s Offics
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CuDL Issue List

Last Handling
Date/
Issue Status

91712010
CLOSED

8/18/2010
CLOSED
514/2010

CLOSED

§113/2010
CLOSED
5112/2010

CLOSED
5712010
CLOSED
516/2010

CLOSED
4/14/2010
CLOSED

ISSUE LIST
Name/ Vin/ Maodel Year and
Reason Desc Case No. Vehicle Line
] 3FAHPOHATAREEER 2010 FUSION
CLP- IN - BUYBACK STATE LL 546181040

CLP - IN- BUYBACK STATE LL

CLP - CRC SUPPCRTS FIELD'S DECISION

CRC RELATED - SUPERVISOR REQUEST
SUBMITTED

CLP - IN - SERVICE REPAIR - AT RISK

CRC RELATED - F/M CSR FOLLOWING
CONTACT

CRC RELATED - F/M CSR FOLLOWING
CONTACT

ROADSIDE ASSISTANCE REQUEST-
WARRANTY COVERED

CRC RELATED - F/M CSR FOLLOWING
CONTACT

CLP - IN - BUYBACK - MULTIPLE REPAIRS

CLP - IN - BUYBACK - PARTS DELAY

CRC RELATED - F/M CSR FOLLOWING
CONTACT

WARRANTY - REPAIR MUST BE PERFORMED

AT FILM

3FAHPOHA7ARIE 2010 FUSION
546181040

3FAHPOHATARSEEEI 2010 FUSION
546181040

3FAHPOHATAREEE 2010 FUSION
546181040

3FAHPOHATAREEEE 2010 FUSION
546181040

3FAHPOHATAREEEE 2010 FUSICN
546181040

3FAHPOHATAREN 2010 FUSION
546181040

3FAHPOHAZARI 2010 FUSION
546181040

3FAHPOHATARIEEE 2010 FUSION
546181040

3FAHPOHATARIR 2010 FUSION
546181040

3FAHPOHATARI 2010 FUSION
546181040

3FAHPOHATARS 2010 FUSION

546181040
3FAHPOHATAR 2010 Fusion

Ford Confidential

Page 1 of |

Issue
Type
09

09
01

01

04

01

01

01

01

04
04

0

01

11/30/2010
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Customer Data Link - CuDL Page 1 of 1

VIN: 3FAHPOHATA| Year: 2010 Model: FUSION Case: 546181
Name F Owner Status: Original ~ WSD: 2010-02-09

Symptom Desc: WINDNOISE UNKNOWN Primary Ea:@'
Reason Desc: CLP - IN - BUYBACK STATE LL Secondary Phone

Issue Type: 09 BUYBACK STATE LL Issue Status: CLOSED

Action: CUSTOMER DOES NOT QUALIFY LETTER SENT
Dealer- 05536 GALPIN FORD Origin Desc: CONSUMER AFFAIRS - REACQUIRED

VEHICLES
Odometer: 5000 M| Comm Type: PHONE
Analyst Name: i
DAUNT CHRIS Analyst: C-DAUNT
Action Time:

Action Date: 09/17/2010 Action Data: No

20.00.39.609

Comments THIS VEHICLE DOES NOT MEET THE REQUIREMENTS FOR A REPURCHASE/REPLACEMENT UNC
THE CALIFORNIA STATE

Action: MOVE CASE TO CCST FOR HANDLING
: Origin Desc: CONSUMER AFFAIRS - REACQUIRED
Dealer: 05536 GALPIN FORD VERICLES
Odameter: 5000 Mi Comm Type: PHONE
Analyst Name: ¢
DAUNT CHRIS Analyst: C-DAUNT
Action Time:

Action Date; 09/17/2010 Action Data: Na

20.00.39.793

Comments THIS VEHICLE DOES NOT MEET THE REQUIREMENTS FOR A REPURCHASE/REPLACEMENT UNDER
THE CALIFORNIA STATE

Action: RECEIPT OF CUSTOMER LETTER RETURNED

05536 GALPIN FORD Origin Desc: CONSUMER AFFAIRS - REACQUIRED

Hed VEHICLES

Odometer; 5000 MI Comm Type: PHONE

Analyst Name: ;
DAUNT,CHRIS Analyst: C-DAUNT

% § Action Time: 5 ‘
Action Date: 09/17/2010 20.00.39.802 Action Data: No

Comments THIS VEHICLE DOES NOT MEET THE REQUIREMENTS FOR A REPURCHASE/REPLACEMENT UNC
THE CALIFORNIA STATE

Ford Confidential

11/30/2010
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Customer Data Link - CuDL

VIN: 3FAHPOHATA Year: 2010 Model: FUSION Case: 546181040
Name] Owner Status: Qriginal WSD: 2010-02-09

Symptom Desc: ENG SPEED-UP SUDDEN ACCELERATION Primary Phone:

Reason Desc: CLP - IN - BUYBACK STATE LL Secondary Phone:

Issue Type: 09 BUYBACK STATE LL Issue Status: CLOSED

Action: RAV EVALUATION

Dealer; 05536 GALPIN FORD Origin Desc: US CONCERN CASE BASE
Odometer: 5000 M| Comm Type: PHONE

Analyst Name: LOPEZ (SLOPEZ63) SHAKYRA  Analyst: SLOPEZ63

Action Date: 08/04/2010 Action Time: 16.44.38.707 Action Data: No

Comments CUSTOMER SA[D: ******SPANISH CALL****1, VEH ACCELERATES BY IT SELF WHEN VEH IS ON PARK2
THE RECLINING HANDLE ON THE DRIVER SEAT COMES OFF-NOTICED CONCERN WHEN VEH WAS ABOUT 2 TO
3K MILES-VEH TO DLRSHP 3 TIMES FOR THE SAME ISSUE -CUST STATES THAT HER VEH FALLS INTQ THE
LEMON LAW BECAUSE THE VEH HAS BEEN AT DLRSHP 3 TIMES FOR THE SAME ISSUE AND/OR 30 DAYS OUT OF
SERVICE -VEH LAST TIME AT DLRSHP 2 MONTHS AGQ-CUST TALKED TO MELISSA BACK IN MAY 2010 BUT CUST
NEVER ASKED FOR A BUYBACK NOR MENTIONED THE LEMON LAW-CUST WILL BRING THE VEH BACK TO
DLRSHP TOMORROW FOR DIAG-CUST SEEKING TO EXERCISE THE LEMON LAWDEALER SAID: -GALPIN
FORD15505 ROSCOE BOULEVARDNORTH HILLS, CA 91343TEL:{818) 787-3800CRC ADVISED: YOUR REQUEST WILL
BE INVESTIGATED BY A SPECIALIST HERE AT THE CUSTOMER RELATIONSHIP CENTER TO SEE |F THE VEHICLE
MEETS THE STATE OF CALIFORNIA'S GUIDELINES FOR REPLACEMENT OR REPURCHASE UNDER THE LEMON
LAW. IF YOUR VEHICLE DOES NOT QUALIFY, YOU WILL RECEIVE A CALL FROM A CUSTOMER CARE SPECIALIST
WITHIN 5 BUSINESS DAYS TO ASSIST YOU FURTHER WITH YOUR REPAIR NEEDS. IF YOUR VEHICLE QUALIFIES
FOR REPLACEMENT OR REPURCHASE, YOU WILL RECEIVE AN OFFER LETTER IN APPROXIMATELY 10 BUSINESS
DAYS FROM THE REACQUIRED VEHICLE PROGRAM HEADQUARTERS, THE LETTER WILL PROVIDE FURTHER
INSTRUCTIONS REGARDING DOCUMENTS AND INFORMATION THAT WILL BE NEEDED IN ORDER TO COMPLETE
THE PROCESS, INCLUDING THE ORIGINAL SALES CONTRACT, CURRENT LOAN OR LEASE DOCUMENTS, AND
CURRENT MILEAGE TO DETERMINE USAGE FEES. |F YOU HAVE NOT RECEIVED A COMMUNICATION FROM FORD
MOTOR COMPANY WITHIN 15 BUSINESS DAYS, PLEASE CALL US HERE AT THE CUSTOMER RELATIONSHIP
CENTER TO FURTHER INVESTIGATE YOUR REQUEST. -BEST DAYTIME NUMBER | N -
OR MR I CELL-CUST DOES NOT WANT CCST MELISSA CRUZ TO HANDLE THE CASE-CUST REQUESTED
A SPANISH SPEAKER AGENT-ADVISED CUST OF WWW.FORDOWNER.COM

Action: REQUEST RO FROM SERVICE MANAGER
: Origin Desc: CONSUMER AFFAIRS-DISPUTE RESCLUT
Dealer; 05536 GALPIN FORD PROGRAM

Odometer: 5000 MI Comm Type: OTHER
Analyst Name:

KENDALL ROBERT Analyst: RKENDALS
X . Action Time: . \
Action Date: 08/05/2010 14.54.50.014 Action Data: No

Comments -DRS, BOB-CALL DEALER AND EFAX DEALER REPORT

Action: ESCALATE REQUEST FORRQO TO TL

Origin Desc: CONSUMER AFFAIRS-DISPUTE RESOLUTION
Dealer: 05536 GALPIN FORD PROGRAM
Odometer: 5000 MI Comm Type: OTHER

Analyst Name: ?
KENDALL ROBERT Analyst: RKENDALS

Action Date: 08/10/2010 e Action Data: No

11/30/2010
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Customer Data Link - CuDL f

Comments -DRS, BOB-EMAILED DRP MANAGEMENT

Action: BB-OBC TO DEALERSHIP
i A _SMALL
Dealer 05535 GALPIN FORD mﬂ__m__m Desc: CONSUMER AFFAIRS - SMALL
Odameter: 5000 M Comm Type: OTHER
Analyst Name: STONE .
(TSTONE26), TERRIE Analyst: TSTONE26
Action Time;

Action Date; 08/11/2010 15.46.35.477 Action Data: No

Comments OBC TO CENTRAL FORD AND SPCKE WITH SM MIKE ZERMENO; HE ADVISED THAT FSE JOE EO!
TEST DRQVE THE VEHICLE WITH THE DEALERSHIP AND COULD NOT DUPLICATE ANY OF THE CONSUMER'
CONCERNS, HE ALSO ADVISED HE WOULD HAVE THE REPORT AND REPAIR ORDERS SUBMITTED BY
TOMORROW AM.

Action: RECEIVED RO FROM SERVICE MANAGER

o Origin Desc: CONSUMER AFFAIRS-DISPUTE RESCL
Dealer: 05536 GALPIN FORD PROGRAM
Odometer: 5000 MI Comm Type: OTHER
Analyst Name: 4
KENDALL ROBERT Aalyst ENLAL
: L Action Time: 2 ;
Action Date: 08/13/2010 14.10.78.041 Action Data: Yes

Comments -DRS, BOB-RECEIVED DEALER REPORTS

Data Element Name Data Value

DATE RECEIVED: 08-13-2010

Action: MOVE CASE TO CCST FOR HANDLING

- Origin Desc: CONSUMER AFFAIRS-DISPUTE RESOLUTION
Dealer: 05536 GALPIN FORD PROGRAM
Odometer: 5000 Ml Comm Type: OTHER
Analyst Name: P
KENDALL ROBERT Analyst: RKENDALS
. Action Time: : ]
Action Date: 08/13/2010 14.26.26.380 Aclion Data: No

Comments -DRS, BOB-FMC WILL NOT BE MEETING THE REQUEST FOR RAV, MOVED TO CCST FOR FURTHER
ASSISTANCE-EMAILED RES-SUBMITTED RAV FOR HANDLING

Action: CUSTOMER DOES NOT QUALIFY LETTER SENT

' Origin Desc: CONSUMER AFFAIRS - REACQUIRED
Dealer: 05536 GALPIN FORD VEHICLES
i Comm Type: OUTBOUND MAIL-
Odometer: 5000 M| OTHER
Qﬂmq_w,_.m_ Name: ANTONICH, Analyst: M-ANTONS
Action Date: 08/18/2010 Action Time: 11.36.58.135 Action Data: No

Comments DO NOT QUALIFY LETTER SENT B/18/10 VIA FEDEX# 404511531592

11/30/2010
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Customer Data Link - CuDL Page 3 of 3

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer; 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer; 5000 M Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 08/23/2010 Action Time: 14,36.02.555 Action Data: Yes

Comments CSM MELISSA, X 7770 - 08C TO CUST @ |- NO ANSWER, WENT DIRECTLY TO VM - |
WITH MY CONTACT INFO ADV | WILL F/U TUES, 8/24

Data Element Name Data Value
DATE OF FOLLOW UP; 08-24-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: CONCERN ADDRESSED

Dealer; 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 5000 MI Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 08/24/2010 Action Time: 17.23.43.608 Action Data: Yes

Comments CSM MELISSA, X 7770 - 0BC T0 cUST @ [ \VAS ABLE TO REACH - ADV CUST A DECISION
HAS BEEN REACHED AND FMC WILL NOT BE REPLACING OR BUYING BACK HER VEH - CUST STATES SHE
RECEIVED A LETTER N THE MAIL BEING ADVISED OF THIS - ADVISED SHE WILL BE PURSUING LEGAL COUNSEL -
NO FURTHER ACTION REQUIRED

Data Element Name Data Value
CUSTOMER'S LTV SCORE

PARTS ESCALATION USED? (Y/IN)

TECH ASSIST (FSE INVOLVED) USED? (Y/N)
TECH HOTLINE CONSULTED? (YIN)

ESP USED? (Y/N)

SCP USED? (YIN)

X-PLAN USED? (YIN)

CLP FINANCIAL ASSIST PROVIDED? (Y/N)
~ESTIMATED REPAIR COST(@WARR RATES) (§)
~CUSTOMER'S SHARE OF REPAIR COST (5)
~DEALER'S SHARE CF REPAIR COST-P18 (3)
~-DEALER'S SHARE OF REPAIR COST-OTHER($)
-FORDS'S SHARE OF REPAIR COST-P11 (3)
CLP FINANCIAL ASSIST DENIED? (Y/N) N
NONE OF THE ABOVE (Y/IN) ¥

ZzZzzz=Zzz=z8

Ford Confidential
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Customer Data Link - CuDL Page 1 of |

All Action De

VIN: 3FAHPOHATARY Year: 2010 Model: FUSION Case: 546181040
Name: MRS MARGARITA F TENORIO Owner Status: Criginal WSD: 2010-02-09

Symptom Desc: Primary Phone: 323-972-7941

Reason Desc: CLP - CRC SUPPORTS FIELD'S DECISION Secondary Phone: 323-972-7941

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action; CB-SUPPORT DEALERSHIP'S/REGION'S POSITION

Dealer: 05536 GALPIN FORD Origin Desc: US CONCERN CASE BASE
Odometer: 2400 MI Comm Type: PHONE

Analyst Name: DEL RIO (MDELRIO8) MILAGRO  Analyst: MDELRIO6

Action Date: 05/13/2010 Action Time: 19.03.42.451 Action Data: No

Comments CUSTOMER SAID: W N ©. DAUGHTER-SEE HISTORICAL-CUST IS SEEKING TC SPFAK
WITH A SUPERVISOR ABOUT HER CASE-UNHAPPY WITH RESOLUTION AS PROVIDED BY CCST MELISSA
CRUZDEALER SAID:; GALPIN FORDCRC ADVISED: THANK YOU FOR CONTACTING FORD MOTOR COMPANY N
REGARDS TO THIS ISSUE. OUR RECORDS INDICATE THAT A DECISION HAS BEEN MADE AND THE CRC CAN NOT
OVERTURN THIS DECISION. HOWEVER, TO ENSURE OUR RECORDS ARE COMPLETE WE HAVE DOCUMENTED
YOUR FEEDBACK(NOTE TO CSR: SUPPORT THE DLR, REGION, DECISION)-CCR ADVISED CUST OF THE ABOVE-
CCR ADVISED CUST WOULD PROVIDE HER WITH A SUPERVISOR AS PER HER REQUEST.

Action: CB-SUPPORT DEALERSHIP'S/REGION'S POSITION

Dealer: 00002 CENTRAL FORD Origin Desc: US CONCERN CASE BASE
Odometer: 5000 M| Comm Type: PHONE

Analyst Name: DEL RIO (MDELRIO6),MILAGRO Analyst: MDELRIO6

Action Date: 08/18/2010 Action Time: 19.02.20.370 Action Data: No

Comments CUSTOMER SAID: SPANISH CALL-SEE HISTORICAL DATED 8/18/10-CUST SAYS HASN'T BEEN CALLED
BACK FROM CCSTCRC ADVISED: THANK YOU FOR CONTACTING FORD MOTOR COMPANY IN REGARDS TO THIS
ISSUE. OUR RECORDS INDICATE THAT A DECISION HAS BEEN MADE AND THE CRC CAN NOT OVERTURN THIS
DECISION. HOWEVER, TO ENSURE OUR RECORDS ARE COMPLETE WE HAVE DOCUMENTED YQUR FEEDBACK
(NOTE TO CSR: SUPPORT THE DLR, REGION, DECISION)-CCR ADVISED CUST THAT ACCORDING TO SYSTEM A
LETTER HAD BEEN MAILED OUT TODAY VIA FEDEX AND IT SHOULD PROVIDE HER ADVISE AS TO NEXT STEPS
REGARDING HER REQUEST FOR RAV

Ford Confidential
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Customer Data Link - CuDL Page 1 of 1

VIN: 3FAHPOHATA Year: 2010 Model: FUSION  Case: 546181040
Name: Owner Status: Original WSD; 2010-02-0:

Symptom Desc: Primary Phone:

Reason Desc: CRC RELATED - SUPERVISOR REQUEST SUBMITTED Secondary Phaorie:

Issue Type: 01 INQUIRY Issue Status; CLOSED

Action: SUPERVISOR REQUEST CALL BACK

Dealer; Origin Desc: MANUAL - PHONE CSR
Odometer: 2400 M| Comm Type: PHONE

Analyst Name: DEL RIO (MDELRIOE) MILAGRO  Analyst: MDELRIOS

Action Date: 05/13/2010 Action Time: 19.06,10.666 Action Data: Yes

Caller Information If Different From Vehicle Owner:

First Name Middle Initial Last Name  Day Phone Relat
— S s C
Comments CUSTOMER SAID; SEEKING TO SPEAK WITH A SPANISH SPEAKING SUPERVISORDEALER SAID: NOMNE
Data Element Name Data Value

ASSIGNED TO AARAGON2

Action: SUPERVISOR REQUEST CALL BACK CLOSE

Dealer: Origin Desc: MANUAL - PHONE
Odometer: 2086 M| Comm Type: PHONE

Analyst Name: NABB (HNABB)HEATHER Analyst: HNABB

Action Date: 05/14/2010 Action Time: 15.06.42.506  Action Data: No

Comments CRC ADVISED: * CAS HEATHER SENT AN E-MAIL TO FECKERT TO GIVE SUP CALL TO CCS SUP*
ESCALATION CLOSED *

Ford Confidential
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Customer Data Link - CuDL Page 1 of 5

All Action Details Tor 15sue

VIN: 3FAHPOHATA Year: 2010 Model: FUSION Case: 54619104
Name Owner Status: Original WSD: 2010-02-08

Symptom Desc: BACKFIRES ACCELERATION primary Phone [ NGz
Reason Desc: CLP - IN- SERVICE REPAIR - AT RISK Secondary Phone: I
Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact: 05/03/2010

Action: TIER || ESCALATION - CUSTOMER PERCEIVES MULTIPLE REPAIR

Dealer: 05536 GALPIN FORD Origin Desc: US CONCERN CASE B
Odometer: 2000 M Comm Type: PHONE

Analyst Name: DEL RIO (MDELRIOB) MILAGRO  Analyst: MDELRIOG

Action Date: 05/03/2010 Action Time: 17 54.06.429 Action Data: No

SE

no_a.;m_._smocmﬂogmxwkc“mnbz_mxn>_._.mm.<m1_mr_mmxmm.poxs_lmz_mvca_zuxzm&mlgoﬁ_.4.
MAKING A LOUD NOICE-VEH IS CURRENTLY WITH THE CUST-CUST IS SEEKING TO SPEAK WITH Dnmanr
REGARDING CASE-LAST TIME THE DLRSHP HAD THE VEH FCR APPROXIMATELY TWO WEEKS-CUST IS NOT
HAFPY WITH THE VEHDEALER SAID: GALPIN FORD15505 ROSCOE BOULEVARDNORTH HILLS CA 91343(818) 787-
3800CRC ADVISED: | WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A SPECIALIST WILL
CONTACT YOU WITHIN 2 BUSINESS DAYS ***NOTE TO CCR: IF THE VEHICLE IS CURRENTLY NOT AT THE
DEALERSHIP, PLEASE ADVISE THE CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FCR THEIR VEHICLE-
CCR DID NOT DOCUMENT AS A BUYBACK AS CUST DID NOT SAY THAT HOWEVER SHE DID EXPRESS A LACK OF
IDENCE IN THE VEH AS A RESULT OF THE REPAIRS THAT HAVE BEEN NECESSARY .-CCR VARIED CUST
CONTACT NUMBER

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer, 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2000 M Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/04/2010 Action Time: 12.53.00.164 Action Data; No

Comments CCS MELISSA, X 7424 - CASE REVIEW: 2 VEHS ON FILE, LTV SCORE OF 93 - PER GCQIS, REPORT #
ADTDWO05 - NO ESP ON FILE; ACTIVE MAINT PLAN - PER AWS, NO REPAIR HISTORY - OBC TODLR @ 8 /
3800 - SIM ERIC NOT AVAILABLE - LM WITH MY CONTACT INFO REQUESTING A CALLBACK/UPDATE ON CASE

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITICNAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTICNS TEAM
Odometer: 2066 MI Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/04/2010 Action Time: 13.22.40.254 Action Data: Yes

comments OBC TO CUST @ [N - \VA5 ABLE TOREACH - CUST STATES SHE HAS VEH - STATES &HE
GOT VEH BACK FROM DLRSHP LAST FRIDAY BUT CONCERN HAS RETURNED - ADVISED CUST IF HER CONCERN
HAS RETURNED, THEN SHE NEEDS TO TAKE VEH BACK TO THE DLRSHP - CUST STATES HER HUSBAND WANTS
TC LEAVE VEH AT THE DLRSHP AND NO LONGER MAKE PAYMENTS - ADV CUST IT IS UP TO HER AND HUSBAND
IF THEY CHOOSE TO NO LONGER MAKE PAYMENTS ON THE VEH BUT THAT THEY WILL BE IMPACTED
NEGATIVELY FOR DOING THAT - CUST ASKED DLR TO REPLACE HER VEH AND THEY COULD NOT ASSIST HER
STATES SHE WILL HAVE TO SPEAK TO HER HUSBAND TO SEE IF HE WANTS TO BRING VEH BACK TO T
DLREHP - STATES HER HUSBAND IS WHO MAKES THE PAYMENTS - ADV CUST | WILL GIVE HER TIME TC
DISCUSS THIS WITH HER HUSBAND - ADV | WILL F/U THURS, 5/6 - CUST REQUESTED | SPEAK TO HER HUSBAND
WHEM | CALL AGAIN

Data Element Name Data Value
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DATE OF FOLLOW UP: 05-06-2010
TIME OF FOLLOW UP (HH:MM): 2000

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 MI Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/06/2010 Action Time: 14.07 46,492 Action Data: Yes

comments 08C TO cUST @ - O ANSWER; WENT DIRECTLY TO VM - LM WITH MY CONTACT INFO -
REP WILL F/U WITH CUST MON, 5/10

Data Element Name Data Value
DATE OF FOLLOW UP: 05-10-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Actian Date: 05/06/2010 Action Time: 18.23.52.796 Action Data: Yes

comments RECD 1BC FROM CUSTOMER | - CUS7 STATES SHE WILL BE TAKING VEH BACK
TO THE DLRSHP - STATES THE CHECK ENGINE LIGHT CAME ON, VEH STALLED/QUIT, AND THERE WAS A
WHEN CHANGING GEARS - CUST STATES THIS IS NOW THE 3RD TIME - STATES SHE'S LOSING TIME IN WORK
BECALISE OF THESE ISSUES - HUSBAND IS PAYING THE VEH, MIGUEL MENDOZA - HAD VEH PREVIOUSLY AT
LLOVIO FORD - STATES SHE NO LONGER WANTS THIS VEH, WANTS IT BOUGHT BACK - ADV CUST | WILL REVIEW
HER REQUEST - CUST ASKED ABOUT STOPPING PAYMENTS - ADV CUST SHE MUST CONTINUE TO MAKE
PAYMENTS ON HER VEH UNTIL A DECISION IS REACHED ON HER RAV REQUEST - WILL FIU WITH CUST MON, 3/10
*** SENT E-MAIL TO LLOVIO FORD REQUESTING ACCOUNTING COPIES OF REPAIR ORDERS AND ANY INTE
- OBC TO GALPIN FORD @ 818-787-3800 - S/M ERIC NOT AVAILABLE - LM WITH MY CONTACT INFO ON HIS VM
REQLIESTING ACCOUNTING COPIES OF REPAIR ORDERS AND INTERNALS

Data Elernent Name Data Value
DATE OF FOLLOW UP: 05-10-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer; 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 Mi Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/10/2010 Action Time: 15.56,02.346 Action Data: No

Comments OBC TO GALPIN FORD @ 818-787-3800 - S/M ERIC FOLTZ NOT AVAILABLE - LM ADV OF MY PRIOR
ATTEMPTS TO REACH HIM TO REQUEST ACCOUNTING COPIES OF REPAIR ORDERS AND INTERNALS -
PROVIDED MY PHONE # AND FAX AND REQUESTED THAT INFO BE SENT TO ME ASAP *** SENT E-MAIL TO MIKE
ZERMENO @ CENTRAL FORD REQUESTING ACCOUNTING COPIES OF REPAIR ORDERS AND INTERNALS

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc; CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 V| Comm Type: PHONE
Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54
Action Date: 05/10/2010 Action Time: 16.07.51.618 Action Data: Yes
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Commants OBC TO GALPIN FORD @ 818-787-3800 - SIM ERIC FOLTZ NOT AVAILABLE - LM ADV OF MY PRIOR
ATTEMPTS TO REACH HIM TO REQUEST ACCOUNTING COPIES OF REPAIR ORDERS AND INTERNALS - AGAIN
PROVIDED MY PHONE # AND FAX AND REQUESTED THAT INFO BE SENT TO ME ASAP ** SENT E-MAIL TO MIKE
ZERMENO @ CENTRAL FORD REQUESTING ACCOUNTING COPIES OF REPAIR ORDERS AND INTERNALS *** 08C
10 o:m:r - WAS ABLE TO REACH - ADV | AM STILL WAITING ON REPAIR ORDERS FROM EOTH
CENTRAL AND GALPIN FORDS - CUST ADVISED SHE WILL FAX ME REPAIR ORDERS - PROVIDED CUST MY FAX # -
ADV | WILL FIU TUES, 5/11

Data Element Name Data Value

DATE CF FOLLOW UP 05-11-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD QOrigin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 M Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analysl: MCRUZ54

Action Date: 05/11/2010 Action Time; 19.09.39.033 Action Data: Yes

Comments OBC TC GALPIN FORD @ 818-787-3800 - S/M ERIC FOLTZ NOT AVAILABLE - LM REQUESTING HARD
COPIES OF REPAIR ORDERS AS | DIDN'T RECEIVE THOSE - WILL NEED TECH TIME IN AND OUT TO CALCULATE
TIME DOWN *** FAX WAS SENT TO ME BUT DIDN'T HAVE TECH TIME *~ 0BC TO CUST @ I - VV~< /8LE
TOREACH - ADVISED CUST | RECEIVED A FAX FROM THE DLR BUT IT WAS NOT THE INFORMATION |
REQUESTED - ADV | CALLED HIM BACK AND AM HOPING TQ RECEIVE THE INFO SOON - APOLOGIZED TO C
FOR NOT HAVING AN ANSWER FOR HER TODAY - WILL FIU WEDS, 5/12

Data Element Name Data Value
DATE OF FOLLOW UP: 05-12-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer; 2066 Mi Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/12/2010 Action Time: 17.48.12.396 Action Data: No

Comments OBC TO TINA IN GALPIN FORD @ 818-778-3033 - TRANSFERRED ME TO S/M ERIC FOLTZ - REQUESTED
HARC COPIES OF REPAIR ORDERS - ERIC ADVISED HE HAD JUST ONE - PROVIDED MY FAX # AND REQUESTED
THAT HE FAX IT OVER ASAP

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 MI Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/12/2010 Action Time; 19.20.50.074 Action Data: No

Comments OBC TO 323-707-2644 (CELL FOR MIKE ZERMENQ - S/M - CENTRAL FORD, FORMERLY LLOVIO FORD) -
ADVISED HE WILL FAX ME THE REPAIR ORDERS TOMORROW

Action. CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 M Comm Type: PHONE

Analyst Name: CRUZ | MELISSA  Analyst: MCRUZ54

Action Date: 05/12/2010 Action Time: 19.50.47.421 Action Data; Yes
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comments OBC TO CUST I - WAS ABLE TO REACH - ADVISED CUST | DO NOT HAVE AN ANSWER
REGARDING HER REQUEST AS | AM STILL WAITING ON THE PAPERWORK FROM THE DLR - ADVISED | SHOULD
BE RECEIVING THE PAPERWORK SHORTLY - WILL F/U WITH CUST THURS, 513

Data Element Name Data Value
DATE OF FOLLOW UP 05-13-2010
TIME CF FOLLOW UP (HH:MM): 20.00

Action: DOCUMENT ADDITICNAL INFORMATION

Dealer; 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2066 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/13/2010 Action Time: 17.49.53.927 Action Data: No

Comments REC'D REPAIR ORDERS FROM GALPIN FORD; VEH HAS ONLY BEEN DOWN FOR 7 DAYS *** OBC T0)
B (CcLL FOR MIKE ZERMENO - S/M - CENTRAL FORD, FORMERLY LLOVIO FORD) - REQUESTED
REPAIR ORDERS - ADV HE WILL HAVE THEM SENT OVER TODAY

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer- 05538 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS

TEAM
g Comm Type: INBOUND FAX-
Odometer: 2066 MI OTHER
Analyst Name: CRUZ , ]
MELISSA Analyst: MCRUZ54
Action Date: 05/13/2010 Action Time: 18.19.19.093 Action Data: No

Comments REC'D REPAIR ORDERS FROM MIKE ZERMENO AT CENTRAL FORD (LLOVIO FORD); VEH HAS BEEN
DOWN FOR 7 DAYS; VEH HAS A TOTAL OF 14 DAYS OUT OF SRV

Action: CONCERN ADDRESSED

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odonieter: 2066 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/13/2010 Action Time: 18,33.34.660 Action Data: Yes

Comments 0BC TO CUST @ |- \WAS ABLE TC REACH - ADVISED CUST | HAVE REVIEWED HER
REQUEST AND WILL NOT BE ABLE TO BUY BACK OR REPLACE HER VEH - ADV CUST I'D LIKE TO OFFER HER A
PREMCARE ESP FOR § YRS/75K Ml THAT COVERS OVER 500 COMPONENTS - CUSTOMER PUT HER MOTHER ON
THE PHONE, WHO'S NAME IS ON THE VEH - CUST ASKED WHAT WILL HAPPEN WITH THE VEH - REITERATED
THAT IT WILL NOT BE BOUGHT BACK OR REPAIRED - CUST STATES SHE HAS OTHER PLANS - FEELS [T IS NOT
FAIR - FEELS | SHOULD REVIEW HER CASE FURTHER AND MAKE DECISION TO REPLACE HER VEH - CUST
ADVISED SHE WILL GO THE LEGAL ROUTE AND CONTACT AN ATTORNEY - CUST REQUESTED TO SPEAK TO A
SUPERVISOR - ADV CUST | AM THE REGIONAL REP HANDLING HER CASE AND SHE WILL NOT BE PROVIDED A
DIFFERENT RESPONSE - CUST THEN ADVISED SHE WILL CONTACT LEGAL COUNSEL *** CLOSING CASE, PLEASE
NOTE THAT CUST DID NOT ACCEPT OR DENY ESP

Data Element Name Data Value

CUSTOMER'S LTV SCORE 93
PARTS ESCALATION USED? (Y/N)

TEGH ASSIST (FSE (NVOLVED) USED? (Y/N)
TECH HOTUINE CONSULTED? (Y/N)

ESP USED? (Y/N)

11/30/2010
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Ln

CP USED? (YIN) N
X-PLAN USED? (Y/N) N
CLP FINANCIAL ASSIST PROVIDED? (YIN) N

~ESTIMATED REPAIR COST(@WARR RATES) (3)
-CUSTOMER'S SHARE OF REPAIR COST ($)
--DEALER'S SHARE OF REPAIR COST-P18 (§)
~-DEALER'S SHARE OF REPAIR COST-OTHER(S)
--FORDS'S SHARE OF REPAIR COST-P11 (§)
CLP FINANCIAL ASSIST DENIED? (YIN)

NONE OF THE ABOVE (Y/IN)

TR

Ford Confidential

30/2010
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VIN: 3FAHPOHATA| Year: 2010 Model: FUSION Case: 546181
Name: Owner Status: Original WSD: 2010-02-09

Symptom Desc: BUCKIJERK CRUISE Primary Phone;
Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED

Action: CALLBACK ADD ADDITIONAL COMMENTS

Origin Desc: US CONCERN CASE BASE

Qdometer; 1 Ml Comm Type: PHONE
Analyst Name: DEL RIO (MDELRIO6) MILAGRO  Analyst: MDELRIOB
Action Date: 05/12/2010 Action Time: 17.2248.609 Action Data: No

Comments CUSTOMER SAID; -SPANISH CALLER-SEE HISTORICAL-CUST IS SEEKING UPDATE ON
CASE/PAPERWORK RECEIPTCUST SAYS THAT THE POINT OF CONTACT SHE IS DEALING WITH IS TIFFANY
SHIFIRO, -18187873800 AT GALPIN FORD-CUST IS ALSO GOING TO SUBMIT THE PAPERWORK THAT SHE HAS ON
RECORD,CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR S0 THAT
YOUR ISSUE MAY BE PROPERLY ADDRESSED.-CCR IM'D MELISSA CRUZ, CST WILL BE CONTACTING THE
PRIOR TO 4:00 PM-ADVISED CUST OF ABOVE

Ford Confidenlial

11/30/2010
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VIN. 3FAHPOHAT A Year: 2010 Model: FUSION  Case: 546181040
Name Owner Status: Original WsD: 2010-02-08

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone:

Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED
Action: CALLBACK ADD ADDITIONAL COMMENTS
Deale Origin Desc: US CONCERN CASE
ealer BASE
Odometer: 2000 M| Comm Type: PHONE
Analyst Name: MENDEZ-CEREZO .
(JMENDEZC)JOEL Analyst; JMENDEZC
; Action Time: : :
Action Date: 04/20/2010 15 50.55.305 Action Data: No

Comments CUSTOMER SAID: /SPANISH SPEAKING/-THE CUST WOULD LIKE TO KNOW WHEN SHE WILL BE
CONTACTED BACK ABOUT THIS.DEALER SAID: NONECRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR
THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-ADVISED THE CUST THAT
THE CCS IS GOING TO CONTACT HER BACK TODAY 4/20/10 BY COB

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer Origin Desc: US CONCERN CASE BASE
Odometer: 2000 M Comm Type: PHONE

Analyst Name: SALCEDO, YASMIN Analyst: YSALCEDO

Action Date: 04/23/2010 Action Time: 15.35.00.455  Action Data: No

Comiments CUSTOMER SAID: -SPANISH CUST-CUST SEEKING TO SPEAK TO MELISSA CRUZ-CUST WOULD LIKE
TO HAVE THE VEH REPLACEDDEALER SAID: -NONECRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR
THE FOLLOW UP TO QCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-ADVISED CUST THAT SHE
WILL F/U WITH HER BY 4/27/10-CCST MELISSA HAS LEFT THE OFFICE FOR THE DAY

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odormneter: 2400 M| Comm Type: PHONE

Analyst Name: LOPEZ (SLOPEZA3) SHAKYRA  Analyst: SLOPEZ63

Action Date: 05/06/2010 Action Time: 18.08.54.824 Action Data: No

Caller Information If Different From Vehicle Owner:

First Name Middle Initial Last Name  DayPhone  Relationship
— B EE. i

Comments CUSTOMER SAID: == SPANISH CALL™****CALLER WRITER || IO~ U GHTER"BEST
DAYTIME NUMBER | -C'VE*-CUST HAS A FORD FUSION 2010-THIS IS THE THIRD
TIME VEH HAS AN ISSUE-CUST CALLED MELISSA AND SHE DOES NOT RETURN HER CALLS-CUST SEEKING TO
SPEAK WITH CCS MELISSA CRUZDEALER SAID: -NONEGRC ADVISED: PLEASE ALLOW THE REQUESTED TIME
FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-DID NOT ADVISED OF
ABOVE-TRANSFERRED CUST TO CCS MELISSA

Action: CALLBACK ADD ADDITIONAL COMMENTS
Deales, Origin Desc: US CONCERN CASE BASE

30/2010
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Odometer: 2000 MI Comm Type: PHONE
Analyst Name: LOPEZ (SLOPEZ63) SHAKYRA  Analyst: SLOPEZ63
Action Date: 05/11/2010 Action Time: 17 33.29.509 Action Data: No

Caller Information If Different From Vehicle Owner:
First Name Middle Initial Last Name Umm Phone  Relalionship

[ [ CH

Comments CUSTOMER SAID: ******SPANISH CALL*****-CUST CALLED TO ASK MELISSA ABOUT THE STATUS OF
HER CASE -ALSO TO PLEASE HAVE MELISSA CALL CUST AFTER 4PM BECAUSE CUST GOES IN TO WORK AT 4PM-
CUST SEEKING TO SPEAK WITH CCS MELISSA CRUZDEALER SAID: -NONECRC ADVISED: PLEASE ALLOW THE
REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-
ADVISED CUST THAT CCS MELISSA WILL CALL HER TODAY BY 5PM PACIFIC TIME WITH INFO REGARDING HER
cAse-BEST DAYTIME NUMBER [ HOME

Ford Confidential

. 11/30/2010
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VIN: 3FAHPOHATAR] Year: 2010 Model; FUSION  Case:
Nami Owner Status: Original WSD: 2010-02-09

B1040

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone: '
ne:

Reason Desc; ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED Secondary Pho
Issue: Type: 01 INQUIRY Issue Status: CLOSED

Act

n: ROADSIDE ASSISTANCE-TOW-WHEEL LIFT

Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUE
Odometer: 002000 M1 Comm Type: MAIL
Analyst Name: Analyst: SYSTEM

Action Date: 04/17/2010 Action Time: 05.10.13.906 Action Data: No

Comments DISPATCH COMPLETE

3 Origin Desc: CROSS COUNTRY MOTOR CLUB
Odometer: 002400 MI Comm Type: MAIL
Analyst Name: Analyst: SYSTEM
Action Date: 05/07/2010 Action Time: 10.32.21.111 Action Data: No

Comments DISPATCH COMPLETE

Ford Confidential

130/2010
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VIN: 3FAHPOHATA) Year: 2010 Model: FUSION Case: 5461
Name Owner Status: Original WSD: 2010-02-

Symptom Desc: INDICATOR CHECK ENGINE Primary Phone:

Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 2000 M| Comm Type: PHONE

Analyst Name: ARAGON (AARAGONZ) ANTHONY Analyst: AARAGONZ

Action Date: 04/20/2010 Action Time: 12.39.36.088 Action Data: No

Comments CUSTOMER SAID: —-SPANISH CALL---1. CHECK ENGINE LIGHT CAME ON-TOOK VEH TO DLRSHP
(LLOVIO FORD) ON TUESDAY-DLRSHP SAID THAT THEY KEPT FINDING OTHER PROBLEMS AND KEPT FIXING
CUST GOT VEH BACK FROM LLOVIO FORD BUT WAS STILL HAVING PROBLEMS AND LLOVIO SAID TO TAKE IT TQ
GALPIN FORD WHERE SHE BOUGHT IT-VEH HAS BEEN AT GALPIN FORD BUT HAS NOT HEARD ANYTHING FROM
THEM==SEEKING REPLACEMENT VEH, AND LOANER VEHDEALER SAID: GALPIN FORD FORD CODE: 71AL
DEALER PROFILE 15505 ROSCOE BOULEVARDNORTH HILLS, CA 91343 TEL:(B18) 787-3800CRC ADVISED: PLEASE
ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY
ADDRESSED.-THAT F/U IS SET FOR TODAY BY COB-TO WAIT FOR CALL THAT REGIONAL REP HAS BEEN
LOOKING INTO CASE AND WQULD BE ABLE TO FURTHER ASSIT HER WITH THE PROBLEMS SHES HAVING

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer Origin Desc: US CONCERN CASE BASE
Odometer; 2000 MI Comm Type: PHONE

Analyst Name: WAYMIRE (JWAYMIRE),JESSICA Analyst: JWAYMIRE

Action Date: 04/22/2010 Action Time: 15.53.04.398 Action Data: No

Comments CUSTOMER SAID: //SPANISH CUST//-CUST MISSED MELISSA'S CALL-CUST SEEKING TO SPEAK WITH
HER DIRECTLY REGARDING RESOLUTION DEALER SAID: GALPIN FORDCRC ADVISED: PLEASE ALLOW THE
REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT YQOUR ISSUE MAY BE PROPERLY ADDRESSED."AS
PER HISTORICAL™REP WILL F/U WITH CUST TUES, 4/27

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 2000 M| Comm Type: PHONE

Analyst Name: BARNES (DBARN102) DEYESHA Analyst: DBARN102

Action Date: 04/23/2010 Action Time: 13.23.52.265 Action Data: No

Comments CUSTOMER SAID; ***SPANISH CALL"*-CUST SEEKING TO SPEAK TO MELISSA CRUZ CCST-SHE ASKED
ME TO CALL HER BACK SO WE ARE RETURNING HER CALLDEALER SAID: -NONECRC ADVISED: PLEASE ALLOW
THE REQUESTED TIME FOR THE FOLLOW UP TC OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY

ADDRESSED -ADVISED CUST OF CCST FOLLOW UP FOR 4727

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 2300 MI Comm Type: PHONE

Analyst Name: BARNES (DBARN102), DEYESHA Analyst: DBARN102

Action Date: 05/06/2010 Action Time: 13.26.50 760 Action Data: No

Comments CUSTOMER SAID; ***SPANISH CALL***-CUST CALLING TC SPEAK TO MELISSA CRUZ-CUST HAS
RECEIVED A CALL BACK FROM HER-CHECK ENGINE LIGHT CAME ON AGAIN-CUST SEEKING TO KNOW HOW SHE

11/30/2010
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CAN GET A HOLD OF SOMEONE TO HELP HERDEALER SAID; -GALPIN FORD15505 ROSCOE BOULEVARDMORTH
HILLS, CA 91343TEL:(818) 787-3800CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP
TO OCCUR SO THAT YOUR [SSUE MAY BE PROPERLY ADDRESSED.-ADVISED CUST OF FOLLOW UP FOR TODAY
5/6/10 BY 5 PM PST

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 2300 MI Comm Type: PHONE

Analyst Name: WAYMIRE (JWAYMIRE),JESSICA Analyst: JWAYMIRE

Action Date: 05/06/2010 Action Time: 14.11.08.737 Action Data: No

Caller Information If Different From Vehicle Owner:
First Name Middle Initial Last Name  Day Phone Relationship
JUILIANA TENORIO 3239727941 FAMILY

Comments CUSTOMER SAID: *SEE HISTORICALS*-CHECK ENGINE LIGHT CAME ON-CUST SEEKING BUYBACK-
CUST SEEKING TC SPEAK WITH CCST REP.DEALER SAID: -GALPIN FORD15505 ROSCOE BOULEVARDNORTH
HILLS, CA 91343TEL.(818) 787-3800CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP
TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.FU SCHEDULED FOR TODAY

Ford Confidential

11/30/2010
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VIN: 3FAHPOHAT A Year: 2010 Maodel: FUSION Case: 546181
Name: Owner Status: Qriginal WSD; 2010-02-09

Symptom Desc: TRANSFER CASE FUNCTION JERKS/SURGES Primary Phone:
Reason Desc: CLP - IN - BUYBACK - MULTIPLE REPAIRS Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED

Customer Contact: 05/05/2010

Action: TIER [ ESCALATION - BUYBACK

Dealer: 05536 GALPIN FORD Origin Desc: US CONCERN CASE BASE
Odometer: 2300 MI Comm Type: PHONE

Analyst Name: IRIZARRY, OTTO Analyst: OIRIZAR1

Action Date: 05/05/2010 Action Time: 18.17.32.060 Action Data: No

Comments CUSTOMER SAID: -CUST SEEKS BUYBACK SINCE VEH CANNOT BE REPAIRED PROPERLY: CUST
GOT HER VEH BACK FROM THE DLR AND THE CONCERN STILL PERSISTS. CUST HAS HAD THE VEH REPAIRED
AT MULTIPLE DLRS - THREE TIMES - AND STILL THERE IS NO RESOLUTION TO THE VEH CONCERN. THE C
ENGINE LIGHT IS ON. VEHICLE LERCHES WHEN TAKING OFF. VIBRATION IN ENGINE, CUST HAS VEH.DEALER
SAID: -GALPIN FORD15505 ROSCOE BOULEVARDNORTH HILLS, CA 91343TEL:(818) 787-3800CRC ADVISED !
CUSTOMER IS REQUESTING A BUYBACKI HAVE DOCUMENTED YOUR CONCERNS AND AM SENDING YOUR
INFORMATION TO CUR CUSTOMER CARE SOLUTIONS TEAM. YOU WILL BE CONTACTED BY A SPECIALIST Tt
DISCUSS YOUR ISSUE WITHIN 2 BUSINESS DAYS. THIS DOES NOT GUARANTEE THAT FORD WILL BUYBACK
YOUR VEHICLE. FORD'S COMMITMENT IS TO HONOR THE NEW VEHICLE LIMITED WARRANTY.

Action: DUPLICATE CASE

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SCLUTIONS TEAM
Odometer: 2300 M Comm Type: OTHER

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 05/06/2010 Action Time: 13.32. 20.623 Action Data: No

Comments CCS CURRENTLY WORKING WITH CUST AND HAS F/U SCHEDULED ON ANOTHER REGION CA:E -
CLOSING DUP

Ford Confidential

11/30/2010
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Customer Data Link - CuDL Page 1 of 3

All Action Details for 1Ssue

VIN: 3FAHPOHATAR Year: 2010 Madel: FUSION Case: 5461
Name Owner Status: Original WSD: 2010-02-09

Symptom Desc: INDICATOR CHECK ENGINE Primary Phone:
Reason Desc: CLP - IN - BUYBACK - PARTS DELAY Secandary Phone:
Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact: 04/19/2010

Action: TIER || ESCALATION - BUYBACK

Dealer: 00002 CENTRAL FORD Origin Desc: US CONCERN CASE BASE
Odometer: 2065 M| Comm Type: PHONE

Analyst Name: DEL RIO (MDELRIOB) MILAGRO  Analyst: MDELRIOB

Action Date: 04/16/2010 Action Time: 13.40.35.764 Action Data: No

Caller Information If Different From Vehicle Owner:
First Name Middle In LastName  DayPhone  Relalionship
SIOMARA TENORIO 3229471078 FAMILY

Comments CUSTOMER SAID: -SPANISH SPEAKER-SEE HISTORICAL ON 4/16/10-VEH STALLED ON CUST TWICE
WHEN SHE WAS DEACCELERATING-CHECK ENGINE LIGHT CAME ON-CUST IS FRUSTRATED THAT THE VEH
ONLY A COUPLE OF MONTHS OLD AND THE VEH IS OUT ALREADY-SHE HAS BEEN UNABLE TO DRIVE IT IN TW
DAYS-CUST IS SEEKING A BUYBACK OR TO EXCHANGE THE VEH SINCE ITS ALREADY NEEDING TO BE
REPAIRED, CUST IS SEEKING TO HAVE CONFIDENCE RESTORED IN THE VEHDEALER SAID; LLOVIO FORD
INC.5645 FIRESTCONE BLVD.SOUTH GATE CA 90280(562) 927-788BCRC ADVISED: NOTE: CUSTOMER IS
REQUESTING A BUYBACKI HAVE DOCUMENTED YOUR CONCERNS AND AM SENDING YOUR INFORMAT
OUR CUSTOMER CARE SOLUTIONS TEAM. YOU WILL BE CONTACTED BY A SPECIALIST TO DISCUSS YOUR ISSUE
WITHIN 2 BUSINESS DAYS. THIS DOES NOT GUARANTEE THAT FORD WILL BUYBACK YOUR VEHICLE. FORD'S
COMMITMENT IS TO HONOR THE NEW VEHICLE LIMITED WARRANTY.

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00002 CENTRAL FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 M Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 04/19/2010 Action Time: 135105611 Aclion Data: Yes

Comments CCS MELISSA, X 7424 - CASE REVIEW: 2 VEHS ON FILE, LTV SCORE OF 93 - NO TECH HOTLINE
INVOLVEMENT - NO ESP ON FILE; ACTIVE MAINT PLAN - PER AWS, NO REPAIR HISTORY - OBC TO DLR @ 562-927-
7888 - WAS ADVISED PSD DEANA NO LONGER EMPLOYED - SPOKE TO ASST SRV MGR RAY - STATES VEH WAS
ONLY AT DLR FOR 2 DAYS - CUST TOOK BACK TO GALPIN FORD (P&A 05536); THEIR SELLING DLR *** OBC TO
cusT 2 B - F-RSON YOU HAVE CALLED IS UNAVAILABLE RIGHT NOW; PLEASE
TRY YOUR CALL LATER (AUTOMATED MSG) - WILL F/U WITH CUST TUES, 4/20

Data Element Name Data Value
DATE QOF FOLLOW UP: 04-20-2010
TIME OF FOLLOW UP (HH:MM): 20:00

Action: TRANSFER ISSUE

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 M| Comm Type: PHONE
Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54
Action Date: 04/20/2010 Action Time: 17.54.47.321 Action Data: No
11/30/2010
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Customer Data Link - CuDL Page 2 of 3

Comments TRANSFERRING TO DLRSHP WHERE VEH 1S LOCATED

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 Ml Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 04/20/2010 Action Time: 17.58.44.467 Action Data: Yes

Caller information If Different From Vehicle Owner:
First Name Middle Initial LastName  Day Phone zm_m,_c:%_v
SIOMARA TENCRIO 3232168130 FAMILY

comments 08C TO cusT |GG /. ||GHTER) - PERSON YOU HAVE CALLED |5

UNAVAILABLE RIGHT NOW. PLEASE TRY YOUR GALL LATER (AUTOMATED MSG ™ 2N ATTEMPT) *** 0BC T0
cusT [ D/ \/GHTER) - WAS ABLE TO REACH - STATES VEH IS CURRENTLY AT
GALPIN FORD - STATES VEH NEEDS A PART AND DLR CANNOT TELL HER WHEN IT'LL ARRIVE - CUST WANTS TO
REFLACE VEH - HAS BEEN WORKING WITH NICK OR NATE IN SRY - ADV CUST | WILL HAVE TO REVIEW HER
REQUEST - ADV | WILL CONTACT DLRSHP AND WILL F/U WITH HER THURS, 4/22

Data Element Name Data Value

DATE OF FOLLOW UP: o.u 22-2010
TIME CF FOLLOW UP (HH:MM) 20:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITICNAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 04/22/2010 Action Time: 12.46 30.552 Action Data: Yes

Comments OBC TO DLR @ 818-893-9494 - /M OUT OF STATE IN A MEETING - ASST S/M NOT AVAILABLE - LM
WITH MY CONTACT INFC REQUESTING AN UPDATE ON cAsE **** o8¢ T0 cusT @ [
. 0/UGHTER) - PERSON THAT ANSWERED ADVISED CUST NOT AVAILABLE - REP WILL FIU WITH CUST
TUES. 4127

Data Element Name Data Value
DATE OF FOLLOW UP: 04-27-2010
TIME OF FOLLOW UP (HH:MM) 20:00

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05536 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: 04/22/2010 Action Time: 17.51.10.319 Action Data: No

Caller Information If Different From Vehicle Owner;
First Name Middle Initial LastName  DayPhone  Relationship
SIOMARA TENORIO 3239727941 FAMILY

comments REC'D 18C FROM | - C /ST LEAVING TO TIJUANA TOMORROW
MORNING; NEEDS VEH - ADV CUST | WILL CONTACT DLRSHP **** OBC TO DLR @ 818-893-9494 - SPOKE T0 SRV

N 2012010
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Customer Data Link - CuDL Page 3 of 3

RECEPTIONIST LUCIA - TRANSFERRED ME TO NICK, SIA; WASN'T AVAILABLE - SPOKE TO LUCIA AGAIN WHO
ADVISED BOTH S/M AND S/A NICK NOT AVAILABLE AT THE MOMENT - ADVISED RECEPTIONIST THAT CUST
NEEDS VEH TOMORROW AS SHE 1S GOING ouT oF STATE ** oBC TO | - ' /<
ABLE TO REACH - ADV CUST | COULD NOT GET ANYONE IN SRV BUT LEFT A MESSAGE WITH THE SRV
RECEPTIONIST, LUCIA, ADVISING SHE NEEDS VEH BY TOMORROW AS SHE NEEDS TO GO OUT OF TOWN

Action: CONCERN ADDRESSED

Dealer: 05636 GALPIN FORD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 2065 M| Comm Type: PHONE

Analyst Name: CRUZ , MELISSA  Analyst: MCRUZ54

Action Date: (04/27/2010 Action Time: 14.30.38.049 Action Data: Yes

Comments 08¢ To [ - F=r 50N THAT ANSWERED wAS [

STATES SHE HAS VEH BACK AND ITS REPAIRED - ADVISED HER TO CONTACT ME SHOULD SHE HAVE ANY
FURTHER QUESTIONS OR CONCERNS - NO FURTHER ACTION REQUIRED

Data Element Name Data Value
CUSTOMER'S LTV SCORE

PARTS ESCALATION USED? (YIN)

TECH ASSIST (FSE INVOLVED) USED? (Y/N)
TECH HOTLINE CONSULTED? (YIN)

ESP USED? (YIN)

SCP USED? (YIN)

X-PLAN USED? (Y/N)

CLP FINANCIAL ASSIST PROVIDED? (Y/N)
~ESTIMATED REPAIR COST(@WARR RATES) ($)
~CUSTOMER'S SHARE OF REFAIR COST (§)
~-DEALER'S SHARE OF REPAIR COST-P18 (8)
~DEALER'S SHARE OF REPAIR COST-OTHER($)
~FORDS'S SHARE OF REPAIR COST-P11 (3)
CLP FINANCIAL ASSIST DENIED? (YIN) N
NONE OF THE ABQOVE (Y/N) Y

ZZZ2ZZZ2Z28

Ford Confidential

N, | 1/30/2010
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Customer Data Link - CuDL Page 1 of 1

N ACHon Detiils 1or 155

VIN: 3FAHPOHA7A Vear: 2010 Model: FUSION  Case: 54618
Name: Owner Status: Original WSD:; 2010-02-0

Symptom Desc: STALLS/QUITS CRUISE Primary Phone:

Reason Desc: CRC RELATED - FIM CSR FOLLOWING CONTACT Secondary Phone

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action; CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 2000 MI Comm Type: PHONE

Analyst Name: LOPEZ (SLOPEZ63),SHAKYRA  Analyst: SLOPEZ63

Action Date: 04/22/2010 Action Time: 17.37.45.468 Action Data: No

Comments CUSTOMER SAID: ******SPANISH CALL"*****1, VEH STALLED OUT AND MAKING A NOISE2. HESITATION
AT SHIFTING-VEH AT DLRSHP CURRENTLY-DLRSHP IS NOT TELLING CUST WHEN THEY ARE GOING TO RELEASE
THE VEH TO THE CUST-CUST SPOKE WITH S/A NICK-CUST SPOKE ALSO WITH CCST MELISSA CRUZ-CUST
SEEKING TO SPEAK WITH MELISSADEALER SAID: -GALPIN FORD15505 ROSCOE BOULEVARDNORTH HILLS
91343TEL.(818) 787-3800CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR
SC THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-DID NOT ADVISED OF ABOVE-TRANSFERRED CUST TO
CC8 MELISSA

Ford Confidenlial

A . ! 13072010
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Customer Data Link - CuDL Page 1.of 1

All Action

VIN: JFAHPOHATAR] Year: 2010 Model: FUSION  Case: 546
Name Owner Status: Original WSD: 2010-02-09

Symptom Desc: INDICATOR CHECK ENGINE Primary Phone:

Reasaon Desc: WARRANTY - REPAIR MUST BE PERFORMED AT F/LM Secondary Phone:

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action; PROVIDE INFORMATION ACCORDING TO PHRASEOLOGY

Dealer: 00002 CENTRAL FORD Origin Desc: US CONCERN CASE BASE
Odometer: 2065 M Comm Type: PHONE

Analyst Name: WAYMIRE (JWAYMIRE) JESSICA Analyst: JNAYMIRE

Action Date: 04/14/2010 Action Time: 15.10,17.377 Action Data: No

Caller Information If Different From Vehicle Owner:

E Middle Initial

Comments CUSTOMER SAID: //SPANISH CUST/-CHECK ENGINE LIGHT CAME ON-VEH WOULD HESITATE ANI
VIBRATE-VEH |S AT DLR NOW-CUST IS FRUSTRATED THAT SHE IS EXPERIENCING PROBLEMS WITH NEWLY
PURCHASED VEH-CUST SEEING TO HAVE CONCERN DOCUMENTED.DEALER SAID: LLOVIO FORD INC 5645
FIRESTONE BLVD.SOUTH GATE CA 90280(562) 827-7888CRC ADVISED: WE RECOMMEND THAT YOUR VEHICLE BE
INSPECTED BY A FORD/LINCOLN/MERCURY DEALERSHIP TO DETERMINE THE CAUSE OF ANY SYMPTOMS YCUR
VEHICLE MAY BE EXPERIENCING. IF THERE IS NO COVERAGE UNDER APPLICABLE WARRANTIES, REC
REPAIRS AND SERVICES WOULD BE YOUR RESPONSIBILITY, YOUR NEXT STEP IS TO MAKE AN
APPOINTMENT WITH YOUR SERVICING DEALERSHIP TO HAVE YOUR VEHICLE DIAGNOSED -3/36 K BTB AND 5/80
POWERTRAIN WARRANTY

Ford Confidential

11/30/2010
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The Law Olfices of
William R. McGee

Bernardo Executive Center
16855 West Bernardo Drive, Su. 380, San Diego, CA 92127
(858)485-9140, Fax: (858)485-9961
E-mail: LemonAtty@aol.com

September 22, 2010

Ford Motor Company World Headquarters Rk
Office of the General Counsel

One American Road, Su. 400

Dearborn, MI 48126-2798

Re: I

2010 Ford Fusion

viN: 3FAHPOHAZAR

Dear Gentlemen:

Please be advised that this law firm has been retained by || EGcNzG to
enforce her legal rights regarding the purchase of the above identified vehicle. The
purpose of this letter is to set forth the facts of this case, cite the applicable law and
attempt to resolve this matter as quickly and efficiently as possible.

B - | derstandably excited and proud about her new 2010 Ford
Fusion, feeling that she had made a quality choice for her driving needs and enjoyment.
(A copy of the purchase contract will be provided for your reference.) || N
anticipation and excitement, however, have turned to disappointment and frusiration due
to a serious defect that has substantially impaired the vehicle to her. This is not what Ms.
I =5 promised nor bargained-for when she purchased her new 2010 Ford Fusion.

The subject vehicle has suffered from serious defects and nonconformities
to warranty, such that the vehicle has spent a cumulative total of more than 30+ days
in an authorized Ford dealership for warranty repairs during the initial 8 months and
less than 8,000 miles of original use, during which there have been three (3) separate
repair_attempts for engine stalling/hesitation. Copies of the warranty repair
documentation is enclosed for your review.

is not required to live with this problematic and unsafe vehicle.
Accordingly, is herein demanding her entitlement under the Song-Beverly
Consumer Warranty Act (the "Lemon Law"), California Civil Code sections 1720 et seq.,
which provides:

DP12-006 001862LC
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mber 22, 2010

If the manufacturer or its representative in this state is unable
to service or repair a new motor vehicle . . . to conform to the
applicable express warranties after a reasonable number of
attempts, the manufacturer shall either promptly replace the
new motor vehicle . . . or promptly make restitution to the buyer
.. . However, the buyer shall be free to elect restitution in lieu
of replacement.

(B) In the case of restitution, the manufacturer shall make
restitution in the amount equal to the actual price paid or
payable by the buyer, including any charges for transportation
and manufacturer installed options . . . and including any
collateral charges such as sales tax, license fees, registration
fees and other official fees, plus any incidental damages . . .
including but not limited to reasonable repairs, towing and
rental car costs actually incurred by the buyer.

Civ. Code § 1793.2(d)(2) (emphasis added).

The Lemon Law states that “a reasonable number of repair attempts” has been
exceeded If, during the first 18,000 miles of use or 18 months of ownership, either: there
have been four or more repair attempts for the same nonconformity; the vehicle has been
in the shop 30 days or more; or, two repair attempts for the same nonconformity which may
result in serious bodily injury or death. Our client's vehicle falls well within this standard.

The Lemon Law goes on to state:

(@)  Any buyer of consumer goods who is damaged by a
failure to comply with any obligation under this chapter or
under an implied or express warranty or service contract, may
bring an action for recovery of damages and other legal and
equitable relief. . . .

(c) If the buyer establishes that the failure to comply was
willful, the judgment may include, in addition to the amounts
recovered, a civil penalty which shall not exceed two times the
amount of actual damages. . . .

(d) If the buyer prevails in an action under this section, the
buyer shall be allowed by the court to recover as part of the
judgment a sum equal to the aggregate amount of costs and
expenses, including attorneys' fees, determined by the court to
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have been reasonably incurred by the buyer in connection with
the commencement and prosecution of such action.

Civ. Code §1794 (emphasis added).

In light of the facts of this case as applied to the Lemon Law, there is no doubt that
Ford Motor Company is obligated to make restitution to ||| | | JEEE for the "lemon”
which was sold to her. In light of the facts of this case where liability is clear, further denial
of your obligations under the Lemon Law can only be described as "willful," triggering the
civil penalty provision quoted above.

I - iing to litigate this matter, however, she would prefer to
resolve it short of filing a lawsuit. Furthermore, | believe itis also in Ford Motor Company's
best interests to settle this dispute rather than defending a lawsuit which it will ultimately
lose and face the concomitant penalties and expenses which that defense will necessarily
entail, including interest and legal fees.

At this time, || NN NEEEEE is i!ino to return the subject vehicle to Ford Motor
Company and settle this matter for a repurchase of the vehicle, including restitution in the
following amount:

Down payment (lessrebate) ................... $TBD
MODtHIOAVBRIS: L dira s otk stniods mfa abio Gt TBD
Lass usaOF TBEATIMBS . vrs sopsasi v s b valns thalen (TBD)
AROrASYS TOEE w v s i i mvs ot i wies a3 ' 2,500.00
SUBTOTAL: ;... :.- $TBD

In addition, it will be required that Ford Motor Company satisfy the outstanding
balance owing to the lien holder of the subject vehicle. Please give this demand the
serious consideration it deserves. If | do not hear from you by October 22, 2010, | shall
assume that Ford Motor Company is denying its obligations under the law and is |leaving

B i1 o choice but to initiate formal legal proceedings.
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Thank you for your prompt attention to this matter.

Very truly yours,

/\/ c_f\Z A Al
ILLIAM R, MEGEE"

Enclosures
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IS VALIDATED REGISTRATION CARD OR A FACSIMILE COPY IS TO BE KEPT WITH TH
THICLE FOR WHICH IT IS ISSUED., THIS REQUIREMENT DOES NOT APPLY WHEN THE
VEHICLE IS LEFT UNATTENDED. IT NEED NOT BE DISPLAYED. PRESENT IT TO ANY PE
OFFICER UFON DEMAND. IF YOU DO NOT RECEIVE A RENEWAL NOTICE, USE THIS FOI
TO PAY YOUR RENEWAL FEES OR NOTIFY THE DEPARTMENT OF MOTOR VEHICLES OF THE

PLANNED NON-OPERATIONAL STATUS (PNO) OF A STORED VEHICLE. RENEWAL FEES MUST

BE PAID OMN OR BEFORE THE REGISTRATION EXPTIRATION DATE OR PENALTIES WILL BE
DUE PURSUANT TO CALIFORNIA VEHICLE CODE SECTIONS 9552 - 9554.

EVIDENCE ' LIABILITY INSURANCE FROM YOUR INSURANCE COMPANY MUST BE PROVID
TO THE DEPARTMENT WITH THE PAYMENT OF RENEWAL FEES. EVIDENCE OF LIABILITY

INSURANCE IS NOT REQUIRED WITH REGISTRATION RENEWAL OF OFF-HIGHWAY VEHICLES

TRAILERS, VESSELS, OR IF YOU FILE A PNO ON THE VEHICLE.
WHEN WRITING TO DMV, ALWAYS GIVE YOUR FULL NAME, PRESENT ADDRESS, AND THE

VEHICLE MAKE, LICENSE, AND IDENTIFICATION NUMBERS.

A EZE T E R AR RS T DO NOT DETACH - REGISTERED OWNER INFORMATION AR XRA R R RANAF

MR

REGISTRATION CARD VALID FROM: 02/09/2010 TO: 02/10/2011

)

1

* &

SV L YR LST SOLD VL¥ CLASS TYPE VEH TY?PE LIC LICERSE x)
FOR 2010 2010 FV 110 11 [ ]
BARY TYPE WOOEL HE ¥o VEKICLE TD HUMBER
4D G RN 3ranpoHAT AR |GGG
TYPE VEMICLE USE BATE 1SSUED CC/ALCD PT FE2 RECVD PIC STICRER ISSUED
AUTOMOBILE 02/23/10 19 02/23/10 4 ]
REGISTERED OWHFR AMOUNT PAID

F S 378.00
OR AHOUNT DUR AMOUNT RECVD
$ 378.00 CASH :
CHER 3 378.00
HUNTINGTON PK CRDT :
ca [

LT ENROLDER
WACHOVIA DLR SVCS INC
PQ BX 997517

SACRAMENTO
CA 95899
A00 V36 2G 0037800 0024 CS AD0 022310 11 6LBR667
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11 Harpenlan wad Mapacitia Sanpam i 7 o
/ e :

Yo,

5645 Firesfone Bivd. = South Gate » California 90280-3701

(562) 527-7588

BAR-REG. ARD101590
EPA ¥ CALD0O139742

VO a a2 -

.................. FOR DFFICE USE -~

IACLARSER YASTE CHARGE | | All labor charges are fixed prices and bear no retaionship fo actual (iolrs of
e o, Mt onts | | bt meaieig. b4a oasges w | | 18bor performed, All referances herein or ciherwise, mdluding any af
ANY IMPLIED WABRANTY OF MERCHANTABILTY | | oder ko susist i m comibyrg wih | | labor rates or fial rate hours are lfor informatfion only to indicals fo the
A FITHESS FOR A PARTICULAR PURPOSE AND | | 15 EMR ieguaions Inowig m | | o, siomer the basis upon which the fixed were eslablished, b nelther | —
e traon T Aasimie Fon T Ay | | mzarous wetis mawmrale. This u:gﬂqaazﬂaﬂhgn.ﬁaﬂgmﬁﬁ urs of labor performend which may
UAGAITY 1N CONRECTION WITH RE SALE OF tlﬂﬁliﬁ]vﬂn.-ﬂu be more ar less than the indicated fla1 rale hows shall have any effect
THE PRATE. mpomae. whatsoever on the fixed prices so charged.

VEREBY ACKNUWLEDGE | ACKNOWLEDGE NOTICE AND
RECEIPT OF |MVCACE AND  APPRIOVAL OF AN INGAEASE |
SUBLECT VEHIGLE. ORIGINAL ESTIMATED PRICE X,

teimeesem e nmsame [WHEE 10 w--r=mmm—a=m i emsa s e IRIVER/MWNER INFORMATION -- IMVDICE: WETOSS
. BT, MOEL

TEGr 0792 AV1 Z37 FRANCD, TMWDICED: 04/16/2010 {7:20:51 MB 10 FUSIGN

- VEHICLE. INFORMATIOH -
Y

COWCERN 53 [CUST STATES VENICLE STALLS WHEN CONING TD A STOP CHEDK AMD REVISE
CALSE SEE L1NE 5t
COARECTIOR SEE LIME 821
FACTIRY TEDH: 120 - HENSLEY, CALVIN 59%: 1258
COMEC COCE & D24 .
REFAIR TYPE 0L VISIT ( CODES -

OPERATION  TETH HBRS 0N
U] 120 W0

P e e ——

CAUSE o ;
CORRECTION LOANER FOR FOKD, MERCLRY WARRANTY REPAIRS(

PEAT NEER PO} NOE  DESERIPTION
FIC RENTAL 192771 WCR-7798%
FACTORT  TEDH 199 - DEFMAT, TECH
LG ORE & /7Y

FEPAIR TYFE 01 VISIT { CODES -

DFEPATION  TECH HURS  MAOWT
161 192 02 7

oy SELL
1B

IF YOU HAVE AT QUESTIONS - PLERSE SEE EDUARIO FRANCO

PAYMENT DISTRIBUTION FOR INGOICE WGTOLL

FROE 2
LAST PeE =

T4
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ammamwaﬁaamzn..zonszau.npm_aﬁ .
ﬁmasﬁwmﬂqm.mmxﬁ‘su;.ﬁﬂ
OPEN MON.-FAL 7:00 AM TO 7:00 PM s

SATURDAY 8:00 AM TO 5:00 PM L ﬁ_m_m_, m .uO__H,_Z GALPIN
EPA % CAD 029353101
BAR # AC011208 - BAR # RCU11205 - BAR # AC246635 MERCURY"*

AR Number: - Invoice Number
cumier oo T | 522187
| PO Number: " | Prinled; DAIZ2/2010 5758 M
rore | A Namber, Gl 1
~ Phane il | Service Writer. 91497 - Dzle Opsned: 0</16/10
Af YearMake/Model 2010 Ford Fusion | Estimate Amount:  § | Date Natified:
|VIN. ~ 3FAHPOHA? i Terms & Conditions: ) ) | Date Delivered:
r License Number: . ) Type of Sale: § |
| Stock Number. 103564 Mileage In. 2086 Customer *
| Tag Numbsr. 218 Mileaga Oul: 2086 Signature i
™ S—
Hrs or| Ext Grand
_ T ay | Mt otal ol
_ 1. Customer Concern , |
u Customer States that the check engine light is on. CUSTOMER STATES THAT
{ VEHICLE SHUT OFF WHILE COMING TO A STOP.
| 1 - Cause/Action to Take
| CEL - performed recall
1 — Correclion/Action Taken i
performed recall 90401 0.00|
SubTotal Job # 1 Warranty
2. Customer Concern

Customer States vehicle towed in i
1 — Gause/Action fo Take
TOW - VEHICLE TOWED iN
_ 1 — Comection/Action Taken
| SUBLET

(=]
[=1
[=]

[,

SubTotal Job # 2

=S

DP12-006 001869LC



15505 Roscoe Blvdl,, North Hills, CA 91343
(81B) 778-2172 - Fax (016) 778-2164
OPEN MON.-FRI. 7:00 AM TO 7:00 PM

5

@

SATURDAY 8:00 Al TO 5:00 PM 2 GALPIN
EPA # CAD 023453134
e
BAR # AC011203 - BAR # RCO11208 - BAR # ___.hmamwum gmmncmﬁw
AR Number: ‘ Invoice Number !
Cuslomer Number: I fu 524944 _
Los Angeles, CA [N PO Number: Prinied: 0S/18/20106:13 PM T
| Phone Phone (W): Auth Number: Copy #
| Phane Phone Oth] Service Writer: 80471 Date Opened:  MAY 7 E
i qomq_suxﬂgcn&mmn_o Ford Fusion S T mm_.__um_m >=§=.__ « "y : . Dale zm__ﬁmn o
LN sranrona7 AN Terms & Gonditions: Dat Delrvered.
| License Number i 7 d Type of mm_m =y
ﬂ Stock Number. 103564 Mileage In: 2422 Customer
| Tag Number: 173 Mileage Out 2451 Signature _
| Descri \Hrs ar| Ext, Grand
; ptien Qry ; Ust Total Total

1. Customer Concern
VEHICLE TOWED [N**t+»erts*GEE RO 522187 TECH 80401"**"C/S
SERVICE ENGINE SOON LIGHT IS ON, VEHICLE WILL NOT SHIFT AND ALSQO i
STATES WILL SHUT OFF WHILE DRIVING - DOESNT GO IN REVERSE :
1 — Cause/Action to Take .
ccC '
1 ~ CorrectionvAction Taken
VERIFIED CONCERN PER CUSTOMER STATEMENT DIAGNOSED
TRANSMISSION IDS HOOKUP RETRIEVED CODE P2783
PINPOINTED TO TORQUE CONVERTOR OVERHEATING
CONTACTED HOTLINE WAS ADVISED TO REPLACE TORQUE
CONVERTOR AND AIRCHECK PORTS FOR REVERSE CONCERN
TESTED OKAY TEAR DOWN TRANSMISSION TO INSFETT AND
i CLEAN INTERNALLY REASSEMBLED TRANSMISSION REPLACED
i SOLENOID BODY AND TORQUE CONVERTOR CHECKED OKAY
AFTER REPAIR SOLENOID BODY NOT WORKING PROPERLY

90401

2 — Correclion/Action Taken

3 — Carrecilon/Action Taken
4 — Correction/Action Taken
5 -- Comection/Action Taken
6 — ComeclionfAction Taken

| 7-Comection/Action Taken

(=]
[=]

(=]
o
oz

|

DP12-006 001870LC



OPEN MON.-FRL. 7:00 AM TO 7:00 PM

15504 Roscoe Bivd,, North Hills, CA 91343 I
(018) 778.2172 - Fax (818) 778.2164

L

C

SATURDAY 8:00 AM TO 5:00 PM GALPIN GALPIN
EPA #CAD 829453131 LIN OGLN o
BAR # AC011208 - BAR # RCD11208 - BAR # AC246635 _<_ mmncm 2
e Eml.ﬂ:.amn g = 3 Invoice Number
{ Los Angeles, CA IR PO Number; ! | Prinied: 08/1BR20TD 6 T3PM |
: Auth Number: Copy # 1 |
Prone Phone (W) Cellfi Ll o e R . me ;
VF“HIIl one (W) ._mmano,z.in 50471 | DawOpened: MAY 710
YearMakefMadsl. 2010 Ford Fusion Eslimate Amount.  § N . Dsta Nofffied:
VIN: 3FAHPOHA7 i Terms & Canditions: ) Date Delivered:
Comau.m ,z:..nam: - Type of Sale: |
Stock Number: 103564 Mileage In: 2422 Customer I
Tag Number: 173 Wileage Out: 2461 Signature % .
_, Description H=or - ._.ntJ. aﬂﬂ !
| Part Humber Failed Description |
AL8Z7G391A SOLENOID ASY 1 .W
9LBZTA100C CONTROL - ASY 1
9L8ZTGO04A COVER 1 V
SL8ZT902D CONVERTER ASY 1
| XTi0QLV ADDITIVE - OIL - FRICTION MODI 110
Sub Total Parts \ Warmanl
SubTctal Job # 1 ' : . Warranty *
2. Customer Concern . |
Customer Statas PERFORM RECALL 10C11 - FRONT SEAT MANUAL
RECLINER REPLACEMENT
1 — Cause/iction ta Take
cc |
1 — Correclion/Action Taken _
PERFORM RECALL 10C11 50299 0.00
Part Numbaer Failed Description :
AE5Z5460014BC BACK ASY- BEAT 1 r
AES5Z5460006AC BACK ASY SEAF e
_ Sub Tota! Parts Warranty
SubTotal Job # 2 i Warranty| _
1
|

DP12-006 001871LC



CENTRALEZZ>

EXPERIENCE THE DIFFERENCE
5645 Firestone Blvd - South Gate, CA 90280-3701

(562) 927-7888

BaR # ARD 00201765+ EPA # CL K905243%

CIECLLNT OF KARAANTES %ﬁgg Al labor chdrges En?ﬂ,?ﬂ&ga&nﬁ:ﬁﬁgmgm
T SRLER T DIICLAE ML e s e oalD | | abor vn;u!ma.a_udrxﬁ or oinemwiss, ncluding any posting
T T, WARRATY £ VG mﬂns.un.n: o | | izbor Tates oF fat mie are 5&%8@3%&3?
©F FITHESS FOM & IMRRGULIN T l&! o | | customer the hasis upon whichthe fixed prices were it nefine
R e T o | | | | B B e o T kv Lo
- swon more or any
rn_nk:..-.wil BOECTICH WOH THE BALE OF lu.rllil n_"ﬂ whalsoever on the fixed prices so chaiged, 4 x

\ , 2

ARPROVAL OF NN INCREASE 1N
OAIGINAL ESTWATED PRICE X.

e AT TR ¥
M 123 1 2
o
5% Skl 3 1
Fre
- 8T
& s s A e :
= STAIE Gpe 0§ G2 4 TR e
¥ e
=
35
R
ok N
8t WL
Mﬂ‘ﬂ
Pas

i



10/15/2010 07:10 FAX 818 778 2184 FORD SERVICE ooy

T

o ] ® &= ]
IV VOLWO LINGOLUN MERCURY ITSZDS  SATUM

il ]

PROM THE DESK OF KEVIN BARTHEL
TG: WANNETTA FPERKINS-HILL FROM: KEVYN BARTHEL
COMPANY: FORD DATE: 10/18/10
FAX NUMBER: (566) 934 5842 TOTAL NO. OF PAGEF INCLUDINC COVER:

14
—

PHONE NUMBER: (313) 322-4722 SENDER‘S FAX NUMBER:

(g18) 778-2164

== [ :o:c susroy AR SENDER’S NUMBER:
(818) 778-2128

LJ vreswr x ror review L] prease comwent [ prease repry [J prease recyirs

NOTES/COMMENTS: 7 + 12 = 19 DAYS DOWN

15505 ROSCOE BLVD.
NORTH HILLS, CALIFORNIA
51343

DP12-006 001873LC



10/15/2010 07:10 FAX 818 778 2164 FORD SERVICE

Galpin Motors Inc
15505 Roscoe Blvd

North Hills CA 81343

@ooz

Accounting Invoice

(B18) Y87-3800 v 1
,w AR Numbar: por wolce Numbar
Customer Number: 1..|||\\_ 522187
Los Angeles, CA | PO Number,
Phone (+): Auth Number: | Prel: os/0w2010 1103 AM |
i Phone (w): (N Service Wilter 91487 | Copys 3
_nm.: W:o:m“E Estimate Amount:  § ) Icm_al Jm:mn ,Du_._m:o
(el A P Terms & Condhions; | Dale Mofiies: 04123010
YearMake/Modal; 2010 Ford Fusion Type of Sale: " Duta £ lviired:
v AFAHPOHA7 i | customer
| License Number: . Signature
| Stock Number: 103564 [ Mileage In: 2086
| A@u Number: 218 | Mileage Out.
mmm or 8T 17 EXT! mmﬂm
DESGRIPTION GOS1 ||y qu_ﬁ | TOTAL|  TOTAL
| 1. Customer statermnent of problem Date Job >nn4n" 04/18/10 6332 P
W/ - Customer States that the check engine _EZ Is on. CUSTOMER STATES
THAT VEHICLE SHUT OFF WHILE COMING TO A STOP.
1~ Cause / Action to Take
L 18E
| 1 - Comreciion / Action Taken
FOUND TCM STRATEGY OUTDATED. UPDATED AND LOADED NEW [ 209.80
SOFTWRE INTO TCM. TEST DROVE VEHICLE FOR 40 MILES AND FILLED | |
WITH FUEL FOR CUSTOMER. NO PROBLEMS FOUND AT THIS TIME (TSB _ !
10-B-15)
Warranty (D Tech lop Act Hr |
9623 9040 Mario Chicas 1 000 ._ﬁ.__.m_ o,ua“ 95 13 29.80
1 |
SubTotal Job # 1 | ! .oy | 29.80
3 lop Ford Op Code cDC Con/Defect AC1 ACZ RDI ONP FLH OLI | «U )2 G
1 10B1SB 0.30 0.00 xla Mﬁé
m 2, Customer statement of problem Date Joh Added: 04/1 r:c 6:32 PM
i €/ Customer States vehicle towed in 7
! 1 -- Cause / Action fo Take |
VEHICLE TOWED IN f
1 - Correcticn / Action Taken {
i SUBLET i 0.00
i SubTotal Job # 2 ” 0.00
u Paymant Notes
I “Cost” T Accounting | Proposed | e
| Acct Acct Description Amount Processed ba._cm_ae..ﬂ Conrol Descripl
11400 Rec WAP Claims !
57200 . . " 'Sls-Srv LbriWe SHC 3
67200 Cst-Sry Lbr WAP G [
14400 Inv-Labo I Process :

DP12-006 001874LC



10/15/2010 07:10 FAX 818 778 2184 FORD SERVICE

ldioag
Galpin Motors Inc
15505 Roscoe Blvd Accounting Invoice
North Hills GA 91343
(818) 787-3800 . 2
AR Number: = 0 rvolce Number
gy 50 NurE 522187
_v._ﬂ,_waw. M”.Wm ? | Auth Number: Printer: 05/042010 11:03 AM
Phone (W): (N | Serviea Wrter: 91497 Copy 4 3
Cell Prone: RS | Estimate Amount:  $ Date Jpened: 04116110
Emall Addr none [ Tesms & Gonditions: Date lofified:  D4/23/10 .
Year/MakafModel: 2010 Ford Fusion Type of Sale: Date Jefivered;
VIN: IFAHPOHAT A [ o
License z.:.._._m.m_._ . | Sighature
StockNumer; 103864 | Misageln: 2086 %
Tag Number: 218 Mileage Out: 2106
DESCRIPTION COST
| Intemal Service Cortract Warranty Customer Pay
[ i

DP12-006 001875LC



10/15/2010 07:11 FAX 818 778 2184 FORD SERVICE Boo4
i g i
@alpin Motors Inc
15505 Roscos Blud Accounting Invoice
North Hills CA 91343 Q
(818) 787-3800 5
ATR Number: I " Invoice Number
Customer Numbar:
7 2218
Los Angeles, CA PO Number: ] {llm.|.~|!|
Phone Auth Number: Privted: gﬂuﬂﬁo 12:44 PM
Service Writer; 91487 Copy # 2

Phone
Cell Phone [l

Email Addr nona

Estimate Amount:  §
Terms & Conditions:

Dams Opened:  04/16/10
Da= Nofified:  04/23/10

YearfMake/Model: 2010 Ford Fusion Type of Sak: Dar= Delivered:
4 VIN: sFaHPoHAT AR R
Licensa Number: b 4 Signature
Siock Number: 103584 | Mileage In: 2068
Tag Numbgr: 218 Mileage Out: 2106
= Ll -r ‘HARSOr LISTor '  EXT™ GRANI
o i 7 LN .@ 21, COST "aTy . LA&OR TOTAL: TOTA
1
intemal Service Contract Warranty Custorner Pay
Cost Descriptian ; Retail Cost. Description | Ratall Cost! Description : Retall Cost Desctiption Retai
0.00: Labor : 0,00 0.00' Labor ' 0.00 7.72' Labor 29.80 0,00 Labor 0.0/
0.00{ Parts ! 10.00 0.00f Parts ! 0.00 0.00[ Paris 0.00 0.00 Pars 0.0
0.00° Sublet 0.00 0.00/ Sublet : 0.00 0.00: Sublet 0.00 0.00 Sublet 0.0
| Freighi 0.00 | Freight | 0.00 | Freight 0.00
, Car Rental 0.00 CarRental 0.00 ! Car Rental 0.00 Freight 0.0
| Spec Tax 0.00  Deductible™" | 0.00 | Deductible | 0.00 Car Rental 0.01
Haziat 0.00 : Spec Tax 0.00 . Spe¢ Tax 0.00 Deductible 0.0
| Tax 0.00 |HazMat | 0.00 | Haz Mat 0,00 SpecTax | 0.0
Copay 0.00 Tax ; 0.00 SlsTax 0.00 Haz Mat 0.0
| Charge § 0.00 | Charge§ | 0.00 | Charge §° 0.00 Sis Tax 0.0
Misc a.00 Misc 0.00 Misc 0.00 Misc 0.0
Balance 0.00 Balance 0.00 Balance 20.80 Amt Due 0.0
Na Snsﬁu

DP12-006 001876LC



g1005

10/15/2010 07:11 FAX 818 7768 2164 FORD SERVICE
mm_u“ ﬂﬁoﬁ Inc
e i Accounting Invoice
(818) 787-3800 : "

I AR Number: H Invoica Number
customer Numoer: [N
oy L e

Los Angeles, CA [

Phons (H): Auth Number: Prirted: 04/23/2010 12:44 PM
Phone - Servica Wiiter 91497 Copy# 2

Cell Phone: mmssn..m >=ﬁ§_. 5 Dal» Opaned: 0411610

Emall Adds none Terms & Conditions: Date Nolified:  04123/10
YearfMakeModel: 2010 Ford Fusion 1‘, Type of Sale: “Date Deliverad:

VIN: _ 3raHPoHAT AR g Ciniaiger

Licensa Number: - N S Slgnuture
| Stock Number: 103564 Mileage In: 2066
 TagNumber, 248 | mMusage out: 2108
IoEscriPTioN | cosT | _.._Mm.‘w.q | EasoR ._.omum|m._..w“z>m

._.nnmsgn_minauom!ma cﬁnuocb&npn.gkm:a m.uuv.s
W/ - Customer States that the check engine light is on. CUSTOMER STATES : ! ;
THAT VEHICLE SHUT OFF WHILE COMING TO A STOP. !

1 — Cause / Action to Take

CGC

1 — Comection / Action Taken , :

_FOUND TCM STRATEGY OUTDATED. UPDATED AND LOADED zms__ , 29.80

SOFTWRE INTO TCM, TEST DROVE VEHICLE FOR 40 MILES AND FILLED

WITH FUEL FOR CUSTOMER. NO PROBLEMS FOUND AT THIS TIME (TSB

10-B-15)
Warranty ID Tech lop ActHr - :
9623 9040 Mario Chicas 1 0.00 7.72 030 9933 29.80
1
SubTotal Job # 1 29.80
lop Ford Op Cade CDC Con/Defect AG1 ACZ RDl ONP FLH oOU e
1 10B1S&B 0.30 0.00
2. Customer statement of problem Date Job Added: 04/16/10 6:32 PM
i C/ Customer States vehicle towed in : i i
1 Cause / Action to Take
VEHICLE TOWED IN
1 = Correction / Action Taken
SUBLET 0.00
SubTotal Job # 2 0.00
Paymant Notas ! ! i
Proposed Caost Accounting  Proposed :
Accl Acct Description Amount Amount Procassed  Adjustment Contral  ;  Controf Descrplion
57200 Sls-Srv Lbr W&P Clms -29.80 7.72 0.00 -20.80 822187 .
87200 Cst-5rv Lbr W&P Gims... 7.72 0.00 0.00 772 522187
14400 Inv-Labor In Process .72 0.00 0.00 772 522187

DP12-006 001877LC



10/15/2010 07;11 FAX 818 778 2164 FORD SERVICE @oos

16505 Roscos Bhal., North Hills, CA 91343
{818) 778-2472 - Fax (818) 778 2164
OPEN MON.-FRL 7:00 AM TO 7:00 PM 9
SATURDAY 8:00 AM TO 5:00 PM L _mh_x m_w.. _MV__.ZZ GALPIN
EPA #CAD 029453131
BAR # AC011208 - BAR # RC011206 - BAR 4 AC246635 g mmﬁc xﬁanm

AR Number: livoice Number
Custorser Nusmbor W 522187
PO Number: “Printed. 05/07/2010 6:53 AM _
,W.).H&:anwmu.. : o , Copy 3
Service Writer: 01497 "Date Guened: APR 1610
YearAdaksModel: 2010 Ford Fusion m e Esfimate Amount § | DateNaified; APR2310
VIN: uwb._._.-.,..ow_.r._‘ AR Terms & Conditions: Date Dalivared;
License Number: W el Type of Sale: e s
Stock Number. 103564 Mileage In: 2066 Customer
Tag Number: 218 . Milaage Out: 2108 \ Signature
Fre \
Description i IN@..U 2 , List ._.umlw“ i mﬂﬂ
| 1. Customer Concern ,
Customer States that tha check engine light is on. CUSTOMER STATES THAT
VEHICLE SHUT OFF WHILE COMING TO A STOP.
1 — Cause/Action (o Take ;
CEL-CC | !
1 — Comectior/Action Taken ( |
. FOUND TCM STRATEGY QUTDATED. UPDATED AND LOADED NEW 90401 i 0.00
SOFTWRE INTO TCM, TEST DROVE VEHICLE FOR 40 MILES AND :
FILLED WITH FUEL FOR CUSTOMER. NO PROBLEMS FOUND AT ] m
THIS TIME (TSB 10-B-15) I i
SubTotal Job # 1 ] : Warranty

2. Customer Concern
Customer States vehicle towed in
1 — Cause/Action to Take .
TOW - VEHICLE TOWED IN ! ] ; : |
1 = Cormrection/Action Taken | i
SUBLET i : 0.00!
SubTotal Job # 2

S S S A e L LV E B BT P

DP12-006 001878LC



10/15/2010 07:11 FAX 818 778 2164 FORD SERVICE

15505 Roscoe Bivd., North Hills, CA 81343
(818) 778-2172 - Fax (818) 778-2164

doot

Phone Phone

OPEN MON.-FRI. 7:00 AM TO 7:00 PM
SATURDAY B:00 AM TO 5:00 PM GALPIN GALPIN
EPA #CAD 029451131 LINCOLN oS
BAR #AC011208 - BAR % RC011208 - BAR f AC246635 MERCUR 3
ARNumber: ] Involce Number
[ Customer Nosier S 522187
Los Angeles, CA [N PO Number. - o | Printss: DENIVIZUTO 6IS3 AM -
“Auth z:...ﬁu.mn 1 Copv # 3

Service Writer: 81497

,Imm_..z._ui Amount.  §

Phone Phone
YearMakaMlodel: 2010 Ford Fusion

Date Opened: APR 1610

Dae Nofified:  APR 23 10

(ViN  3FAHPOHAT Al 4 __ [Yems&Condbons: | DaDeivered:
Liense Number | Typeof Sale:
Stock Number 103584 | Mileage In: 2066 Customer
Tag Number: 218 A Mileage Out: 2108 Signature
[Hs or! : Extt  Grand
Description T e Total.  Total
_ m
A !
|
i
|
; ! i
| I |
4, H,
GALPIN CHARGES FOR REPAIR LABOR ARE NOT BASED ON ACTUAL MECHANIC'S TIME SPENT ON THE Total Lasar 0.00
JOB, Rather, you ars given a menu price which will be quoted to you and authorized by you in advance of the ] Total Pats 0.00
prescribed repalr, If we discover that different or additional repairs are appropriate, you will be contacted for your i Total Suslet D. :
advance approval of a revised quotation. Our manu prices are computed intemally by multiplying our retail hourly ! -4 = 00 |
labor rate by a time factor allatted to the repalr. This time factor and our menu prices are based on our evaluation of | Misc. Chrgs 0.00,
the complexity of the work required, our costs for daing business, and, of course, our desire to remain competitive. | Car Renal 0.00
We believa our menu pricing is advantageous to our customers because your price for & prescribed repair remains Freight 0.00
g ast of how long the repair actuglly takes to be completed ; Deduciibie 0.00
SERVICE DERARTMENT HQURS: IF FOR ANY REASON, WE HAVE NOT MADE YOU | Special "ax 0.00
COMPLETELY SATISFIED, PLEASE ALLOW US THE | HazMat Chr 0.00
MONDAY - FRIDAY: 7:00 AM. TO 7:00 PM. OPPORTUNITY TO CORRECT THE SITUATION. ; Wi k.
SATURDAY: 800 AM. - 6:00 P.M, ! Sales Tex 0.00
OUR MANAGEMENT TEAM CAN BE REAGCHED AT (B18)778- |
RESERVATIONS:  (B18)778-2172 2172, . AMOUNT DUE 0 aa_
I
)

R

MRS ST |

DP12-006 001879LC



10/15/2010 07:11 FAX 818 778 2164 FORD SERVICE @oos

DATE ;- 5, | TME CUSTPAY | WARRANTY - [INTERNAL | {1 o ieorizg the werk ta be done along with the necasaary material,arg | FESERVATION #
iy - iac‘aia.is!%s%&uo::ras_ogs.i_.a—iis
—\\\\ﬁ\ b_N\“ y for the purpeas of iegting and/or z

= E.a Jdativery m&ﬁnssqinaoo:lugogi_oir]lL

All parts ara new uniess epeciad othanvise. 1| SELLING DEALER
| hava read and the i_e..;ua-_d .
ravarse 8ide of this document and have received 8 SORY.

side of this pontract. JATE BESV. MADE
] >2§3§Rﬂ.8ruﬁ.ﬂlsg§§i§? s = .
JroeRs ‘ handkng, mansgemant, ard dispossl of hazadous wasta (whed

. NOTICE:
o . sAvE SORAP EHLES NOT Floxen
JE WITH DAY
: @ ORIGINAL { X AFTER WORK IS
ESTIMATE COMPLETED WILL BE
WHARQED STORAGE AT A
. M . |MATE OF $15.00 PER DAY.
TEARDOWN ESTIMATE: siertas st wics i o 5
o [ ] ¥ sk kons. | - NOVEHOLES
ﬁm%m 3%% © 800 PM.
e | weekoays, |
- ... .~ REPAIR ORDER R e
E L . Cmm. Oz.m.ﬂ__'._.mw 2

DE FORTER ONDITIO D WARH Z4, ATE'S ERT

" 'INSTRUCTIONS ON WORK TO BE DONE' il R ERTER. .

NEHItre SlyT  OFF  WHile Wipne SToMive 'HOSES & BELTS
STALTE  RACE WP- K 15 SUBLFL

[R5 “SOTATE TIRES
e ] BODY LUBE

. e WHEEL BEARINGS
— Dt et LJUOINTS -
% i Ay SVC TRANS-AUTO
SVC TRANS-OTHER

SLECTRICAL TUNE-4
ELECTRICAL TUNE® |
ELECTRICAL TUNE-8
BATTERY SERVICE

BCOPE & ADUUST

BV & INSPECT BRAKES
IGE

N ym
/ e Pt * SERVICE

VG COOLING SYSTM.
YALVE

sessnoty @@ PRIOR BODY DAMAGE
15500 Roscoe Biva., Van Nuys, CAB1408 . 15506 Roscoe Bivy., North Hills, GA #1343 . =

T BIBS22-8674 : 818-893-9494
BAR sAL123401 - ZPA gg BAR sRCD11208 « EPA SCAD 029453131

SERVICE DEPT. Hours:
M-F: 7 a.m. 8.:u3 Sat: Ba.m.to 5 p.m.
dOocxncm._danM

EE ?__..l.vu_._ﬁlﬂ..! Sauaifnﬁsgiagncﬂnnﬁsc-a
Ty you in ac ol the p nepair. If we discover that diferent or additional
repairg arg you will be for your ad of a revised Our

manu prices any ly by miultiptyi EEEE&BFS»?BEEBS
o tha repeir. dﬁggaﬁgg!sagiv-n&gg evalystion of the complexdty of
tha wark requinad, our costs for doing buslngss, and, of cowrsa, our desire Lo remain competitiva.

Wa belleva our menu pricing is advaniageous o our customers bacauaa your prica for B prescribed
Tepalr remaing ha sama regardiess of how long the repalr actually takes 1o be completed.

SEE REVERSE SIDE FOR LIMITED WARRANTY. s L

DP12-006 001880LC



. 10/15/2010 07:12 FAX 818 778 2184 FORD SERVICE @oog

Gaipln Motord Inc WORK ORDER Page Number: 1

15505 Roscoe Blvd ¥ Fianchise Code:

North Hills, CA 91343 RO NUMBER: 522187 Tedlays Dot APR16 1
" Tag Number: 218 Tine Printed: 633PM

sl BAR #AC011209 RCO11208 ACD11208 AC246536 Cipy# 1

.
| heraby suthortze the work 1o be done along with the necessary material, and hereby  NOTICE: VEMICLES NOT PICKED UP WITHIN THREE DAYS 4FTER WORK IS
ﬂﬂn*ﬁn%gﬁgsg:&%igiﬁgiﬂ_ COMPLETED WILL BE CHARGED STORAGE AT A RATE

highweys or elsewhans for tha purpose of tesling and/or Inspection and pickup/delivery.  OF $15.00 PER DAY.

Subled to tarms and conditions on reverss alda of this contracl. T

A minimum fea of $2.00 Is charged Lo cover costs assoclated with the handling, ESTIMATE: | understand (hat my vahicla will b= reassambled within
management, arid dispasal of hazardous wasts (when appiicabls). days of the date shown abova If | chopss net to sutharize the sarvices
All parts &re new unless epecifiad otharwise All ofl sold In quarts, All anf Gold In d
gallons. Al frean sold In ounces.

| have read end understand the Infarmstion contained o the front and reverse sida of
this dacumant and have racelvad a copy

CUSTOMER Tina Recaived | Cust= 13234767 Servica Writer  Nicholas Wheele  Complatian Date
SiGNATUREX 631FM _,_i_namms Dataln . APR1B 10

Service  Nama FORD ESP Explres: - FEB913 Miesin 2,066 TERMS: [JCASH [JCHECH [] CREDIT CARD
Contret Number AR295617 Deduct: 0.00 Mies 0wt LOTIS PARTS: []savE [EIDISCARD

CUSTOMER INFORMATION VEHICLE INFORMATION Original Estmate; § 1.00
~— RUMGHZE By:
¢ License Numbe: - sz
] R ——

| Los Angeles, CA [ Mae: Ford In Bervica Dals ¥ &

Spouse ‘Model Fuslon Source Date: * ~ — Via: [ | Prioee:  Conlacted By:
\Prone (+) (EEEEEEEEEN  Phone (C) iColor Gray Engine Tme: Ll oty

prone () N TN Sispsn ABARCA ANDRERevised 7 Persdr C

L N 3FAHPOHAT ARSI <1 0w FES 910 nw T T

Larots = V T e -4 5 B i -
Comments

ceLL I ; Tirme: ey

3 . P~ 2
Vime Erupiid LABOR INSTRUCTIONS
1 mmmm.g?oos Teir | W/ Customer States that the check engine light is on. CUSTOMER STATES THAT
VEHICLE SHUT OFF WHILE COMING TO A STOP. < N\ﬂm M«u}a _
FAILLIRE CODE @
ACEAN

cAUSE: g Fefoymed — recal TOK /5=
| ] UADMTED  Term Sorriiec. (E5T Dlw< ¥ rees

IS A B s S T |
{CORRECTION : Are> mac Py L_

WBIS
v

| TIME 23

\bw\ml,\w

s T L oo 22 AT Mnnm AHpgD
o leld 5/714.5 aPR22
- : o

EMP

DP12-006 001881LC



12 FAX 818 778 2184

10/15/2010 07: FORD SERVICE

Gaipin Motors Inc |,
16508 Roscoe Blvd

" North Hills CA 91343
(818) 787-3800

[do1o

Accounting Invoice

ARMNumber.
Custormor e [N

Irvoice Number

PONumber - 524044
Auth Number: Printed: 05/18/2010 8:13 PM
. Service Writer 80471 Copy# 2 e
Cell Phone: (NN Estimate Amount:  § Dafe Opsned: MAY 7 10
| Email Addr none e bt AL - - e
: Tafe LCRlenes ¢ ' N T
YearMake/Model: 2010 Fard Fusian Type of Sale: Dt Defivered:
o
o A uW.P»@ﬂO*WPH .m—_I.||I g .I!L Customer
Lichnse Mmber e el | Signature
Stock Number: 103564 | Mileageln; 2422 W
Tag Number: Mileage Qut: 2461 L,

| DESCRIPTION

COST |

or| LIST&f | EXT]  GRAND

Qry

LABOR TOTAL

TOTAL|

1. Customer statement of problem Date Job Added:
W! -VEHICLE TOWED |N*#*wwhstwerSEE RO 522187 TECH 90401***C/S
SERVICE ENGINE SOON LIGHT IS ON, VEHICLE WILL NOT SHIFT AND ALSO
STATES WILL SHUT OFF WHILE DRIVING - DOESNT GO IN REVERSE

1 — Cause / Action to Take
ceC
1 - Comrection / Action Taken
_ VERIFIED CONCERN PER CUSTOMER STATEMENT DIAGNOSED
" TRANSMISSION IDS HOOKUP RETRIEVED CODE P2783 PINPOINTED TO
TORQUE CONVERTOR OVERHEATING CONTACTED HOTLINE WAS
ADVISED TO REPLACE TORQUE CONVERTOR AND AIRCHECK PORTS
FOR REVERSE CONCERN TESTED OKAY TEAR DOWN TRANSMISSION
TO INSPECT AND CLEAN INTERNALLY REASSEMBLED TRANSMISSION
REPLACED SOLENOID BODY AND TORQUE CONVERTOR CHECKED
OKAY AFTER REPAIR SOLENOID BODY NOT WORKING PROPERLY
Warranty ID Tech lep Act Hr
9623 9040 Mario Chicas 1 1230
1

3 -- Cormrection / Action Taken

4 — Correction / Action Taken

5 - Cotrection / Action Taken

6 — Correction / Action Taken

7 - Correction / Action Taken

lop Part Number Failed Description

* 316.60; 12.30;

05/07/10 6:55 AM

| 1221.88

99.3¢ 1221.88

[=} le}
=
1= = =3

].

[}
==
<

TD
=4
gl

f=
=
(=]

=
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10/15/2010 07:12 FAX 818 778 2184 FORD SERVICE @011

Galpin Motors Inc

15505 Roscoe Bivd ing Invoice
North Hills CA 91343 bﬂnoczﬂh Q
(818) 787-3800 2
AR Number: - = _ Invoica Number
ocﬂoan_.z:acnw I E P
S St 524944
e Auth Number: Printed’ 08/18/2010 6:13 PM

Date Opened: MAY7 10

ot s Estmale Amount 5 P

Email Addr none S aTas i R

_
phene (V- (N Servica Wriler; 30471 v nﬁz # q
_

Tems & nuanaasm Date Netifiad:
Year/MakeModel: 2010 Ford Fusion Type of el S R e PNty
<_.7_... A s umh—.:u.ecl).m'i Customer
Licanse Number: e N Signature
T T E——
TagNumber. 173 | Mileage Out: 2461 |
_ ~TARS or) LST of
DESCRIPTION | cost ["ary'| Chsor TotaLl  ToTAL
1 AL8Z7TG321A T SOLENOQID ASY _ Awm 46| 1 _moA 2¢ | B01.24/
1 BLBZTA100C CONTROL - ASY _ 177.20| 1 _m&m 0f | 248.08
1 SLBZ7GODAA COVER ' 1099 1 ! 15.3¢ 16.38!
1 8L8Z7902D CONVERTER ASY 1 275.88! 1 1386.2. | 386.23
1 XT10QLV ADDITIVE - QIL - FRICTION MODI 347( 10 4.8t 48.60;
Sub Total Parts | 897.00 , | 129954
| SubTotal Job#1 : | 2521.42
lop Ford Op Codé CDC Con/Defect AC1 AC2 RDI ONP FLH OU , |
1 7000F 1.50 0.0 | e it
2 7000F45 0.30 0.00 | i) \Q_ “,
| 3 7000A 5.70 0.00 i hu 7
_ 4 7000AX0Q 0.20 0.00 ; 1V..U
5 7000AZJ 0.30 0.00 m » ;
6 7000A2 4,10 0.00 : \FQ ; .
_ 7 7000A11 020 000 _
| 2. Customer statement o blem Date Joh anﬁ_ cm__n.:._ o m.um AM
W/ - Customer States PERFORM RECALL 10C11 - FRONT SEAT MANUAL f _ ) :
RECLINER REPLACEMENT i ! ) :
1 - Cause / Action to Take i i W
cc | _ ,
1 — Correction / Action Taken ! :
PERFORM RECALL 10C11 : : | | 268.22
? Warranty ID Tech fop ActHr | _ ! | _
mu 1914 wonm Dan Hale 1 270 | 6874 270, 99.24| 268, NJ |
lop Part Number Falled Description
1 AEBZ5460014BC BACK ASY- SEAT | 18000 1 | Nmm E 252 oo
1 AE5Z5460006AC BACK ASY SEAT ! 180.001 1 1252.0) Nmm.co_
504.00
SubTotal Job #2 | 772.22

m:u.ﬁoﬁm:um;m _ Ei
lop Ford Op Code CDC Con/Defect AG1 AC2 RDI ONP FLH OL| i i
' |

mub.:u

1 10C11D N 70 o o_u
- i S s S = ; | sy zAL IS EE
e T35\
Payment Notes | M 9‘ g
S Propoged Cosl”  Accounting  Proposed | ia _ gy
Acct Acct Description Amount Amount Procsssed Adjustment Control no:.__.o_ Desriplion
57200 Sis-Srv Lbr W&P Clms -1,480.10 38534 0.00 -1450.10 524944 1

_
LY
_ “

DP12-006 001883LC



10/1572010 07:12 FAX 818 778 2184 FORD SERVICE do12
Galpin Motors Inc
TER e P Accounting Invoice
North Hills CA 91343 Q ¢
(818) 787-3800 3
AR Number: I Irvoice: Number 4
Customer Number:
P e > | 4
Los Angeles, CA L — . DEAGAN
Auth Number. Printed am:a..uo_o 6i3PM
| Service Writer. 90471 ,_ 5 mn.ug |
Estimete Amount: § Date ozmannl MAY 7 5
Ernail Addr nong Terms & Conditions: , m!m Netified:
YearMake/Mogel: 2010 Ford Fusion ,muﬂ..n.mn.mmﬂﬂl " Dats Ds. et
o _ 3FAHPOHAT ARSI Custamer
License Number. i T Signatura
Stock Number. 103584 o Mileage In: 2422
Tag Number; i73 . Mileage Out: 2461
C ! [ARSor LISTor | EXT  GRAND|
DESCRIFTION I ] M m\ s | cost "oy {LABOR  TOTAL  TOTAL
Cst-Srv Lbr War wmns... / 385.34 0.00 0.00 38534 524944
Inv-Labor In Process =385.34 0.00 0.00 -385.24 524944
Sls-Prt Repalr WP Cims -1,803.54 128823 0.00  -1803.54 524944
Cst-Prt W&P Clms-Sve... 1,288.23 0.00 0.00 1288.23 524944 ¢ |
Inv-Parts Retall -1,108.23 0.00 0.00  -1108.23 524944
14200 loventory -WPD Pads -180.00 0.00 0.00 -180.00 524844 | | .
__ Intemal o B Sarvice Contract Warranty ’ ﬁzvcamanmx 7
Ooﬂ_ _uw.n.o‘._u__o: e nm\"uﬁ o Cost _unmnau:a: “ Retail Cosl: b‘mumuﬁ_.an J asn w‘m@_t} \lnom_ .um...u._un_oz Hovn mmﬁ__
" 0.00| Labor , 0.00 0.00! Labor ” 000, 38534/ Labor , 0.00! Lalor T0.00 |
~0.00/ Paris . T[ . "ne0: - 000 Parts ! 0.00  1,288.23| Parts A, 0.00|- Pats _ 0.00
coo_ m:ar% 1 0.00 0. o_ Sublet 0.00, 0.00 Sublet | 0.00) Suulet | 0.00
| Freignt .- 0.00! Freight . | 0.00] i Freight' . | iz sk ‘
i Car Rantsl ! 0.00 ! Car Rental | 0.00 : Car Rental , [ Freght 0.00
.| SpeaTax’ | 0.00: w5 _c&_._&a_m | 000, i Deductible. | | ca‘Rental | - .. 0.00
i HazMiat 0.00 i Spec Tax 0.00 : Spée Tax ! Dé luctible | 0.00
0.00; :;:H...E .. .00 j HazMat ' ] | SpaaTax . | . 0.00
0.00 | Tax 0.00" SleTax i HacMat | 0.00
‘0,00 ! {Charge $. 0.00!: i:Charge " | + | Ste Tak's.. _ ; 0.00
0.00 | Mise _ 0.00 | Misc [ Mpc i 0.00
0.00 Balance 0.00 Balance » o Ao Dug 0.00

w
_

DP12-006 001884LC



10/15/2010 07:13 FAX 818 778 2164

FORD SERVICE @013
Galpin Motors Inc WORK ORDER Fagn Number: 1
15505 Roscoe Bivd .+ Frarcijise Code:
North Hills, CA-91343 RO NUM 24944 Todeys Dita:  MAY 7 10
i Tag Number. 473 Tim= Printed: 6 55 AM
)
Sl g e BAR #AC011208 RC011208 AC011208 AC246635 Copy#t 1
I heveby authorize n._n work o Un nO:ﬂ lo.ﬁ with the necassary material. and hareby NOTICE: VEHICLES NOT PICKED UP WITHIN THREE DAYS Al TER WORK IS
grant your oﬂﬂaﬂaﬁﬁg to operate the vehicle hareln described on streats, COMPLETED WILL BE CHARGED STORAGE AT A RATE

highways 6r for the purpese of testing and/or inspestion and pickupidelivery.
Subject io 1ens and condiions on reverse side of this confract

A minimum fee of $2.00 |6 charged to cover cosls associalad with tha Randling,
management, and dispass| of hazardous waste (when %Eﬁg_e
_b__ianﬁi%%gg.’-o-sﬁ n quarts. All antifreeze so0id In
gallons. All freon £old in ouncas.

| have read and undarstand the information contained on the front and reverse side of
E_unan!ﬁa.azﬁg&ug

OF §15.00 PER DAY.

TEARDOWN ESTIMATE; | undorstand that my vehicie will be russembles within
______days of tha date shown sbove If | choose not ta suthorias the services
recammarnded.

= USTOMER y _ Tmerecstves | Cust = Service Writsr  Steve Walker .  Camplation Data
SIGNATUREA 5 54 AM Veh & 857538 Dala In MAY 7 10
|service Name FORD ESP Expires: FEBS13 Milealn 2422 TERMS: [JCASH [JCHECK [] CREDIT n>mo
_ Contract i mber AR295617 Daduct: 0.00 Miss Ot he PARTS: (1SAVE [X]DISGARI
CUSTOMER INFORMATION VEHICLE INFORMATION riginal Estimate:  $ 0.00 |
‘Year 2010 Ucense Number . Jumbrend By
Stock # 103564 Revised Estimate 1; Person Contagtad:
M_sn_ﬁ P in Service Daté §
|Madel Fusion Source Date: Via: |_| Phore Contacted By:
”Oo_o_. Gray Engine Tima: [ In Peron
, Sisosn ABARCA ANDREZEVISEd Eslimala ¢ Parson ( ontacied:
”<_z IFAHPOHAT i sLpat FEBB 10 g
P S N P T L 5 i i ites Via: [C] _u:o: = Contacted By:
(323) 562-2640 Time: [ZJ In Pessen
| P1: Pz

| Time Promised

LABOR INSTRUCTIONS

QPERATION CODE

1

001

-OFF WHILE DI

Gﬁ%ﬁ J&MQ\ \fexabie

HICLE TOWED |N**ertimegEE RO 522187 TECH 90401 *CJS SERVICE
NGINE SOON LIGHT IS ON, VEHICLE WILL NOT SHIFT AND ALSO STATES WILL SHUT
VING - DOESNT GO IN REVERSE

A

'if—f- Py YRY]

CAUSE D lagnosly Arevms'”

@ﬁmu Bon Boivked A2

Moa e \tvne
nbﬁg.n.kﬁy\ ; }:\ Crh‘PF fv oox.ww

,Q\Mn\wmm\ @mv ?Mfm«

Eimlengd body uct i Reoerly
TIME \_

>3

LS
3

57
s

T000%
FYs

A
Pt

AZT -3
AP o
All 5

ABNLEIA O 0wl JlLMn‘mL%‘
RS foozwh\;.w._ﬂ _mcmm
Jorque oUer

%%Dw_ MM ?/prqa il

OOﬂ ﬁmcmg .ﬁm\w T.,,p

CONGLYT «/;
ormPﬁ S...(

iS\r&MHO vy

e Convecir

Pa—5os

_,.u

x.r%or?

WARR, [wona S B Uhiar n | OF )
mm‘%mm d4 .ot Ay 2
w0y T3 1em2e
EMP, NO.

SES T
URES

SSURES

ESS

£EG CODES
LINE PR
STALL PRE
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10/15/2010 0T7:13 FAX 818 778 2164

Galpin Motors Inc

FORD SERVICE

WORK ORDER

o014

Page Number: 2

15505 Roscoe Bivd Framshise Code:
North Hills, CA 91343 RO ZqCﬂSWNW 524944 Todeys Date:  MAY 710
y ; ag Number. 173 Time Printed: € 55 AM
787-3800
fm BAR #AC011209 RC011208 AC011208 AC2468635 Cop'# 1
CUSTOMER INFORMATION VEHICLE INFORMATION Orginal Estimate;  $0.00
- : ——AuhGAzad BY:
H L Numbe w-dubaiasmyile BN SR
I |Year 2010 L_anﬂ»” o 103564 Revised Estimate 11 Person Cantactad:
‘Make Ford ; §
Ly les, CA l In Servica Dale
mwﬂ”ﬂ» 1Mogel Fuslon Saurce Date: Via: [ ] Phene:  Contacted By;
! - [ In Perzan
phone () (EE Phone (C) {Color Griy Brigine M ; =
Fhone (W) I spsn ABARGA ANDRE&evised Estimale 2. Person C intacted:
IVIN IFAHPOHAT sLDat FEB 9 10 $ ]
FHoRR (). e Tt o i s e i - (I Via: [] Phane Contacted By
i Time: [T v P
P1: P2

_jam Promised

LABOR INSTRUCTIONS

OPERATION CODE TEGH,
2 4 ang

W | Customer States PERFORM RECALL 10C11 - FRONT SEAT MANUAL RECLINER J

REPLACEMENT
[eanuae cooe
i e - |

CAUSE Pt .
| locte? 70,
|
[CORRECTION - =
7 i

TIME |

STAMEH]
TOT hoNS)

DP12-006 001886LC



Server: AWS Prod
Claims loaded through: 29-SEP-2010

Vehicle Information Report

GENERAL VEHICLE (Related Claims)

INFORMATION:

VIN: um.;xg;bq.pi Veh Line: C/DE - FUSION/MILAN/MEZ (ZEPHYR) [06-11] Body Shell: “

Model Year: 2010 Market Derived: F - FORD Navis Eng — o0119100608
Serial No:

Veh Type: C Drive Code:  C/A -2 WHL L/H FRONT DRIVE Engine: C/SB -2 5L DOHC PFI 170HP DURATEC HE

Lov. Dealer: Body Cab Style: -4 DOOR SEDAN-4 LITE Transmission: C/W6 - 6 SPD AUTO TRANS 6F MID-RANGE

M””H_a Status 800 Version/Serics:  * - [N/A]

Trace Eng Serial No:

- 1 =l = TS PESEEESLEY Sommmmmmme G m Fmmmimmimene 8

£1111 DBOLI0I0DE0E  OG 316 AA

Trace Trans Serial No:

A4922 070110000704B3259E5F 7000 MA 25

BUILD INFORMATION:

Region: NA Plant; A3 - HERMOSILLO PLANT BUILD

Country: MEX Prod Date: 16-JAN-2010

SALE INFORMATION:

Region: NA Selling Dealer [code|: GALPIN FORD [171040 - *]

Country: USA Selling DIr St/Prov:  CA

Buyer St/Proy: E

Arrival Date: 31-JAN-2010 Red Carpet Lease: *

Sale Date: 09-FEB-2010 Fleet/Retail/Co. Lease: R

Warranty Start Date: 09-FEB-2010 Madified Vehicle: * Vehiele Count Flag: Y

Orig Warranty Date: 09-FEB-2010 Reacquired Vehicle:  * Vehicle Export Flag:

YOC/EOC:

||||||||| B e S B T N |

POHARZOSE1LTYMCI © T 2 10MBLSS SK M 2PW  7TS L JM 2FE SMA  371ADA0 4V UJ o DAz

TAHT 2 0 1 202A FANCH

DP12-006 001887LC



INSTALLED OPTION INFORMATION:

Air Conditioning: C/B - MANUAL AIR CONDITIONER GVW Cade:

Alternstor Amp Rating. * GVW Class Code: H

Awdio Disk: * - [NiA] Instrumentation: * - NiA]

Axle Ratio: EGAAS - 3066 FINAL DRIVE RATIO Mirror(Driver Side): AD - DRIVER POWER MIRROR

Axle Type: * L NA] Mirror(Psngr Side): AD - PASS POWER CONVEX MIRROR
Battery Amp Rating:  * Paiot: PN3KD - STERLING GRAY METALLIC
Brake Code: ' - [N/A] Power Antenna: *-[N/A]

Brake Code(Service): % - [N/A] Radio: PA - SINGLE CD/MP3 RADIO
Calibration Code: ADEIF40A Sound System: BA - STANDARD AUDIO (BASE)
Color(Accent): * - [NIA] Suspo Tandem Axle:

Color(Trim): 000DW - CHARCOAL BLACK Tire Manufacturer: AG - Goodyear

Delivery Type: 0 Tire Brand: RRAWER -*

Driveshaft Code: 4 Tire Size: DIHDD - P235/45 R18

Front Seat: C/B - SEAT-INDIVIDUAL-L/B DRV/PASS Truction Contral: - [N/A]

Fuel Type: AF -UNLEADED FUEL CAPABILITY Wheel Base:

TIRE DOT INFORMATION:

LF; MERRAWERATOY RF; MERRAWER4709
LR: MERRAWER4809 RR: MERRAWER4709
LE ¥ RI: ¥

SPARE: UYMP_ABC4909 DOT Plant Maoufacturer: M6 - THE GOODYEAR TIRE & RUBBER COMPANY | LAWTON . OKLAHOMA | UNITLED STATES

ESP INFORMATION: EMISSIONS INFORMATION:

ESP Code: *  Emission Code: DGAAC - DGAAC
ESP Coverage(Miles): *  Emission Cert Type: s

ESP Coverage(Time): *  Emission Decal Suffix: TRD

ESP Plan Year: *  Engine Family: AFMXV02SVEF

ESP Signature Date:

Any comments? You can contact

...t}__..__._:;.?_

136272

DP12-006 001888LC



Server: AWS Prod
Claims loaded through: 29-SEP-2010

STANDARD CLAIMS LIST
AWS Online Report

Run Date: 30-SEP-10
Note: All Costs are in US Dollars  Server Name: AWS Prod Claims loaded through

QNS WS M bRV R b PN Tau B0 MU WA SSUNG S g e e s (87 ) o cece
Va4 MIEE CDE F o CFA ca Ay owe oss (o0 B0 g0 usa 3 evan e Taps © P09 SXX V99 A%9 82
AWS Claim Key: 373781 Doc#: 06706659 Trx Code: TAP1  Labor Hrs: 0 Labor Cost: 0 Material Cost: 0 Total Cost: 30
Dir Cd-Sub Cd: 05449 Name: LLOVIOFORD Ph:  S629277888  SuCA Y USa RegCd:  NA  Repr Date:|3-APR-10 DIST(Mile):2065
Cust Comments:  TAP FOR FOR WARRANTY REPAIRS, $25.00 PER DAY
Tech Comments: XXX LOANER FOR FORD, MERCURY WARRANTY REPAIRS

canraTadl DE  CDE F CFA * e ax owe ose 0% BT o0 usa 3 Ao oisz 7al0  C Fod SU V29 B2 @2
AWS Claim Key: 312178 Doc#: 06706651 Trx Code: 507 Labor Hrs: 42 Labor Cost: 409 54  Material Cost: 324 28 Total Cost:  733.82
DIy Cd-Sub C: 03949 Name: LLOVIO FORD Ph: 5629277888 s:CA OV Usa RegCd:  NA  ReprDate:]3-APR-10 DIST(Mile):2065
Cust Comments:  CUSTSTATES CHECK ENGINE LIGHT IS ON CHECK AND ADVISE
Tech Comments:  CUSTOMER TOOK VEHICLE TO SELLING DEALER.
AURHAAWEEE DE  CDE F  CFA * ca A3 owe crsB jo0 WO o0 usa o3 o+ s e © FO9 SXX  wvan ¢ ¢
AWS Claim Key: 381788 Doc#: 3221871 Trx Code: 10B15  Labor Hrs: 3 Labor Cost: 298 Material Cost: 0 Total Cost: 298
Dlr Cd-Sub Cd: 05536~ Name: GALPIN FORD Ph:  BIRJETIS0N  SuCA S Usa RegCd:  NA  Repr Date:]6.APR-10 DIST(Mile):2066
Cust Comments:  CUSTOMER STATES THAT THE CHECK ENGINE LIGHT IS ON. CUSTOMER STATES THAT VEHICLE SHUT OFF WHILE COMING TO A STOP

FOUND TCM STRATEGY OUTDATED. UPDATLD AND LOADED NEW SOFTWRE INTO TCM. TEST DROVE VENICLE FOR 40 MILES AND FILLED WITH FUEL FOR

Tech Comments: CUSTOMER NO PROBLEMS FOUND A'T THIS TIME (TSE 10 B 15)

D=0~

EUvE ODE F CFa ¢ CWs G830 v ik USA 3 JAIS ALBE Tasvl A FM ST V29 E9 42
AWS Claim Key: 79050 DocH: 5249441 Trx Code: S07  Lsbor Hrs: Labar Cost: 104307 Material Cost: 129952 Tatal Cost; 234259
3. .
Dir Cd-Sub Cd: 02302 Nume: GALPIN FORD Ph: e S1:CA M__ﬁ USA RegCd:  NA  Repr Date:07-MAY-10 DIST(Mile):2422

DP12-006 001889LC



st Cokiments: VEHICLE TOWED [N###é4sssscscsssgpE RO 522187 TECH 90401 *###+** (/S SERVICE ENGINE SOON LIGHT IS ON. VEHICLE WILL NOT SHIFT AND ALSO STATES WILL
v SHUT OFF WHILE DRIVING DOESNT GO IN REVERSE

VERIFIED CONCERN PER CUSTOMER STATEMENT DIAGNOSED TRANSMISSION IDS HOOKUP RETRIEVED CODE P2783 PINPOINTED TO TORQUE CONVERTOR

Tech Comments: OVERHEATING CONTACTED HOTLINE WAS ADVISED TO REPLACE TORQUE CONVERTOR AND AIRCITECK. PORTS FOR REVERSE CONCERN TESTED OKA Y TEAR
ATAR S DE = ODE P OFA cA AT CAWe OB ”w.s. ww‘s. 171040 USA. 3 = = ® «  FO9 SXX VOO * »

AWS Claim Key: ATUES Doc #: 5249442 Trx Code: 10C11  Labor Hrs: 27 Labor Cost: 26822  Material Cost: 504 Total Cost: 77222

Dir Cd-Sub Cd: 02302 Nume: GALPINFORD Phe seca S usa RegCd:  NA  Repr Date:07-MAY-10 DIST(Mile):2422

Clist Churii etz CUSTOMER STATES PERFORM RECALL 10C11 FRONT SEAT MANUAL RECLINER REPLACEMENT

Tech Comments: PERFORM RECALL 10C11

i B CDE F O CFA v A A owe csp 100 BT g0 usa 7 6D0I+ We2000 4 FO7 S8 V03 835 33

AWS Claim Key: L45074 Dec#; 07148654 Trx Code: 2 Labor Hrs: 7 Labor Cost: 722) Material Cost: 0 Total Cost: 72.21

Dir Cd-Sub Cd: 00002 Name: CENTRAL FORD Ph:  S62.9077888  St:CA OuY  USA Reg Cd:  NA  Repr Date:10-AUG-10 DIST(Mile):5258

Cust Commeats: PASS SEAT COVER IS COMIMNG LOOSE ADVISE

Tech Comments: R&R COVER REPOSITION FOAM AND COVER RESECURE CLIPS.

PAMOATAKEEEPE CDE F COFA * ca Az cwe cse o0t P mios0 UsA 7 2605t RECALEM * FM4 511 V4R PSY 04

AWS Claim Key: G57371 Doc#: 07148651 Trx Code: s07 Labor Hrs: 3 Labor Cost: i09s Material Cost: 0 Total Cost: 3095

Dir Cd-Sub Cd: 00002- Nome: CENTRAL FORD Ph:  562-0277888  5t:CA m“_: USA RegCd:  NA  Repr Date:10-AUG-10 DIST(Mile):5248

Cust Comments: QWNER STATE VEHICLE WONT ENGAUGE INTO GEAR, TRANS SLIPS WHEN ACCEL. FROM A COMPLETE STOP TAKE FEW SEC

Tech Comments: CHECK FOR DTC PASS REPROGRAM PCM

Any comments? You can contact

wehmusier

DP12-006 001890LC
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REACT! Repair Orders Details by VIN
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e e e e ] dme  [ooimmo | m 3 " W w a0 W » e
[ o) nw
e | rd CCRET)
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BEGINNING OF CONTACT

08/12/2010 VOICE OF THE CUSTOMER TRACKING SYSTEM 07.55.17
OGC ISSUE CASE NBR:  1435692230.

REGION: N1 NEW YORK ZONE:  A01 OPENED  2010/08/11
VIN: 3raHPOHASAREE ENGINE: A VEHTYPE: C CLOSED:  2010/08/11
LAST NAME: [ ] STATUS: CLOSED
TITLE: FIRST NAME: B
ADDRESS:
CITY: STATE: NJ ZIP: -
HOME PHONE: F
MODEL YEAR: MODEL: FUSION
MILEAGE: 3000
DEALER NAME: ALL AMERICAN FORD, | SALES CODE: F13147 P&A: 04253
REASON CODE: 0772 LEGAL - ACCIDENT
SYMPTOMS: 801000 GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED
ORIGIN: CACI38 - US CONCERN CASE BASE COMMUNICATION: PHONE
ACTION: 791 - ADVISE CUSTOMER INFO WILL BE SENT TO OGC
DOCUMENT: ANALYST: KPARSAN PARSAN, KAVITA
DATE: 2010/08/11 TIME: 12.17.43:
ACTION DATA/COMMENTS:

CUSTOMER SAID: 1. DATE OF THE ACCIDENT-8/10/102. WHAT THE

CUSTOMER IS ALLEGING THE PRODUCT DEFECT IS THAT CAUSED
ACCIDENT-CUST WAS PARKING -WHEN CUST STEPPED ON THE BRAKE
VEH JERKED FORWARD-VEH CRASHEDANTOA CEMENT WALL 3. IF
THERE WERE ANY INJURIES SLISTAINERQ-NO 4/ LOCATION OF THE
VEHICLE WHEN THE ACCIDENT OCCUR AIN A SHOFPING MALL IN
FORT LEES. WHETHER OR NOT THERE WAS A POLICE REPORT

FILED -NO 8. WHETHER OR NOT THE CUSTOMER HAS FILED A CLAIM
WITH THEIR INSURANCE COMPANY.-NOT YET 10. WHETHER OR NOT
THE VEHICLE IS REPAIRABLE -YES 12. WHAT THE CUSTOMER IS
SEEKING -CUST SEEKING FOR FORD TO PAY FOR THE DAMAGES
REPAIR COST WAS 51700ALL AMERICAN FORD INC. 520 RIVER
STREETHACKENSACK, NJ 07601TEL:(201) 487-6700CRC ADVISED: | WILL
FORWARD YOUR INFORMATION TO FORD'S OFFICE OF THE GENERAL
COUNSEL. YOU SHOULD RECEIVE A WRITTEN RESPONSE WITHIN 15
BUSINESS DAYS TO YOUR CONCERN. NOTE TO CCR: REMEMBER TO
VERIFY ALL CUSTOMER CONTACT INFORMATION AND DOCUMENT
INCIDENT/ACCIDENT DATE PRIOR TO SENDING ISSUE -ADV CUST OF
100211 FRONT SEAT MANUAL RECLINER REPLACEMENT

CONSUMER AFFAIRS 08/12/2010 FAXOGC2 CONFIDENTIAL
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Page 2 of 3

Dealership Fleet Name: Grand Ledge Ford Lincoln
Requesting Dealer Fleet: GRAND LEDGE FORD
PA Code; 09099

Contact Person: CHAD JANDERWSKI

Title: SERVICE MANAGER

Phone Number: 5176278100

Fax Number: 5176272987

Email: SERVICEMGR@GRANDLEDGEFORD.COM
Region: DETROIT

Address: 6080 E. SAGINAW HWY

City: GRAND LEDGE

State: Michigan

Zip Code: 48837

CUSTOMER VEHICLE INFORMATION:
WSD: MERCURY

Vehicle Year: 2010

Vehicle Model: MARINER

Vehicle VIN: 4M2CN2K36AK_

Mileage: 106215
customer Fleet Name:
Street Address:

City : OKEMOS
State : Michigan

Zip Code :
Home Phone:
Work Phone:

Customer Region: DETROIT

DETAILS OF INCIDENT:

Accident

Date of Incident: 2011-11-04

County incident occurred; EATON

[s customer alleging a component defect CAUSED the incident? YES

Details: customer states that when pulling into a parking spot and depressing the brake pedal the
vehicle did not stop and lunged forward and drove up on a landscape boulder
Was a police report filed? NO

Details :

Has the insurance company been contacted? YES

Insurance company advised: sending out an adjuster

Insurance company contact information:

Coach builder:

City :

State :

Zip Code :

Vehicle Location: grand ledge ford 6080 e, saginaw hwy grand ledge mi 48837
Attorney information:

CVO Contact:

Resolution Customer is seeking: customer does not feel safe in vehicle and wants Lo trade 1t in
Comments:

11/8/2011
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Work Phone:

Customer Region: DETROIT

DETAILS OF INCIDENT:

Accident

Date of Incident: 2011-11-04

County incident occurred: EATON

Is customer alleging a component defect CAUSED the incident? YES

Details: customer states that when pulling into a parking spot and depressing the brake pedal the
vehicle did not stop and lunged forward and drove up on a landscape boulder
Was a police report filed? NO

Details :

Has the insurance company been contacted? YES

Insurance company advised: sending out an adjuster

Insurance company contact information:

Coach builder:

City :

State :

Zip Code :

Vehicle Location: grand ledge ford 6080 e. saginaw hwy grand ledge mi 48837
Attorney information:

CVO Contact:

Resolution Customer is seeking: customer does not feel safe in vehicle and wants to trade it in
Comments:

Copyright 2011 Ford Motor Company

11/16/2011
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From: dcpform@ford.com [mailto:dcpform@ford.com]
Sent: Monday, February 22, 2010 12:45 PM

To: Ordcalp, F(F.)

Subject: Dealer/Fleet Request For OGC Review

Dealer/Fleet Request For OGC Review

Dealership/Fleet Name: John Lance Ford
Requesting Dealer/Fleet: John Lance Ford
Contact Person: Paul Timura

Title: Body Shop Manager

Address: 23775 Center Ridge Rd
Telephone: 440.871.8601

Email Address: timurap(@aulonation.com
PA Code: 02284

Region: Pitisburgh

City: Westlake

Dealer State: OH

Fax Number: 440.899.2120

WSD: 7/11/2009

Vehicle Year: 2010

Vehicle Model: Fusion

vehicle VIN: 3FAHPOHASAR|J

Mileage: 5401

Customer/Fleet Name:
Street Address:

City: Strongsville
State: Ohiq
Zip Code;

2/22/2010

Page | of 2
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Home lene:-

Work Phone:

Customer Region: G4 - Pittsburgh

Incident Involves: Accident

Date of Incident: 02/20/2010

County in which incident occurred: Cuyahoga

Is Alleging Defect: Yes

Alleging defect detail: Customer alleges the vehicle accelerated on its own causing customer o hit
vehicle in front of him

Police Repaort Filed: Yes

Police Report detail: Strongsville OH

Insurance Company Contacted: Y

Insurance Company Advice: Repairs have been authorized

Insurance Company Contact Information: Nationwide Blue Ribbon

Coach Builder State: AK - Alaska

Vehicle Location: John Lance Ford Westlake, OH

Resolution Sought Detail: Customer states the vehicle is unsafe to drive and wants Ford (o inspect
vehicle prior to pick up. Collision repairs have been authorized by Insurance Co and customer

This emuil was automatically generated. Please do not reply to this email. No one monitors the inbox for
this email address.

)
[S8]
1]

122/2011)
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AUTO-OWNERS INSURANCE COMPANY
AUTO-OWNERS LIFE INSURANCE COMPANY
HOME-DWNERS INSURANCE COMPANY
OWNERS INSURANCE COMPANY
PROPERTY-OWNERS INSURANCE COMPANY
SOUTHERN-OWNERS INSURANCE COMPANY

January 10, 2012

Ford Motor Company
Attn: Michelle Hull
-FAX-

Re: Our Claim No;
Our Insured:
Date of Loss:

Dear Ford Motor Company,

Auto-Owners Insurance

Life Home Car Business
The'No obtonn Fhaple®

BRANCH CLAIM OFFICE
2401 East Paris Ave. SE » P.Q. Box 6368
Grand Rapids, MI 49516-6368
616-949-7880 FAX 616-949-0345
WWW.AUTO-OWNERS.COM  "OR0

B
al Wy '

13 201
rlffil, CE

6-119-12 bX ;LL
E@EWE

I
1/7/12 (:5:,_,4

As a result of the accident referred to above, a claim has been presented under our
insured’s Automobile Insurance Policy. Our insured has stated the cause of this
accident was due to a sudden acceleration of her 2010 Ford Fusion (VIN

3rAHPOHASARIS)

Please let this letter serve as formal notice of our subrogation right in the event that
our investigation shows a mechanical malfunction caused this loss. Please have your
own inspector contact us immediately so we may coordinate an inspection of the

vehicle,

Thank you for your attention in this matter.

Sincerely,

Kelly Herman
Branch Claims Representative
Ext 7992
DRP3I0S9Y
~ Serving Our Policyholders and Agents for More Than 90 Years ~
18/18 3ovd SATIVHANYHD0Y SPEBRPEITY piET Z1BZ/B1/18
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& CT Corporation

T0: Chris Dzbanski
Ford Motor Company

Service of Process
Transmittal
10/24/2011

CT Log Number 519364487

O O OO

One American Road, WHQ 433-E3

Dearborn, Ml 48126

RE: Process Served in Pennsyivania

FOR: Ford Motor Company (Domestic State: DE)

ENCLOBED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS.

TITLE OF ACTION:
DOCUMENT(S) SERVED:

COURT/AGENCY:

HATURE OF ACTION:

ON WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:
JUNISDICTION SERVED :
APPEARANCE OR ANSWER DUE:;

ATTRRNEY(S) | SENDER(S):

ACTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHONE:

IR - ~nnjcanette Wheeler, Pltfs, vs. Ford Motor Company, Dft.
Letter, Cover Sheet, Notice, Complaint, Verification, Exhibit(s)

Philad i - Court of Common Pleas, PA
Case #

Product Liability L.1t1%atiorl - Manufacturing Defect - Breach of warranty - Defective
battery and abnormal vehicle shuts off on new 2010 Ford Fusion - VIN
3FAHPOJGTARZEE

CT Corporation System, Harrisburg, PA

By Certified Mail an 10/24/2011 postmarked on 10/20/2011
Pennsylvania

Within 20 days

Robert A. Rapkin

Kimmel & Silverman, P.C.
30 East Butler Pike
Ambler, PA 19002
215-540-8888

via Fed Ex Priority Overnight , _

Image SOP

I
g
emait Notification |

CT Corporation System
Sabra Dudding

116 Pine Street

3rd Floor, Sutte 320
Harrisburg, PA 17101
717-234-6004

Page 1of 1/ AB

Infarmation displayed an this transmittal o for CT Corporation’s
record keeping purposes only and is provided (a the recipient far
quick reference. This information does nat conatitute a legal
opinion as to the nature of action, the amount of damages, the
answer date, or any information contained In the documents
themselves, Reapient is respanabic far BLerpciing said
documents and for taking appropriate scilor. Slgnatures an
certified mail receipts confirm recelpt of packaye only, not
contents,
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ROBERT M. SILVERMAN™ ..E JACOUHLING C HERRITT ™

CRAIG THOI KIMMEL"" KI M M E L & S I LVE RM AN ok :Eflu E%%;g :r;
PC

" Mumber, P4 Rur AMY L BENNROOIF ™

* Membar, N.J Ber CHAISTINA GILL ROSEMAN™
! Menrher, D1 Bar RICIARD A, SCHOLER"
Menthar, NY Hur TARAL.PATTERSON.
. Menber, M}-l g..r 1-RO0-LEMON LAW W m:\lv‘?:‘;:-lll:\" }}ormta\’;?__
Mamber, MDD Bar = > i
* Mewrber, Q1 Bar www_lemanlaw.com
¥ Member MI Bar
"Mdember. NH Bar CORPORATE HEADQUARTERS
- Mumber, (T Bar 30 E Butler Pike
" Mawber, TN Bar Ambler, PA 19002
g P (215) 540-8888

Member, DC Bar
¥ \fember, €A Har F (215) 540-8817

WESTERN PA OFFICE, 210 Grant Street, Suite 202, Pitlsbuirgh, PA 15219, P (412) 566-1001, F (412) 566-1003
NEW IERSEY OFFICE, Executive Quarters, 1930 E. Marlton Pike, Suite 29, Cherry Hill, NJ 08003, P (£56) 429-83134, F (856) 211-7344
DELAWARE OFFICE, 501 Silverside Road, Suite |18, Wilmingion, DE 19809, P (302) 791-9373, F (302) 791-9476
CONNECTICUT OFFICE, 60 Hartford Pike, P.O Box 3235, Dayville, CT 06241, P (860) 866-4380, F (860) 263-0919
NEW YORK OFFICE, 1001 Avenue of the Americas, | 2th Floor, New York, NY 10018, P(212) 719-7343, F (877) 617-2513
PLEASE REMIT ALL CORRESPONDENCE TO THE AMBLER QOFFICE

October 20, 2011

CERTIFIED MAIL/RETURN RECEIPT REQUESTED

Ford Motor Company

¢/o CT Corporation System
116 Pine Street

Suite 320

Harrisburg, PA 17101

RE: (S . Ford Motor Company

October Term 2011, No. 002562

Dear Sir/Madam:
Enclosed please find a copy of the Complaint which has been filed against Ford Motor
Company in the Court of Common Pleas, Philadelphia County, Pennsylvania, You are being

served pursuant to the Pennsylvania Rules of Civil Procedure, Rule 403,

Please refer the attached to the legal department. Note: A responsive pleading is due 20
days alter the receipt of the Complaint.

Very truly yours,
] "

RASjh
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Court of Common Pleas of Philadelphia County

Trial Division

Civil Cover Sheet

PHILADELPH PA

¥

PLAINTIFF'S NAME

PHILADELZH!

PLAINTIFF'S NAME

PLAINTIFF'S ADDRESS

TOTAL NUMBER OF PLAINTIFFS TOTAL NUMBER OF

2

____ ForProthonatary Use Only (Dockel Numbseh

OCTOBER 2011

EflingNember: 1110029036

[ 7DEFENDANT‘S NAME
FORD MOTOR COMPANY

DEFENDANTS ADDRESS
C/0 CT CORPORATION

HARRISBURG PA 01

Wi

L

116 20

171

DEFENDANTS NAME

DEFENDANT S ADDRESS

DEFENDANTS NAME

DEFENDANT'S ADDRESS

DEFENDANTS COMMENCEMENT OF ACTION

| X} Complaint [ Pettion Action [ motice of Appeal

Transfer From Other Jurisdictions

AMOUNT IN CONTROVERSY

COURT PROGRAMS

m ! _ [X] Arbitration I:] Mass Tort D Comumerce | tlement
$30,000,00 or Jest O Jury [C1 Savings Action [Z1 Minor Court Appeal [ Minors
1 More than $30,000.00 [ Non-Jury ] Petition = Statulory Appeals ] w/Survival
| other:

CASE TYPE AND CODE ' -3 YN N T

10 - CONTRACTS QTHER
STATUTORY BASIS FOR CAUSE OF ACTION BEhS - 2 e T St NEY
RELATED PENDING CASES (LIST BY CASE CAFTION AND DOCKET NUMBER) F]LED IS CASE SUBJEC

COORDINATION O
PRO PROTHY ves No
J. MURPHY
TO THE PROTHONCOTARY:
Kindly enter my appearance on behalf of Plaintiff/Petitioner/Appellant: CLIFFORD L WHEELER , ANNJLANETITE
WHEELER

Papers may be served at the address set forth below, =
NAME OF PLAINTIFF'S/PETITONER'S/APPELLANTS ATTORNEY ADDRESS

ROBERT A. RAPKIN 30 EAST BUTLER PIKE

AMBLER PA 19002

PHONE NUMBER FAX NUMBER

(215)540-8888 (215)540-8817
SUPREME GOURT IDENTIFIGATION NO | E-MAIL ADDRESS

61628 rarphillyefile@lemonlaw.com
SIGNATURE OF FILING ATTORNEY OR PARTY DATE SUSMITTED

) : ADKT : = A a
ROBERT RAFKIN Thursday, October 20, 2011, 9:48 am

FINAL COPY (Approved by the Prothonotary Clerk)
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USTED ESTA ORDENADO COMPARECER EN Arbitration Hearing 18380 JFK Blvd. 5th fl. at 0930 AM - 06/25/2012
. You must still comply with the notice below. USTED TODAVIA DEBE CUJFLIR CQN EL AV_ISO PARA DEFE NDE‘RSE

This matter rilble beard ivim Bogudre! Arbitrators at the time, date ano piac_e speaflerdmN [fy)rgmi( FIOA W TEssis not prese_nt
at the hearinpd éhamostien maydisteard at the same time and date before a judge of the court without the absent party or parties.

There is no KM M EUrilgtenayr mapaeel, from a decision entered by a Judge.

30 East Butler Pike POMLLLLLFR
AUIED, FA 1TYuus TS I AIY ﬂl‘(l"l: I_j‘ﬂf&[.\- : '_
(215) 540-8888 MATTER. ASSESSMENTFed|by
DAMAGES H@gg’ E}%‘}Cqém
REQUESTED. |2\ W5ty /5
i NS
COURT OF COMMON PLEAS
PHILADELPHIA COUNTY -
Philadelphia, PA
V. CIVIL ACTION
FORD MOTOR COMPANY
CT Corporation System
116 Pine Strect
Suite 320
Harrisburg, PA 17101
NOTICE TO DEFEND
CODEL: 1900
¢S5, you must

; : : A : = = ;
personally or by attorney and filing in writing with the court your defenses or objections to the claims set forth
against you. You are warned that it you fail to do so the case may proceed without you and a judgment may be
entercd against you by the court without further notice for any money claimed in the complaint or fur any other
claim or relief requested by the plaintifl. You may lose money or property or other rights important to you,

YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE. IF YOU DO NOT HAVE A
LAWY ER OR CANNOT AFFORD ONE, GO TO OR TELEPHONE THE OFFICE SET FORTH BELOW
TO FIND OUT WHERE YOU CAN GET LEGAL HELP.

PHILADELPHIA BAR ASSOCIATION
LAWYER REFERRAL & INFORMATION SERVICE
ONE READING CENTER
PHILADELPHIA, PA 19107
TELEPHONE: 215-238-1701

AVISO

Le han demandado a usted en la corte.  Si usted quiere defenderse de estas de estas demandas expueilas an las
paginas signientes, usted tiene veinte (20) dias de plazo al partir de ia fecha de la demanda y ia notificicion. Hace
falta asentar una comparencia escrita o en persona o con un abogado y entregar a la corte en forma cscrita sus
defensas o sus objeciones a las demandas en contra de su persona, Sea avisado que si usted no se defiende, le corte
tomare medidas y puede continuar la demanda en contra suya sin previo avise o notificacion. Ademus, la corte
puede decidir a favor del demandante y requiere que usted cumpla con todas las provisiones de esta demanda. Usted
puede perder dinero o sus propiedades u ostros derechos importantes para usted.

LLEVE ESTA DEMANDA A UN ABOGADO INMEDIATAMENTE, ST NO TIENE ABOGADO O 81 NO
TIENE EL DINERO SUFICIENTE DE PAGAR TAL SERVICIO. VAYA EN PERSONA O LLAME POR
TELEFONO A LA OFICINA CUYA DIRECCION SE ENCUENTRA ESCRITA ABAJO PARA
AVERIGUAR DONDE SE PUEDE CONSEGUIR ASISTENCIA LEGAL.

SERVICIO DE REFERENCIA LEGAL
ONE READING CENTER
FILADELFIA, PA 19107
TELEFONO: 215-238-1701
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Robert A, Rapkin, Esquire ATTORNEY FOR PLAINTIFFS
ldentification No. 61628

KIMMEL & SILVERMAN, P.C,

30 East Butler Pike

Ambler, PA 19002 THIS IS AN ARBITRATION

(215) 540-8888 MATTER, ASSESSMENT OF
DAMAGES HEARING 15
REQUESTED.

" COURT OF COMMON PLEAS
PHILADELPHIA COUNTY

Philadelphia, PA
Y. CIVIL ACTION

FORD MOTOR COMPANY
CT Corporation System

116 Pine Street

Suite 320

Harrishurg, PA 17101

COMPLAINT

1. Plaintiffs,_ are adult individual citizens
and legal residents of the Commonwealth of Pennsylvania, _
Philadelphia, PA -

2. Defendant, Ford Motor Company, is a corporation qualified to do and regularly conduct
business in the Commonwealth of Pennsylvania, with its address and principal place of business
located at 300 Renaissance Center, P,O. Box 43301, Detroit, M1 48243, and can be served at CT

Corporation System, 116 Pine Street, Suite 320, Harrisburg, PA 17101.

BACKGROUND

3. On or about March 3, 2010, Plaintiffs purchased a new 2010 Ford Fusion, manufactured
and warranted by Defendant, bearing the Vehicle Identification Number 3FAHPOJG7A}:-
4, The vehicle was purchased in the Commonwealth of Pennsylvania and is registered in the

Commonwealth of Pennsylvania.

DP12-006 001908LC




5. The contract price of the vehicle, including registration charges, document fecs, sales fax,
finance and bank charges, but excluding other collateral charges not specified, yet defined by the
Lemon Law, totaled more than $41,128.72. A true and correct copy of the contract is attached
hereto, made a part hereof, and marked Exhibit "A".

6. In consideration for the purchase of said vehicle, Defendant issued to Plaintifls several
warranties, guarantees, affirmations or undertakings with respect to the material or workmanship
of the vehicle and/or remedial action in the event the vehicle fails to mecet the promised
specifications.

7. The above-referenced warranties, guarantees, affirmations or undertakings are/were part

of the basis of the bargain between Defendant and Plaintiffs,

8. The parties' bargain includes an express 3-year / 36,000 mile warranty, as well as other

owner's manual.

9. However, as a result of the ineffective repair attempts made by Defendant through its
authorized dealer(s), the vehicle is rendered substantially impaired, unable to be utilized for its
intended purposes, and is worthless to Plaintiffs.

10. During the first 12 months and/or 12,000 miles, Plaintiffs complained on at least three (3)
occasions about defects and or non-conformities to the following vehicle components: defective
battery and abnormal vehicle shuts off. True and correct copies of all invoices in Plaintiffs

possession are atlached hereto, made a part hereof, and marked Exhibit "B".

COUNT 1
PENNSYLVANIA AUTOMOBILE LEMON LAW

11. Plaintiffs hereby incorporate all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.

12. Plaintiffs are "Purchasers" as defined by 73 P.S. §1952,

Case lDZ-
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13, Defendant is a "Manufacturer” as defined by 73 P.S. §1952.

]4 Chatman Ford is and/or was at the time of sale a Motor Vehicle Dealer in the business of
buying, selling, and/or exchanging vehicles as defined by 73 P.S. §1952.

15. On or about March 03, 2010, Plaintiffs took possession of the above mentioned vehicle
and experienced nonconformities as defined by 73 P.S §1951 et seq,, which substantially impair
the use, value and/or safety of the vehicle.

16. The nonconformities described violate the express written warranties issued (o 'laintitfs
by Defendant.

17. Section 1955 of the Pennsylvania Automobile Lemon Law provides;

If 2 manufacturer fails to repair or correct 2 nonconformity after a reasonable number of attempts, the
manufacturer shall, at the option of the purchaser, replace the motor vehicle... or accept return of Lhie

vehicle from the purchaser, and refund to the purchaser the full purchase price, including all collateral
charges, less a reasonable allowance for the purchasers use of the vehicle, not exceeding $.10 per nitle

) £ 5 8 5 ] 0 Bt 8 L S T L e 1 L i — —

| Section 1956 of the Pennsylvania Automobile Lemon Law provides a presumption of a

reasonable number of repair attempts if:

(1) The same nonconformity has been subject to repair three times by the manufacturer its seents or
authorized dealers and the nonconformity still exists; or

(2) The vehicle is out-of-service by reason of any nonconformity for a cumulative total of tiirty or
more calendar days.

19, Plaintiffs have satisfied the above definition as the vehicle has been subject o repair
more than three (3) times for the same nonconformity, and the nonconformity remained
uncorrected,

20. In addition, the above vehicle has or will be out-of-service by reason of the
nonconformities complained of for a cumulative total of thirty (30) or more calendar days

21, Plaintiffs have delivered the nonconforming vehicle to an authorized service and repair
facility of the Defendant on numerous occasions as outlined below.

22. After a reasonable number of attempts, Defendant was unable to repair the

DP12-006 001910LC
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23, Plaintiffs aver the vehicle has been subject to additional repair attempts for defects and
conditions for which Defendant's warranty dealer did not provide or maintain itemized
statements as required by 73 P.S. § 1957,

24 Plaintiffs aver that such itemized statements, which were not provided as required by 73
P.S. § 1957 also include technicians' notes of diagnestic procedures and repairs, and Defendant's
Technical Service Bulletins relating to this vehicle.

25 Plaintiffs aver the vehicle has been subject to additional repair attempts for defects and
conditions for which Defendant's warranty dealer did not provide the notification required by 73
P.S. § 1957,

20, Plaintiffs have and will continue to suffer damages due to Defendant's failure 1o comply
with the provisions of 73 P.S. §§ 1954 (repair obligations), 1955 (manufacturer's duty for refund

or replacement), and 1957 (itemized statements required).

27 Pursuant to 73 P.S. § 1958, Plaintiffs seck relief for losses due to the vehicle's
nonconformities, including the award of reasonable attorneys' fees and all court costs.
WHEREFORE, Plaintiffs respectfully demand judgment against Defendant in an amount

equal to the price of the subject vehicle, plus all collateral charges, attorneys' fees, and court

COsls.

COUNT 11
MAGNUSON-MOSS (FTC) WARRANTY IMPROVEMENT ACT

28. Plaintiffs hereby incorporate all facts and allegations set forth in this Complaint by

reference as if fully set forth at length herein.

29, Plaitiffs have or may have resorted to Defendant's informal dispute settlement

procedure, to the extent said procedure complies with 16 CFR 703.

case 10: [ N
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30. Plaintiffs aver that the Federal Trade Commission (FTC) has determined that no
gutomobile manufacturer complies with 16 CFR 703. See, Fed. Reg. 15636, Vol. 62, No. 63
(Apr. 2. 1997).

31. Plaintiffs are "Consumers" as defined by 15 U.S.C. §2301(3).

12, Defendant is a "supplier', "warrantor', and a "service contractor” as defined by 15 U.S.C.
§ 2301 (4),(5) and (8).

13 The subject vehicle is a "consumer product” as defined by 15 U.S.C. § 2301(1).

34. By the terms of its written warranties, affirmations, promises, or scrvice contracts.
Defendant agreed to perform effective repairs at no charge for parts and/or labor.

15. The Magnuson-Moss Warranty Improvement Act requires Defendant to be bound by all

warranties implied by state law. Said warranties are imposed on all transactions in the state in
e e T eSS —————————

which the vehicle was delivered.

36, Defendant has made attempts on several occasions to comply with the 1erms of its
express warranties; however, such repair attempts have been ineffective.
37. The Magnuson-Moss Warranty Improvement Act, 15 U.S.C. §2310(d)(2) provides:

If a consumer finally prevails on an action brought under paragraph (1) of this subsection, he may be
allowed by the court to recover as part of the judgment a sum equal to the amount of aggregate amount of
costs and expenses (including attorney fees based upon actual time expended), determined by the cowit to
have been reasonably incurred by the Plaintiff for, or in connection with the commencement and
prosecution of such action, unless the court, in its diseretion shall determine that such an award of
attorney’s fees would be inappropriate.

38. Plaintiffs have afforded Defendant a reasonable number of opportunities to conform the
vehicle to the aforementioned express warranties, implied warranties and contracts.

3Y. As a direct and proximate result of Defendant’s failure to comply with the express written
warranties, Plaintiffs have suffered damages and, in accordance with 15 U.S.C. §2310(d)(1),
Plaintiffs are entitled to bring suit for such damages and other legal and equitable relief

40. Defendant's failure is a breach of Defendant's contractual and statutory obligations
constituting a violation of the Magnuson-Moss Warranty Improvement Act, including but not

limited to: breach of express warranties; breach of implied warranty of merchantability; breacl

DP12-006 001912LC



of implied warranty of fitness for a particular purpose; breach of contract; and constitutes an
Unfair Trade Practice.

41, Plaintiffs aver that Defendant’s warranty was not provided to Plaintiff un(il afler the
vehicle was delivered, making any and all limitations, disclaimers and/or alternative dispute
provisions ineffective for a failure of consideration.

42 Plaintiffs aver Defendant’s Dispute Resolution Program was not in compliance with 16
CFR 703 for the model year of the subject vehicle.

43, Plaintiffs aver that Defendant’s warranty did not require Plaintiffs to first resort to a
Dispute Resolution Program before filing suit.

44. Plaintiffs aver that upon successfully prevailing upon the Magnuson-Moss claim herein,
all attorney fees are recoverable and are demanded against Defendant.

WHEREFORE, Plaintiffs respectfully demand judgment againsl_b_efcndam in an amount

equal 1o the price of the subject vehicle, plus all collateral charges, incidental and consequential

damapes, reasonable attorneys' fees, and all court costs.

COUNT 111
PENNSYLVANIA UNFAIR TRADE PRACTICES AND
CONSUMER PROTECTION LAW

45. Plaintitfs hereby incorporate all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein,

46. Plaintiffs are "Persons” as defined by 73 P.S. §201-2(2).

47, Defendant is a "Person" as defined by 73 P.S. §201-2(2).

48, Section 201-9.2(a) of the Act authorizes a private cause of action for any person "who
purchases or leases goods or services primarily for personal, family or household purposes.”

49. Section 1961 of the Pennsylvania Automobile L.emon Law, provides that a violation of its

provisions shall automatically constitute a violation of the Pennsylvania Unfair Trade Practices

and Consumer Protection Act, 73 P.S. 201-1 et seq,
Case 1D: -
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50. In addition, the Pennsylvania Unfair Trade Practices and Consumer Protection Act, 73
P.S. §201-2(4), defines "unfair or deceptive acts or practices" to include the following conduct:

(vii), Representing that goods or services are of a particular standard, quality or grade. o1 (hat goods
are of a particular style or model, it they are of anather;

(xiv). Failing to comply with the terms of any written guarantee or warranty given to the buyer at,
prior to, or after a contract for the purchase of goods or services is made;

(xv). Knowingly misrepresenting that services, replacements or repairs are needed if they 2 not
needed;
(xvi). Making repairs, improvements or replacements on tangible, real or personal property ofa

nature or quality inferior to or below the standard of that agreed to in writing;

(xvii). Engaging in any other fraudulent or deceptive conduct which creates a likelihood of confusion
or of misunderstanding.

51 Plaintiffs aver Defendant has violated these, as well as other provisions, of 73 I'.5. §201-

Lhat tAutivc Industry Trade Practice rules

and regulations adopted by the Attorney General for the enforcement of this Act shall constitute
additional violations of the Act.

53. Defendant's conduct surrounding the sale and servicing of the subject vehicle falls within
the atorementioned definitions of "unfair or deceptive acts or practices.”

54. The Act also authorizes the Court, in its discretion, to award up to three (1) times the

actual damages sustained for violations.
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WHEREFORE, Plaintiffs respectfully demand judgment against Defendant in an amount not
in excess of Fifty Thousand Dollars ($50,000.00), together with all collateral charges, atlomeys'

fees, all court costs and treble damages.

KIMMEL & SILVERMAN, P.C.

Attorney for Plaintiffs / /

30 East Butler Pike
Ambler, Penngylvanja 19002
(215) 540-8888

Case 1D; -
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VERIFICATION

[obert A. Rapkin, states that they are the atforney for the Plaintiffs herein; that they are
acquainted with the facts set forth in the foregoing Complaint; that same are true and correct to

the best of his knowledge, information and belief; and that this statement is made subject (o the

Penalties of 18 Pa. C.S.A. §4904, relating to unsworn falsifications to authorities.
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PENNSYLVANIA SIMPLE INTEREST VEHICLE RETAIL INSTALLMENT CONTRACT DATE i io o

41=800-727-7000 -{Buyer (and.Co-Buyer) Name and Address (lncludlng Coun!y and SELLEFIICFIEDITOR (Seller Name and Address)
: . Ep Code)

Ford
Credit

‘www.forderedit.com

The Buyer (and Co-Buyer, II any) ‘s teferred to ag “you" or “your.” The Sellar/Creditor is refarred to as “we," "us or "Seller.” You, may buy the.vehicle descnbec
below for cash or on credit: The cashiprice is shown below as *Cash Prica.” The credit price is shown balow as Tt otal Sale Pﬂco uy signing this ‘contract, you

raomants on the front:and-back-of-this-contragh—— -

3 r-'“!.'::f_irilu r“ n "r-\l' .Ii_
RS ) K , L Bl
== R EE AR lT; s B

[ New/Used Mileage Yigmand Maka Model : Vaniclp ldaptnh(;al{on Numt;er el s 1 Use For Which Pu:cha.sad
REY Lo oo iS I{IP'I pe TusIoN SEANDE E i : L LA R 1 Personal 0 Agreullural
o . usioN | " e, .
& bt % T - “wiey 2= | | YOU ARE REQUIRED TO INSURE THE
1. Cash Pr!t:e A I WX oy i § - (g) | | VEHICLE. YOU MAY OBTA]N VEHICLE
Th!rd Party ‘Rebate Asslgned to Seller .... §ocuts '_;j!' : 'YOUR CHOICE. ; = e h
Cash Down Payment epy ey B e LIABILITY INSURANCE COVERAGE
Trade-In - $ — $ % — '~ | | FOR BODILY INJURY AND PROPERTY
o Yen,r and Mako Gross Allowance  Amount Owing DAMAGE CAUSED TO OTHERS IS NOT
Total Down Payment Lo s S g TS e i $ ij'g":"_?_-‘? . f’gz) INCLUDED.
3. Unpald Balance of Cash Price (1.minus 2) ... $ fitd 3)
4. Amounts pald on: ypur’behali (Seller may be: remln[ng a portion of these amoums) g?ﬁgg 13;%&? EE ITN%SQE%EY ﬁgg
_To Public Officlals ., ; NOT REQUIHED TO OBTAIN CREDIT
regialc;n I GO0} foos § REB0, = o o e YOU SIGN AND AGREE TO PAY THE |
(i) for filling fees. $ LR PREMIUM:
(iii) for taxes (not in Cash Price) 8 LAty g 287254 Credit
To Insurance Companles for: ; OLife _M/A
‘Credit Life Insurance. (for term of contract).... $ ikt Insurance Company
Crpd.lt Disability Insurance (for term of contract) $ Bl S5 nivwm
e ___(Term % “ Months) $ 4\ Premium ' * Insured(s).
' Do € A7\ vonth $ 4L - oL
Wﬁf 5 — Eggﬂnm onths) 4 573 60 You \_vant-Credll Life Insurance.
i, ' URD b‘*‘ﬂ‘i—“_,‘ ‘nﬂrrm- FEF 150 4 -
To_Cpuints or $ (5,60, :
To_i O TORTT SACE “tor VT FEL SIZE,1T $ 1723 0l Buyer Signs X
To 37 for 1 s A
U AT TS P s /A -
TO yype - ' for. T'TH $ A Co-Buyer Signs
A o ek iy SRR - g AL St By 3
oL oyl for-“lr‘]”T $ HiA Credit
To PURIEEST. -0 pp SERVILE LUHIRAGT. $ 1280 -0 O Dlsablllty_;i 1A =
Total : ‘ e s A710.%9 @ 3 nsurance Company
5. Amount Financed (3 plus Ao ' $. 24387 72 (5) mﬁ%‘"r insured(e)
1" FEDERAL TRUTH-INLENDING DISCLOSURES : You want Credit Disabliity Insurance.
ANNUAL ‘FINANCE | Amount | Totalof | Total Sale
PERCENTAGE | CHARGE Financed | Payments Price Eer S
RATE - The d The amount of | The amount The total cost y 9
) 8 dollar amount} o adit provided | you Will have of your purchase
The-cost of your “the-credit wil to you or on | Pald when you on. credit,
cradit as & yearly, réie. § - * “'dodt you your behalf h?&?dﬁ%dau ﬁt’,ﬂ;g%gﬁ[ Co-Buyer Signs
3 - g v payments of § 404 Lin L
Coverage and - Premium and
Your Payment Schedule will be: Insurancé Company__ Term in Month
Number of Paymenis | Amount of Payments en Payments are Due ; a IFF'S
223 E = onthly [J Semi-Annually [JAnnually N/ -5 PLQ,‘(TJB[T
S B3G5 tating WRIL U2, 2010 i g
b P : _ ay M1 s 1D 00256
EFE I R 2
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11 TOUr JESEINSIENMENT PaYMEent under nis coniract 1s a baliloon payment, ureait Lo @nd uredit Lisabiity Insurance are
for the term ot the coniract. The amount and

EXCESS WEAR, USE AND MILEAGE CHARGES
coverages are shown In & notlce or agreement

If the box directly above. is checked, this section, Paragraph B, and Paragraph C of given to you today.
this confract apply. You may be charged for-excessive wear based upon our standards
for normal use. If you exercise the option. to.sell the vehicle back to Seller under

F’a”igraph B, you must pay the Seller $0. _HfA per mile for each mile in excess LE] Debt Cancellation Walver Addendum (Optional)
miles shown on the odometer. Il this box Is checked you have purchased a debt

cancellation wajver. Furchase of this coverage is

EXTHA MILEAGE OPTION CREDIT optional and is not required to oblain credit. The

If this contract contains a balloon payment (as indicaled above), and you have terms and conditions of the debt cancellation waiver
exercised your Option to sell the vehicle to the Seller under Paragraph B, this are set forth in the miached Addendum which s
paragraph applies to yaur F.:onlract At the secheduled end of this contract, You will incorp!cl:rayed inlo lhiis cantract. The price forthe debt
receive a credit c»f $0. _B/A per unused mile for the number of unused miles cancellation waiver Is set torth on this conlract in the

; T temi ina der seclion 4, |
~4ﬁehveen% and Eraria miles; —less any amounts You tomization of Amount Finvnged under

owe under this contract. You will not receive any credit if the vehicle is destroyed, this

contract ends early, or you are In default. You will not receive any credit if the credit is Buyer - T
less than $1.00. Signs ! . o

Anti-Theft Producl {Oplional) :
[ 1 this box is checked you purchased the anti-theft product(s) listed below. The purchase of anti-theft product(s) is optional and not required |
to obtain credit, even If the product(s) is already installed on the vehicle you selected. You may purchase anti-theft produc t(s) fram the person
of your cholce.. By signing below, you agree to purchase the anti- theft product(s) at the price disclosed.

AN

1“ X

i s Term

\)ﬁ —=

H7 - E v rerm :
i ~ == W/ Term _H.4d

Buyer Signs X &

Signs

YOU ACKNOWLEDGE THAT YOU HAVE READ AND AGHEETU BE BUUND BY THE AREMRATION PROVISION-oN-
THE REVERSE SIDE OF THIS CONTRACT.

The Annual Percentage Rate may be negotiated with the Seller. The Seller may assign this contract and may retain
its nght to receive a portion of the Flnance Charge. .

=, =o- - . . - NOTICE TO BUYER 5 TR

Do not sign: this contract in blank You are entitled to an g -
Keep it to protect your legal rights. ,

g J/ j
X

=, F P / i g Ly i
Sig Slgns ;

Buyer (and Co-Buyer) acknowledge that (i) before signing this contract, Buyer (and Co-Buyer)
received and reviewed a true and completely filled in copy of this contract and (il) at the time of
signing this contract Buyer (and Co-Buyer) recewed a true
contract.

Slgns _ -Slgns

HgEhAR POl SELES, 1T :
Seller By X S = Title ==
THIS CONTRACT IS NOT VALID UNTIL YOU AND SELLER-SIGN IT. - ‘
L Sl R s .| < - R ASSIGNMENT i el il s aremine TR T AT |
Seller may transfer this corllfaq' o ?11 l.hler pergon, T?at person will then have all Seller's rights, privileges, and remedios. By signing below, the '
Seller assigns this contract to Uibn Likel Ui l" AT ("Assignee"), A - .
:,To contact Asqignec about this contract, calf R AL 'M"{’ - . or visit their website at
CHARKAN FORD Sall s, Qa6 ¥ ; . _
A sl BUALL B TRV S T Y . T e T ==

hY - - e ——
FC 1763751 (MAY 09).. (Provious ecitiohs ihay NOT-be usad) SEE OTHER-SIDE FOR ADDITIONAL AGREEMENTS
FC 17637-B-SUFC 17637-RCO |_"i_l\. ID: I l 1002562

e i A i mam R U B | EDR AADY INON.TRANSFERABLE)
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D/B/A CHAPMAN FORD LINCOLN VW

CHRYSLOR

- — :
oT) T C= ) r\,‘::k_ \V

51597 0388 |"°oA0710/11 |'FOCS714332

AHBHN SEGALINE

CUSTOMER NO.

~ TLABOR AATE ~ TLICENEE MO. ]MiLEJ\GE 13 3 7Gch'1nERi_NE ERY ‘52)1"1‘39
["IO/FERB/FUSION/4ADR SDN 14 SEL FWD °“VO%/03/10 [(vewMies 19
PHILADELPHIA, PA : : A5 e Sl |
|\'EI3CL¥DRO. H P D J G 7 A R LEYQ DEALER MK IPHODUCTION OATE
FT.ENO 2 1'0_0_ e . ) DTE)/D‘;;" 11 -
BMMENTS MO: 1379(
TCHARGES N o
LABOR- - == - - - I By e > e S L e B R e H S A X S N e Ve e The oniy warranties, if any, applying to
J#f 1 15F0Z-2  DRIVABILITY REPAIR  HOURS: TECH(S):9190 0.00(the part(s) and/or service are tnose
CUST STATES VEHICLE CUTS OFF, THIS IS THE 3RD TIME IN! offered by the manufacturer, The selling
NO COES IN MEMORY ROAD TEST SEFVERAL MILES COULD NOT - ; S
DUPLICATE GWNERS CONCERN dealer heraby expressly disclaims all
Iwarranties, either expressed or implied,
JOBFE 1 TOTALS - - - oo oo e o e _linclumng any implied warranties of
purpose, and neither assumes nor autho-
], 7 ] AR S O S g R e S SR, S £ AN rizes any other person to assume for it
TUESDAY MIGHT DROP any liabilily in connection with the sale of
y y
TR RN AN OO R T IR IO AT N s s s Siin e i s rn s et S S s ST e e N s Tl L A e this part(s) an_-j{m service. Buyer shall not
9190 JEROME L TRZASKA 7825 be entitled to recover from the selling
dealer any consequential damages,
L T darages to property, damages for loss
AATANRARRRAARRA AN &3 7k e Ao o Ao A A AR AR Aok ok ok A st Aok ok o o o Aok D[ use lth'r‘; of ”mE‘ IUSS Of BTOTHS, or
* METHOD OF PAYMENT * }Fg}ﬁ’[ !ﬁﬁ%:::: g:gg income, or any other incidental damages.
¥ g * TOTAL SUBLET ... 0.00 |
% [ ] CASH i F 3 S R — [ 1 VISA/MC i TOTAL 6.0.G.... 0.00 -
* . * TOTAL MISC CHG. 0.00
* [ 1AMEX [ 1 DISCOVER [ ] DINER'S CLUB [ ] AR * TOTAL MISC DISC 0.00 -
* * TOTAL TAX...... 0.00
: RECETVED BY DRTE sisismtnas, Ty ol I i o S L g - T -
* - -
R T T e T T e e e T lNVOICE $ L y
‘ ‘:“ ‘,'t,..';", -I:-
CUSTOMER STGNATURE _
g |
;é
&
g
i
2
%
z 3 PLAINTIFF'S
%. 5 EXHIBIT
: £
#| PAGE1OF1 CUSTOMER COPY [ END OF INVOICE | 01:19pm s - =
FCase 100@562
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CUSTOMER LIST

- R ADDRESS STATUS
-

Ford Confidential
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Hpt. Analysis Home Repart Mgmt Primary Report Mgmt Query Réport Momt Indicator Summary

GCQIS Report Analysis

Report Summary
Report 1 of 1
Query Name: REPORT RETRIEVAL

Folder Number: File Report To This Folder File Report To A Folder

Report Detail Section : View Details Attachments: 0
Report# : BIJKE6719 CACVOC--or-- C1 00005892707M Received: 10/12/2011
CCRG/EPRC: Reviewed Status: Date:
Vehicle: 2010,FUSION ,SEL ,4 DOOR ,SEDAN ,3FAHPOJG7AR- Build Date: 12/16/2009
Odometer : 13,700 M Engine: 3.0L 4V Calibration:. . neyre0a
Transmission: 6SP 6F MID Axle: 3.208 FDR A/C: YES
Dealer: USA 01305 McCafferty Ford Sales, Inc. Phone#: é%h%) A=
City: Langhorne State: Pennsylvania Country : USA
Originator:
Symptom: 5 54 3 00 DRV PERF,LACK/LOSS PWR ,CRUISE/STEADY,UNKNOWN
Status:
VFG: V52 DRIVEABILITY
Additional
Symptom:
Fix: Causal Component :
Condition Code:

Cust: Home Phone: ( 000 ) 000 - 0000

Work Phone: ( 000 ) 000 - 0000 Region: N3 Philadelphia

Case Status: Date: 00/ 00/ 0000 Vehicle Paint: STERLING GRAY METALL

Help Exit

DP12-006 001921LC



KOEO:
KOEC:
KOER:

Comments:

AUDIT

OWNREL

OWNREL

ODWNREL

10/20/2011 08:30PM
DEALER USA 01431 CHANGED TO USA 01305 BY ORCAC
CUSTOMER SAID: -AS THE VEH IS CRUISING ON THE EXPRESSWAY THE VEH HAS A
LOSS OF POWER -WRENCH CAME ON-THE ISSUE IS INTERMITTEN -WHEN AT A
COMPLETE STOP THE STALL WHEN YOU TRY TO START IT THERE IS A CLICKING
NOISE -DLRSHP CHANGED THE BATTERY AS IT HAD A BAD CELL -THE VEH HAS
EXPERIENCED THIS AFTER THE NEW BATTERY WAS INSTALLED -CUST BROUGHT TO
THE DRLHSP AND THEY SAID THEY COULD NOT FIND ANYTHING -EVERYTIME THE
VEH IS PUT IN REVERSE IT HESTIATES AND BUCKS AND JERKS -DLRSHP WAS NOT
ABLE TO DUPLICATE -CUST HAS BROUGHT THE VEH TO THE DLRHSP 3 TIMES FOR
THE SAME PROBLEM -CUST IS AFRAID OF THE SAFETY OF HIS FAMILY -CUST HAS
SPOKE TO HIS ATTORNEY BUT HE DOESNOT WANT TO FILE LEMON LAW -HE JUST
WANTS THE VEH FIXEDDEALER SAID: CHAPMAN FORD SALES, INC. SCHEDULE
SERVICE 9371 ROOSEVELT BOULEVARDPHILADELPHIA PA 19114(866) 577-2408CRC
ADVISED: I WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A
SPECIALIST WILL CONTACT YOU WITHIN 2 BUSINESS DAYS.***NOTE TO CCR: IF
THE VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE ADVISE THE
CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FOR THEIR VEHICLE-CALL AT
CALL ANYTIME
oBC 17O SM PETE [N - S STATES THAT THEY COULD NOT DUPLICATE
CONCERN. CUSTOMER CURRENTLY HAS THE VEHICLE.OBC TO CUSTOMER
B - CUSTOMER STATES THAT THE VEHICLE IS STALLING ON THE
EXPRESSWAY AND UPON STOPPING. CUSTOMER STATES THAT HE WILL BE TAKING
VEHICLE TO A DIFFERENT DEALERSHIP ON MONDAY. FU 10-17-2011
osC 7O cusTOMER N - CUSTOMER STATES THAT HE DROPPED THE
VEHICLE OFF AT HOPKINS FORD SUNDAY NIGHT. GOT A PHONE CALL MONDAY
MORNING STATING THAT THE KEY HE DROPPED IN THE DROP BOX WAS BENT AND
THEY COULD NOT SERVICE THE VEHICLE. CUSTOMER BROUGHT SPARE KEY TO PICK

DP12-006 001922LC



UP CAR AND IS BLAMING THE DEALERSHIP FOR THE BENT KEY - DEALER ASKED
HIM TO LEAVE AND WILL NOT SERVICE HIS VEHICLE. CUSTOMER STATES THAT HE
WILL BE IN TOUCH WITH HIS LAWYER, CUSTOMER STATES THAT HE WILL BE
TAKING THE VEHICLE TO YET ANOTHER DEALERSHIP AND ASK I FU WITH HIM
WEDNESDAY 10-19-2011

OWNREL TRANSFERRING TO MCCAFFERTY P&A 01305 - DUE TO CUSTOMER WANTING TO GO
TO ANOTHER DEALERSHIP. CUSTOMER VEHICLE CURRENTLY AT DEALERSHIP.

OWNREL OBC TO SA GERRY @ 215-945-8000 EXT 7542 - SA STATED THAT THEY DROVE
THE VEHICLE AND IT DID NOT STALL FOR THEM. THEY ARE KEEPING IT OVER
NIGHT TO LOOK FURTHER INTO THE CONCERN TOMORROW. OBC TO CUSTOMER @
I ~D\VISED THAT I AM GOING TO GIVE THE DEALERSHIP TOMORROW
TO LOOK AT THE VEHICLE AND FU 10-21-2011 - CUSTOMER WAS HAPPY,
CUSTOMER STATES THAT GERRY APOLOGIZED FOR GETTING OFF ON THE WRONG
FOOT AND ALL IS WELL!

OWNREL OBC TO SM JERRY @ 215-945-8000 EXT 7542 - UNABLE TO DUPLICATE CONCERN
- PUT 35 MILES ON VEHICLE - CUSTOMER PICKED UP VEHICLE. OBC TO
cusToMER @ - CUSTOMER STATES THAT HE IS NOT SURE WHY THE
SM WOULD NOT GIVE HIM A RENTAL - CUSTOMER STATES IT IS INCONVENIENT TO
TAKE IT BACK TO THE DEALERSHIP - CUSTOMER STATES A RENTAL SHOULD BE
THE LEAST OF HIS PROBLEMS - BUT THEN CUSTOMER ASKS WHO IS GOING TO PAY
FOR THE RENTAL - CSM ADVISED THAT I COULD LOOK INTO REIMBURSEMENT BUT
ITS NOT GUARANTEED, ADVISED CUSTOMER TO LET SM KNOW THAT HE NEEDS A
RENTAL VEHICLE AND ADVISED CUSTOMER TO HAVE HIS VEHICLE FUEL TANK FULL
FOR THE DEALERSHIP TO BE ABLE TO DRIVE THE VEHICLE AND DUPLICATE THE
CONCERN SET FU 10-25-2011. CUSTOMER TRIED GIVING CSM THE NUMBER TO HIS
LAWYER, CSM ADVISED THAT HIS LAWYER WOULD NEED TO CONTACT OUR LEGAL
DEPARTMENT AND THAT I WOULD NOT BE HIS LAWYERS CONTACT. CUSTOMER
STATED HE WOULD HAVE HIS LAWYER CONTACT CSM ANGELA. I AGAIN ADVISED
CUSTOMER THAT HIS LAWYER WOULD NEED TO CONTACT FORD MOTOR COMPANYS
LEGAL DEPARTMENT.

OWNREL AS PER NOTED ABOVE - CUST HAS LEGAL COUNCEL - CSM CLOSNG @B%Eioad Options

Folder Number: File Report To This Folder File Report To A Folder
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[Provious J Next. Mail Ropor

Requester: PHERRO11 27-0ct-2011
Report Summary Ford Proprietary, Private Retention: None
Server: ECCWS686
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ISSUE LIST

Last Handlin g .

s Date/ 9 Name/ Vin/ Model Year and Vehicle Issue
i St Reason Desc Case No. Line Type
10/25/2011 ] 3FAHPOJG7ARI 2010 FUSION 04

CLOSED CLP - IN - SERVICE REPAIR - AT RISK 323062841
1012/2011 ] 3FAHPOJG7AR 2010 FUSION 01
CLOSED CRC RELATED - F/M CSR FOLLOWING 23062881

CONTACT

Ford Confidential
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All Action Details for Issue

e

VIN: IFAHPOJGTA Year: 2010 Model: FUSION Case: 323062641
Name: Owner Status: Original WSD: 2010-03-03

Symptom Desc: LOSS OF POWER CRUISE Primary Phone:-
Reason Desc: CLP - IN - SERVICE REPAIR - AT RISK Secondary Phone:

Issue Type: 04 REGION Issue Status: CLOSED
Initial Customer Contact; 10/12/2011

Action: TIER |l ESCALATION - UNABLE TO DUPLICATE

Dealer: 01431 CHAPMAN FORD SALES, INC. Origin Desc: US CONCERN CASE BASE
Odometer: 13700 M| Comm Type: PHONE

Analyst Name: JENNINGS, DIANE Analyst: DJENNI42

Actlon Date: 10/11/2011 Action Time: 08.58.25.560  Action Data: Yes

Comments CUSTOMER SAID: -AS THE VEH IS CRUISING ON THE EXPRESSWAY THE VEH HAS A LOSS OF POWER
-WRENCH CAME ON-THE ISSUE IS INTERMITTEN -WHEN AT A COMPLETE STOP THE STALL WHEN YOU TRY T0
START IT THERE IS A CLICKING NOISE -DLRSHP CHANGED THE BATTERY ASIT HAD A BAD CELL -THE VEH HAS
EXPERIENCED THIS AFTER THE NEW BATTERY WAS INSTALLED -CUST BROUGHT TO THE DRLHSP AND THEY
SAID THEY COULD NOT FIND ANYTHING -EVERYTIME THE VEH IS PUT IN REVERSE IT HESTIATES AND EUCKS
AND JERKS -DLRSHP WAS NOT ABLE TO DUPLICATE -CUST HAS BROUGHT THE VEH TO THE DLRHSP 3 TIMES
FOR THE SAME PROBLEM-CUST IS AFRAID OF THE SAFETY OF HIS FAMILY -CUST HAS SPOKE TO HIS
ATTORNEY BUT HE DOESNOT WANT TO FILE LEMON LAW -HE JUST WANTS THE VEH FIXEDDEALER SAID:
CHAFMAN FORD SALES, INC. SCHEDULE SERVICE 9371 ROOSEVELT BOULEVARDPHILADELPHIA PA 19114(866)
577-2408CRC ADVISED: | WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A SPECIALIST WILL
CONTACT YOU WITHIN 2 BUSINESS DAYS."*NOTE TO CCR: [F THE VEHICLE IS CURRENTLY NOT AT THE
DEALERSHIP. PLEASE ADVISE THE CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FOR THEIR VEHICLE-

cacL AT cA L AanvyTiME

Data Element Name Data Value
ESTIMATED COST OF REPAIR: 0
Action: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION
Dealer: 01431 CHAPMAN FORD SALES, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 13700 MI Comm Type: PHONE
Analyst Name: TRETTENERO , ANGELAAnalyst: ATRETTEN
Action Date: 10/12/2011 Action Time: 12.08.56.802Action Data: Yes

Comments OBC TO SM PETE 215-698-7000 - SM STATES THAT THEY COULD NOT DUPLICATE CONCERN
CUSTOMER CURRENTLY HAS THE VEHICLE.OBC TO CUSTOME - CUSTOMER STATES THAT THE
VEHICLE IS STALLING ON THE EXPRESSWAY AND UPON STOPPING. CUSTOMER STATES THAT HE WILL BE
TAKING VEHICLE TO A DIFFERENT DEALERSHIP ON MONDAY. FU 10-17-2011

Data Element Name Data Value
DATE OF FOLLOW UP. 10-17-201
TIME OF FOLLOW UP (HH:MM): 19:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 01431 CHAPMAN FORD SALES, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
QOdometer: 13700 M Comm Type: PHONE

Analyst Name: TRETTENERO , ANGELAAnalyst: ATRETTEN

Action Date: 10/17/2011 Action Time: 10.06.37.016Action Data: Yes

Comments OBC TO CUSTOMER |ICUSTOMER STATES THAT HE DROPPED THE VEHICLE OFF AT
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HOPKINS FORD SUNDAY NIGHT. GOT A PHONE CALL MONDAY MORNING STATING THAT THE KEY HE DROPPED
IN THE DROP BOX WAS BENT AND THEY COULD NOT SERVICE THE VEHICLE. CUSTOMER BROUGHT SPARE KEY
TO PICK UP CAR AND IS BLAMING THE DEALERSHIP FOR THE BENT KEY - DEALER ASKED HIM TO LEAVE AND
WILL NOT SERVICE HIS VEHICLE. CUSTOMER STATES THAT HE WILL BE IN TOUCH WITH HIS LAWYER.
CUSTOMER STATES THAT HE WILL BE TAKING THE VEHICLE TO YET ANOTHER DEALERSHIP AND ASK | FU WITH
HIM WEDNESDAY 10-19-2011

Data Element Name Data Value
DATE OF FOLLOW UP: 10-19-2011
TIME OF FOLLOW UP (HH:MM): 18:30

Action: TRANSFER SSUE

Dealer: 01305 MCCAFFERTYFORD SALES, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 13700 MI Comm Type: PHONE

Analyst Name: TRETTENERC , ANGELAAnalyst: ATRETTEN

Action Date: 10/19/2011 Action Time: 10.36.51.764Action Data: No

Comments TRANSFERRING TO MCCAFFERTY P&A 01305 - DUE TO CUSTOMER WANTING TO GO TO ANOTHER
DEALERSHIP, CUSTOMER VEHICLE CURRENTLY AT DEALERSHIP.

Action: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer; 01305 MCCAFFERTYFORD SALES, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer; 13700 MI Comm Type: PHONE

Analyst Name: TRETTENERO , ANGELAAnalyst: ATRETTEN

Action Date: 10/19/2011 Action Time: 15.40.30.274Action Data: Yes

Comments OBC TO SA GERRY @ 215-045-8000 EXT 7542 - SA STATED THAT THEY DROVE THE VEHICLE AND IT
DID NOT STALL FOR THEM. THEY ARE KEEPING IT OVER NIGHT TO LOOK FURTHER INTO THE CONCERN
ToMorrow. 0BC TO cusTOMER [ - AOVISED THAT | AM GOING TO GIVE THE DEALERSHIP
TOMORROW TO LOOK AT THE VEHICLE AND FU 10-21-2011 - CUSTOMER WAS HAPPY. CUSTOMER STATES THAT
GERRY APOLOGIZED FOR GETTING OFF ON THE WRONG FOOT AND ALL IS WELL!

Data Element Name Data Value
DATE OF FOLLOW UP: 10-21-2011
TIME OF FOLLOW UP (HH:MM) 18:30

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 01305 MCCAFFERTYFORD SALES, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 13700 M| Comm Type: PHONE

Analyst Name: TRETTENERO , ANGELAAnalyst: ATRETTEN

Action Date: 10/21/2011 Action Time: 16.29.37.263Action Data: Yes

Comments OBC TO SM JERRY @ 215-945-8000 EXT 7542 - UNABLE TO DUPLICATE CONCERN - PUT 35 MILES ON
VEHIGLE - CUSTOMER PICKED UP VEHICLE. 08C T0 CUSTOMER G - CUSTOMER STATES THAT HE
1S NOT SURE WHY THE SM WOULD NOT GIVE HIM A RENTAL - CUSTOMER STATES IT IS INCONVENIENT TO TAKE
IT BACK TO THE DEALERSHIP - CUSTOMER STATES A RENTAL SHOULD BE THE LEAST OF HIS PROBLEMS - BUT
THEN CUSTOMER ASKS WHO IS GOING TO PAY FOR THE RENTAL - CSM ADVISED THAT | COULD LOOK INTO
REIMBURSEMENT BUT |TS NOT GUARANTEED. ADVISED CUSTOMER TO LET SM KNOW THAT HE NEEDS A
RENTAL VEHICLE AND ADVISED CUSTOMER TO HAVE HIS VEHICLE FUEL TANK FULL FOR THE DEALERSHIP TO
BE ABLE TO DRIVE THE VEHICLE AND DUPLICATE THE CONGERN SET FU 10-25-2011. CUSTOMER TRIED GIVING
CSM THE NUMBER TO HIS LAWYER, CSM ADVISED THAT HIS LAWYER WOULD NEED TO CONTACT OUR LEGAL
DEPARTMENT AND THAT | WOLILD NOT BE HIS LAWYERS CONTACT. CUSTOMER STATED HE WOULD HAVE HIS
LAWYER CONTACT CSM ANGELA. | AGAIN ADVISED CUSTOMER THAT HIS LAWYER WOULD NEED TO CONTACT
FORD MOTOR COMPANYS LEGAL DEPARTMENT.
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Data Element Name Data Value

DATE OF FOLLOW UP: 10-25-2011
TIME OF FOLLOW UP (HH:MM): 18:30

Action: CUSTOMER RETAINED LAWYER

Dealer: 01305 MCCAFFERTYFORD SALES, INC., Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 13700 M| Comm Type: PHONE

Analyst Name: MCDOUGAL,NANCY Analyst: NMCDOUG1

Action Date: 10/25/2011 Action Time: 11.40.08.929 Action Data: No

Comments AS PER NOTED ABOVE - CUST HAS LEGAL COUNCEL - CSM CLOSNG CASE

Ford Confidential
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All Action Details for Issue

Print
vin: 3rarpoJc7AR T Year: 2010 Model: FUSION  Case: 323062841
Name: [ Owner Status; Original WSD: 2010-03-03
Symptom Desc: LOSS OF POWER ACCELERATION Primary Phone;

Reason Desc; CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 1 M Comm Type: PHONE

Analyst Name: REZIAH, LASHANA Analyst: LREZIAH

Action Date: 10/12/2011 Action Time: 08.14.38.892  Action Data: No

Comments CUSTOMER SAID: -SEE HISTORICALS -CUST IS CHECKING THE STAUTS OF HIS CASE-CALLED CRC
AND WAS TOLD THAT SOMEONE WILL CALL HIM AND NO ONE DID-THE VEH SHUT OFF AGAINCRC ADVISED:
PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE
PROPERLY ADDRESSED.-ADVISE CUST THAT IT IS TWO DAYS WHICH IS TOMORROW

Ford Confidential
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Tlect Request for Office of the General Counsel Review

Fax the completed form lo Alma Taylor @ (888) 683-9898

Date: /D/a 9/( | Case #i__ I K7
Supporting documents included in fax? (circle one) Yes 01'@ (#Pages )

FLEET INFO

Fleel Name: -_-__ Contact: — .

Address: wl Title:

Phone:

Is this a Fleet Managed vehicle? (circle onc)or No
If yes, please provide the following:
MANAGED FLEET INFO
Fleet Name: (Whee [ 5 T i Contact:__R icarda Garcia

Adtsi Gola Gy Garlaznd Ploce Title; u)q;mﬂ4}/ Adn'n

[285 EIQ_‘WIC" - . GO Phone: @47},{‘/“/"#7/&

Wha will be the single point of contact? Primary Fleet contact person o{dlanaged Fleet Contact Person )

¥#*There Can Only Be One Single Point of Contact For A Clalm ***

VEHICLE INFORMATION

Vehicle Year K009 Vehicle Model: _ EScap®@
L]

VTN:J_F_ﬂQ_Q;_jDQ_g_ Warranty Start Date: ;ég ) z 009

CURRENT VEHICLE LOCATION
Name of Business or Dealer: _[M\ex mpq1n (fQi "l Sion Me F‘H'\

Address: (SO Bruekner Blud Brony, MY (o454
Contact: Jetes Title: .

DETAILS OF INCIDENT

Incident Involves.

v

-
d Accident Fire 3 Injuryl— Medical Attention Sought

Description of Incident: ** %‘s\w_t_ Conte gA;nE UE[_f]?;Lg M'lgra‘"&[g On Hg Ec/\
ond  Shruck & parked coars,

™ Do not request mvestigation if repairs have been completed.

Was a Police/Fire report made? (cirele one) r No

What is the alleged defect:
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L
Has the alleged defective part been repaired or replaced? (circle one) Yes o@

What was the city, state and date of occunrence: yrept— Qggk ) Y }OA{ 8/”
What was the mileage at time of occwnrence: ;3; ) I O %7 Mile s

List all after market additions or modifications that were made to the vehicle

Nene,

Was the engine romning? (circle one) & or No
Were the keys in the ignition? (circle one) ur No
Has an insurance company been advised of this incident? Nn

If yes, please provide name, address and phone number of insurance company and adjuster's name and claim numbey,

('”b\uUO T nsuranceg - Pg('& el c/af'm inea d-uo.,”a-G{(’_

FORD FLEET REPRESENTIVE CONTACT
Name: CDS ID:

Phone: Iax:

ATTORNEY INFORMATION

Attorney Involved?  (circle one) Yes c@
If yes, Attorney's Name: Phone #:

ADDITIONAL COMMENTS/INSTRUCTIONS:
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L
Account No. 05712 CEI-PA
Attention : Christi Milask

. Cei Claims Management
Customer Service:

Metro Reporting Customer Support 1-800-245-6686 or help@metroreporting.com
Metropolitan Reporting Bureau '

Box 926, William Penn Annex

Philadelphia, PA 19105-0926

Fax (800) 343-9047

Type of Report: AUTO ACCIDENT

INSURED R
craiM NnUMBER: [
rorzcy Nuv. : [
DATE OF LOSS: 10/18/11

LOSS STREET" :

LOSS CITY ¥ GREAT NECK NY
POLICE DEPT.: 6
REPCRT NUM. :
INS., DRIVER : -
OTHER DRIVER:

; 6

PCT./DIST.
DESC.QOF OTHER:

THANK YOU FOR THE ORDER!
Any questions or problems please feel free to contact us.

PH., (800) 245-6686 or Help@MetroReporting.com

AL BB

L *4(035375894*

EM

DP12-006 001933LC



Page 1 of

3 Pages New York State Depariment of Motor

Local Codes

06-33539-11

G8D222000321

MV-104A (3/04)

mIANVENDED REPORT

Vehicles

POLICE ACCIDENT REPORT

*_Oays¥Week Mililary Time

Day
18

[m
- [ Manin
o |

No. of i
Vehicles i kbt
3

Yoar
3]

2011

Tuesday 20:30

No. Killed

0 Accident Reconsinicted

Nol investigated a1 Scene O

Left Scene

)

Police Photoa
Oves Bne

5]

VEHICLE 1 M VERICLE 2

L] BICYCLIST

LJ PEDESTRIAN ] OTHEF

PEDESTRIAN

VEHICLE ¥ - Diver
Licansa |0 Numbsr

Drrver Name - axsctly
85 pintad on [icense

City or Tawn
GREAT NECK

VEHICLE 2 - Driver

Stala of Lic
Licanas 10 Number

Stais of Lic.

e prsnd s
©s priniad on licensel

Address (Includae Number and Slael)

] Apt. No.

City o1 Town

7 |Daie ol Bk

_rSol.

Slata

Zip Code

iy 0f | W)

ol e

OMmsrrQo<z—

| o ‘;I

DES PLAINES

'l L

Nama - §acly 8% pned on regisiralon

rass {Includa Number

lalo of Reg

Uana ol Buth

Sexn Unlicansad

F Monih | Day

c
IApl. No.

. Releasod

State
IL

Cily of Town
GREAT NECK

Year

No, of Qccupanis

Public
|Propery
Dainaged

00

a

Date of Bih

ehicle Yaar
2009 FORD

¥R Ins. Code

NY 124

TickelArrast
Number (s}

Siate of Reg
NY

Vahicle Yoar £ Make
2003 BMW

ins. Code
711

Vehicle Type
SUBN

TickaUArrest
Mumbar{s)

Violation
Section(s)

Viglatian
Section(s)

O operatad with

Check Il involved vehicle is:
[3 maore than 95 inches wide;
O more than 34 leel long,

Check il involved vehicle is;
[ mara than 95 Inches wide;
E | O more than 34 feet long;

Clrcle the diagram beiow Ihal descrbes Lhe acclden, or draw your own
diagram in space #9, Number tha vehicles

H! [ operaled with an overweight permit;
[ operaled with an overdimension permil.

an overweight permit
an overdimension parmit

L] operaled with . it || i
’gVEH CLETOAMAGE CODES VEHICLE 7 DAMAGE CODES

Raer End
1'

Right Angl

A

mroD - ITm<

Enter up lo lhree

Box 1 - Point of Impact I !
Box 2 - Most Damage

moie damage codes

d

C -
Box 1 - Point of Impact | 2

2 2 Box 2 - Most Damags 8 i}

'

)
{sarmm drecton)

Lol Tum 3

0 4,

Fagrt Tum  |Head On

-
5 7.

_IL’

& Sidedwips
R TUN | {oopoarte drection)
= =
IR g~

Elenter up to thres 3 4 5
maore damage codes

] 4 5
3

T&
T &

1 Vanicls By
Towed To:

¢ Vehicle Bv:
Towed To!

D TOWING
D TOWING

15, TRAILER
16. OVERTURNED

VEH|CLE DAMAGE CODING: 1 ¥

1-13 SEE DIAGRAM ON RIGHT.
14. UNDERCARRIAGE

E] ﬂ /
17. DEMOLISHED
18. NO DAMAGE

%
19. OTHER

ACCIDENT DIAGRAM

See the last page of the MV-104A for the
accident diagram.

4

1

e

2 W 1t o E

Cos! ol repairs Lo any one venicle wil be more than $1000

UnknowniUnable to delermine

-
-

O Yes [ Ne

Reference Marker

Coordinales (if available) -[ Place Where Accident Occurred:

v

Lattitude/Norming: County NASSAU gcly ®

Vitage O Town

of GREAT NECK PLAZA

Road on which accident occurred 20 GREAT NECK RD

Longitude/Eesting al 1) Intersecling sireat

{Fouta Numbar or Straal Nama)

or2) 1000 O~ Os

of_S MIDDLE

oule Nombar or Siree! Hame)

NECK RD

Tam milas Oe BW

[Mlnpasl Naareat intersaciing Roue Number or Sireat Name)

WITNESS H1 -

Acciden! DescriptioniOfficers noles
VEHICLE 1 COLLIDED WITH VEHICLE 2 AND THEN VEHICLE 1 COLLIDED WITH VEHICLE 3.
VEH 1 STATES WHILE MAKING LEFT TURN THE VEHICLE MALFUNCTIONED CAUSING IT TO ACCELERATE AT A
OLE WITNESS KACEY MCDONALD STATED SHE OBSERVED VEH
VEH 2 AND 3 REMQVED FROM

HIGH RATE OF SPEED INTO VEH 2 AND VEH 3.
1 TURNING LEFT AT A HIGH RATE OF SPEED,
SCENE BY OWNERS,

REPORTED FOR INSURANCE FURPOSES.
KACEY MCDONALD 29 WEST DR MANHASSET NY 11030

VEH 1 TOWED FROM SCENE.

(516) 627-8783 ExXt.

MOTORIST OF

10 1 12 19 14 18 16 17BY

To 18

Names of all involved

Dara of Death Only

H:

4 S

c-&}

___.I% P[]

‘s‘E‘"ﬁ

> J““’QL’.ZJE’:;J*

Bl
O P e 3 (R e

o o ™
S TG TR

Sty “‘-1'1‘5.- LY

'n T

pus-e-w- =

T p

vEE

52 s-vf ke

Officer's Rank
and Signature

| =

F‘L..‘

3;

3
= &"‘lu"‘_ﬁ{k\ l__\_ J

4“%«&*=£ E 2 0

TR E,\S-f"n w0 -;

.n_si-}..ﬂ'.‘u.a".

Boduo."ln No, NCIC No

Print fdnrne T QRTIZ

8834 02900 06086

|Precinct/Post
TroopiZone

Station/Beat
Sector

06

Reviewing Officer
JOHNSON, G

Date/Time Reviewed

10/19/2011
02:48
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Page 2 ol 3 Pages

New York State Department of Matar Vehicles

Slale

2

NY
|§§lo TTReg [venicio Yaar & Make

005 DODG

T ey B
Ty o Youn 7ot s

VIO POLICE ACCIDENT REPORT
udoEEEAs 2. MV-104A (3/04)
b b e L 1[:] AMENDED REPORT
[m Day cvWeek [ Miilary Time Vo s |No- urec
Monih Ty Yo Vi 5
10 18 2011 Tuesday 20:30 3
VEHICLE 3 10
VERICLE 1 - Grvar State of Lie. Ivaﬂmszf'nm'r"
Licansa 10 Nurmos: |I Nombar e
E Driver Nama - exsct Driver Name > xaciy 3 é
as printed on licsr| upmtllun
Agdiess |Inciude Number and Sheal) Apl, No
fﬁ:r-sm
ol
City or Town Statw Zip Coda ,%EW,E_J; _{'
Unlicansad No. ol Qccupants | Pubiic
o po.  [fewv ] R

||"--_ﬂ L{ P ﬁ*

,.'i‘*-‘ rm e '-r‘f‘i"
:!K"m -8

Mau {Includs Numbar and

Not Invesligaled a* Scepe E|

......................... =

| SlaeET
Yoy 3-5? ""F’

3
3y

ek

;‘ﬁ «'f*i-'f i

Number(s)

Vinlation
Section(s)

Check if invoived vehicle 1s;
O move than 95 inches wide;
O more tran 34 feet long,

Box 1 - Poml of Impact
Box 2 - Most Damage

mrQaQ —ITm<

O operated with an overweighl parmit;
O operated with an overdimension permit. | |

Enler up 10 Ihres =N
more damage codes | 7

I

Vehicie By
Towed: To

VEHICLE DAMAGE CODING.
113 SEE LIAGRAM ON RIGHT.

T Cmﬂmdﬂmbemmlldamlmmngwm

diagram In space #9  Number 1he vehicles.

Leh Scene | Polce Phatos

A ;@_‘,g ’i Eﬁ%‘- ‘fl;;'_.

Cves Bne

ER N
« Sinta of Lic™

[ o

mmp»..: o= K|

Puthe: *@,\,,‘;‘

14. UNDERCARRIAGE 17. DEMOLISHED

15, TRAILER 18 NO DAMAGE == 1 ' le
16. OVERTURNED 18, OTHER
A ] 3 Cost of repairs to any one vehicle will be more than $1000 2
v " " [0 unknowniunable te determine Cyes [Qw By
Reference Marker Coardinales (if available) | Place Where Accident Occurred:
;: g Latiflude/Narihing; County NASSAU Ocity O Vilage O Town of =
H . : 29
Road on which accident ed =
i ROEsHs Rouie Numbar ar Streel Name)|
Lengitude/Easting: al 1) infersacting stree! o
ongitude/Easling. e, ng - e T T T e ey
' A Tpal miles E W {MilBpost, Negresl inlerSacing ROuls Nmber of SHasl Namal
Accigent Desciption/Officer's noles 30
AE
v
b1
A 8 L] 10 1" 15 AL 1TBY TO 18 Namas of sil invoived Duts of Death Onty
¢ - ‘\':. = “"'- o | [T """' I 0 — T
L e O 8 o B E‘.g S [ﬂﬁ e£k&’ A2 -mﬁ; J ool
ki i G ] R . - -
-_..\_1_.2"‘_“_31%‘-;‘3% Jk&:j_ﬁﬁ VB4 R il v 0 -
N i R e e s f";l-‘ :‘. er- ? T O R m
N H W 4 > . : = B e
Pl o e e T NC T O e
Lo~ = T wey ) w55 oy AL
8 3._ | gy _L] L &J '-.-.. |-—]EL g \?_,f_. I*%:, :_:?f.:;,
v [k Cofl T e s T ’- Bt M1 .';f‘.'." Q ; PR .
E |Officer's Rank 2 Badge/ID No, NCIC No.  [Precinct/Post | Station/Beat | Raviewin ewad
72 ; g Officer  [Dara/Time Revi
D [and Signature O ROk eypions " | Secloy JOHNSON, G 10418/2011
TN Name o ey 8834 02900 | 0606 06 ' 02:48
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Page 13 ol 1 Pages New York Stale Depariment of Motor Vehicles
L POLICE ACCIDENT REPORT
MV-104A (3/04)
| 689222000321 ] AWVENDED REPORT
[Ficcwan Data Day of Week Miitary Time uo. of No, Injured |No. Killed Nat invastrpaled nlScene O | Left Scene | Palice Photos
Wonih Day Yoar ehicles
10 1 3 2011 Tuesday 20:30 3 0 0 Atx:iueni Reconstucted O | [ Oves @Na

. GREAT NECK ROAD

5. MIDDLE NECK RD
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@ CT Corporation

T Chris Dzbanski
Ford Mator Company

Service of Process
Transmittal
08/12/2011

CT Log Number 518984126

0 000000000

One American Road, WHQ 433-E3

Dearborn, Ml 48126

RE: Process Served in Kansas

FOR: Ford Motor Company (Domestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS:

TITLE OF ACTION:
OOCUMENT(S) SERVED:

COURT/AGENCY:

NATURE OF ACTION:

OM WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:
JURISDICTION SERVED :
APPEARANCE OR ANSWER DUE:

ATTORNEY(S) | SENDER(S):

ACTION ITEMS:

HIGNED:
PER:
ADDRESS:

TELEPHONE:

B F. s Ford Motor Campany, DI,
Summaonses, Retumn Forms, Petition, Exhibit(s)

Sedewl istrict Court, KS
Case #

Product Liability Litieation - Lemon Law - Failure to conform Plaintifl's new motor
vehicle to any applicable express warranty after reasonable repalr attempts of a
2010 Ford Fusion, VIN No. 3FAHPOJG4A

The Corporation Company, Inc., Topeka, KS

By Certified Mail on 08/12/2011 postmarked on 08/09/2011
Kansas

Within 20 days of service, exclusive of the day of service

Adam C. Maxwell
Krohn & Moss, Ltd.
120 W. Madison St.
10th Floor
Chicaeo, IL 60602
312-578-9428

SOP Papers with Transmittal, via Fed Ex Priority Overnight | 797407648421
Image SOP
Email Notification, Chris Dzbanski CDZBANSK@FORD.COM

The Corporation Company, Inc.
Amy McLaren

112 S.W. 7th Street

Suite 3C

Topeka, KS 66603
800-592-9023

06C LT 2084PUG15 Fi2:09

Page 1 of 1/ GC

Information displayed on this transmittal « for CT Corporation’s
record keeping purposes only and fs provided {0 the recipient for
quick reference. This information does not constitute a legal
opinion as to the nature of action, the amcunt of damages, the
answer date, or any Infarmation contained m the documents
themselves. Reciplent 15 responsible for Interpreting sald
documents and for taking appropriste sction. Signatures on
certified mail recelpts confirm receipt of package only, not
contents.
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IN THE DISTRICT COURT OF
SEDGWICK COUNTY, KANSAS

)
)
Wichita, KS )
NTTYV i -
Plaintiff, Ayt vent WViAIL
) !
VS, ) Case No.
) Division No.
FORD MCTOR COMPANY ) Chapter
c/o The Corporation Company, Inc. )
112 SW 7" St., Ste. 3C )
Topeka. KS 66603 )
)
Defendant, )
SUMMONS

To: FORD MOTOR COMPANY,

You are summoned and required to serve upon Adam C. Maxwell, Krohn and Moss Ltd..
120 W. Madison Ave, 10" Floor, Chicago, IL 60602, Plaintiff’s attorney, a pleading to the
petition which is herewith served upon you, within 20 days after service of this summons upon
you, exclusive of the day of service. If you fail to do so, judgment by default will be taken
against you for the relief demanded in the petition. Your pleading must also be filed with the
court, As provided in subsection (a) of K.S.A. 60-2113, and amendments thereto, your answer
must state as a counterclaim any related claim which you may have against the plaintiff. or you

will thereafter be barred from making such claim in any other action.

£ /»“- Y Clerk of the District Court
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IN THE DISTRICT COURT OF
SEDGWICK COUNTY, KANSAS

Plaintiff,
V. Case No.
Division No.
FORD MOTOR COMPANY Chapter

¢/o The Corporation Company. Inc.
112 SW 7" St., Ste. 3C
Topeka. KS 66603

; e e M S N Mt St

Defendant,

st

RETURN OF SERVICE OF SUMMONS

1 hereby certify that | served a copy of this summons and a copy of the petition on

FORD MOTOR COMPANY by causing to be delivered onthe  day of , 2011,
such documents by return receipt delivery to the above-named Defendant at the following
address

RA - The Corporation Company, Inc.
112 SW 7" St., Ste. 3C
Topeka, KS 66603

with delivery being made by the following person or entity: United States Postal Service

Aftached hereto is a copy of the return receipt evidencing such delivery.
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IN THE DISTRICT COURT OF
SEDGWICK COUNTY, KANSAS

)
)
Wichita, KS )
)
Plaintiff, )
)
Vs ) Case No.
FORD MOTOR COMPANY Chapter

¢/o The Corporation Company, Inc. ;
112 SW 7" St., Ste. 3C )
Topeka, KS 66603 )
Defendant. l}
SUMMONS
To: FORD MOTOR COMPANY,
You are summoned and required to serve upon Adam C. Maxwell, Krohn and Moss Ltd.,
120 W. Madison Ave, 10" Floor, Chicago, IL 60602, Plaintiff’s attorney, a pleading to the
petition which is herewith served upon you, within 20 days after service of this summons upon
you, exclusive of the day of service. If you fail to do so, judgment by default will be taken
against you for the relief demanded in the petition. Your pleading must also be filed with the
court. As provided n subsection (a) of K.S.A. 60-2113, and amendments thereto, your answer
must state as a counterclaim any related claim which you may have against the plaintiff, or you

will thereafier be barreéd from making such claim in any other action.

.._'"-“.h

Clerk.of the District Court
\
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IN THE DISTRICT COURY OF
SEDGWICK COUNTY, KANSAS

wichita, KS|N

Plaintiff,

)
)
)
)
)
)
Vs. ) Case No.
) Division No.
FORD MOTOR COMPANY ) Chapter
¢/o The Corporation Company, Inc. )
112 SW 7" 8t., Ste. 3C )
Topeka, KS 66603 )
)

Defendant. )

RETURN OF SERVICE OF SUMMONS

[ hereby certify that I served a copy of this summons and a copy of the petition on_

FORD MOTOR COMPANY by causing to be delivered on the day of L2011,

such documents by return receipt delivery to the above-named Defendant at the following

address:

RA - The Corporation Company, Inc.
112 SW 7" 8t., Ste. 3C
Topeka, KS 66603

with delivery being made by the following person or entity: United States Postal Service

Attached hereto is a copy of the return receipt evidencing such delivery.

Adam C.
Attorney for Plainfi
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IN THE DISTRICT COURT OF
SEDGWICK COUNTY, KANSAS

)
)
Wichita, KS )
)
Plaintiff, )
)
) Case No.
) Division No.
FORD MOTOR COMPANY ) Chapter
¢/o The Corporation Company, Inc. )
112 SW 7™ St., Ste. 3C )
Topeka, KS 66603 )
)
Defendant. )
PETITION

NOW COMES Plaintiﬂ‘,_by and through her attorneys, KROHN &
MOSS. LTD., and for her complaint against Defendant, FORD MOTOR COMPANY', alleges
and aflirmatively states as follows:

PARTIES

1. Plaintiff, _"‘Plaintiff"j}. is an individual who was ai all times
relevant hereto residing in the State of Kansas.

a Defendant, FORD MOTOR COMPANY (“Manufacturer”). is a foreign
corporation authorized to do business in the State of Kansas, County of Sedgwick, and is
engaged in the manufacture, sale, and distribution of motor vehicles and related equipment and
services. Manufacturer is also in the business of marketing, supplying and selling written
warranties to the public at large through a system of authorized dealerships, including Mel
Hambelton Ford (“Seller™). Manufacturer does business in all counties of the State of Kansas

including Sedgwick County.
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BACKGROUND

3. On or about April 22, 2010, Plaintiff purchased from Seller a 2010 Ford Fusion
(“Fusion™), manufactured by Manufacturer, Vehicle Identification No. 3FAHPOJG4AR-
for valuable consideration (See copy of Plaintiff’s Purchase Contract, attached hereto us ¢xhibit
AT

4 The purchase price of the Fusion, including registration charges. document fees
and sales tax, but excluding collateral charges, such as bank and finance charges, (otaled more
than $27,753.00.

5. Plaintiff avers that as a result of the ineffective repair attempis made by
Manufacturer, lhrough'its authorized dealership network, the Fusion cannot be utilized for
personal, family and household use as intended by Plaintiff at the time of acquisition.

6. In consideration for the purchase of the Fusion, Manufacturer issued and supplied
to Plaintiff its written warranty which included three (3) year or thirty-six thousand (36,000) mile
bumper to bumper coverage, as well as other warranties fully outlined in the Manufacturer’s New
Car Warranty booklet.

VA On or about April 22, 2010, Plaintiff took possession of the Fusion and shortly
thereafter experienced the defects listed below.

8. The defects described below violate the Manufacturer’s warranty issued to
Plaintiff, as well as the implied warranty of merchantability.

9. Plaintiff delivered the Fusion to Manufacturer, through its authorized dealership

network, on numerous occasions.
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10.  Plaintiff avers that the Fusion has been subject to repair on many occasions for the
same defects and that the defects remain uncorrected.

11.  Plaintiff brought the Fusion to Seller and/or an authorized service dealer of
Manufacturer for the following defects:

a. Defective engine/electrical system as evidenced by the vehicle repeatedly shutting off

while driving, illumination of the check engine light and the inability to drive over 3
MPH;

b. Defective transmission as evidenced by the transmission slipping, RPM surging
during shifts and hesitation when shifting during acceleration and deceleration; and

¢. Any additional complaints made by Plaintiff, whether or not they are contained in
your company's records or on any dealer repair orders.

12

Plaintiff provided Manufacturer, through its authorized dealership network,
sufficient opportunities to repair the Fusion.

13.  After a reasonable number of attempts to cure the defects in Plaintifi’s Fusion,
Manufacturer was unable and/or failed to repair the defects, as provided in Manufacturer’s
warranty,

14, Plaintiff justifiably lost confidence in the Fusion’s safety and reliability, and said
defect has substantially impaired the value of the Fusion to Plaintiff.

I5. Said defects could not have reasonably been discovered by Plainuff prior to
Plaintiff"s acceptance of the Fusion.

6.  As a result of these defects, Plaintiff revoked her acceptance of the Fusion in
writing.

17. At the time of revocation, the Fusion was in substantially the same condition as at
delivery except for damage caused by its own defects and ordinary wear and tear.

18.  Defendant refused Plaintiff’s demand for revocation and refused to provide

Plaintiff with the remedies to which Plaintiff is entitled upon revocation.
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19,  The Fusion remains in a defective and unmerchantable condition, and continues to
exhibit the above mentioned defects.

20.  Plaintiff has been and will continue to be financially damaged due to Defendant’s
intentional, reckless, wanton and negligent failure to comply with the provisions of its express
warranty and its failure to provide Plaintiff with a merchantable Fusion.

COUNT1

BREACH OF WRITTEN WARRANTY
PURSUANT TO THE MAGNUSON-MOSS WARRANTY ACT

MANUFACTURER
21. Plaintiff re-alleges and incorporates by reference as though fully set forth herein,
paragraphs 1-20 of this complaint.
22, Plaintiff is a purchaser of a consumer product who received the Fusion during the

duration of a written warranty period applicable to the Fusion and who is entitled by the terms of
the writien warranty to enforce against Manufacturer the obligations of said warranty.

23. Manufacturer is a person engaged in the business of making a consumer product
directly available to Plaintiff.

24, Seller is an authorized dealership/agent of Manufacturer designated (o perform
repairs on vehicles under Manufacturer’s automobile warranties.

25.  The Magnuson-Moss Warranty Act, Chapter 15 U.S.C.A., Section 2301, et. seq.
("Warranty Act”) is applicable to Plaintiff’s Complaint in that the Fusion was manufactured, sold
and purchased after July 4, 1975, and costs in excess of ten dollars ($10.00).

26. Plaintiff’s purchase of the Fusion was accompanied by a written factory warranty
for any defects in material or workmanship, comprising an undertaking in writing 10 connection

with the purchase of the Fusion to repair or replace defective parts, or take other remedial action

DP12-006 001946LC



free of charge to Plaintiff with respect to the Fusion in the event that the Fusion failed 1o meet the
specilications set forth in Manufacturer’s Warranty.

27, Manufacturer’s warranty was the basis of the bargain of the contract between the
Plaintiff and Manufacturer for the sale of the Fusion to Plaintiff.

28, Said purchase of Plaintiff's Fusion was induced by, and Plaintiff relied upon,
Manufacturer’s written warranty.

29 Plaintiff has met all of her obligations and preconditions as provided in
Manulacturer’s written warranty

30. As a direct and proximate result of Manufacturer’s failure to comply with its
written warranty, Plaintiff has suffered damages, including, but not limited to. (a) loss of use: (b)
diminished value; (c¢) incurred and/or needed costs of repair: (d) lost wages; (e) aggravation;
and/or (f) incidental and consequential damages (such as the cost of inspecting the vehicle,
returning the goods for repair, insurance, tax and registration fees, etc.). In accordance with
15 U.S.C. §2310(d)(1), Plaintiff is entitled to bring suit for such damages and other legal and
equitable relief.

v, [ Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss
Warranty Act claim herein, all aftorneys® fees are recoverable and are demanded against
Manufacturer.

WHEREFORE. Plaintiff prays for judgment against Manufacturer as follows:

a. Return of all monies paid, diminution in value of the vehicle, incurred

and/or needed costs of repair, and all incidental and consequential
damages incurred;

b. All reasonable attorneys’ fees, witness fees and all court costs and other
fees incurred; and
c. Such other and further relief that the Court deems just and appropriate.

DP12-006 001947LC



COUNT 11
BREACH OF IMPLIED WARRANTY
PURSUANT TO THE MAGNUSON-MOSS WARRANTY ACT
MANUFACTURER

32.  Plaintiff re-alleges and incorporates by reference as though fully set forth herein.
paragraphs 1-20 of this complaint.

33. The Fusion purchased by Plaintiff was subject to an implied warranty of
merchantability as defined in 15 U.S.C. §2301(7) running from Manufacturer to the intended
consumer. Plaintiff herein,

34, Manufacturer is a supplier of consumer goods as a person engaged in the business

of making a consumer product directly available to Plaintiff.
35. Manufacturer is prohibited from disclaiming or modifying any implied warranty
when making a written warranty to the consumer or when Manufacturer has entered into a
contract in writing within ninety (90) days of a purchase to perform services relating to the
maintenance or repair of a motor vehicle. .

36. Pursuant to 15 U.S.C. §2308, Plaintiff’s Fusion was impliedly warranted to be
substantially free of defects in both material and workmanship, and thereby fit for the ordinary
purpose for which the Fusion was intended.

37.  The Fusion was warranted to pass without objection in the trade under the
contracl description, and was required to conform to the descriptions of the Fusion coniained in
the contracts and labels.

38.  The above described defects in the Fusion render the Fusion unmerchaniable and

thereby not fit for the ordinary purpose for which the Fusion was intended and as represented by

Manufacturer.
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39. As a result of the breach of implied warranty by Manufacturer, Plaintiff is without

{he reasonable value of the Fusion.

40.  As a result of the breach of implied warranty by Manufacturer, Plamtiff has

suffered and continues to suffer various damages.
WHEREFORE, Plaintiff prays for judgment against Manufacturer as follows:

a. Return of all monies paid, diminution in value of the vehicle. incurred
and/or needed costs of repair, and all incidental and consequential
damages incurred:

b. All reasonable attorneys’ fees, witness fees and all court costs and other

fees incurred: and

Such other and further relief that the Court deems just and appropriate.

o

COUNT III
BREACH OF KANSAS” “LEMON LAW?, K.S.A. SEC. 50-645 ef seq.
DEFENDANT MANUFACTURER

41, Plaintiff re-alleges and incorporates by reference as though fully set forth herein,
paragraphs 1-20 of this complaint.

42,  Plaintiff is a consumer who purchased a new motor vehicle, i.e. the Fusion, along
with an express warranty, from Manufacturer.

43. Plaintiff’s new motor vehicle did not conform to all applicable express warranties.

44.  Plaintiff reported the nonconformity(ies) to the manufacturer, or its agent, during
the term of the applicable express warranty, or during the period of one year following the
original delivery of the new motor vehicle to the Plaintiff.

45,  The manufacturer. through its authorized dealer or its agent, could not conform
Plaintiff"s new motor vehicle to any applicable express warranty after a reasonable number of

repalr attempts.
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46.  The nonconformities substantially impair the use, market value, and/or safety of the
new motor vehicle.
47, The nonconformities are not the result of abuse, neglect, or unauthorized
modilications or alterations of the new motor vehicle.
48.  Plaintiff’s claim was not filed in bad faith.
49 The same nonconformities in Plaintiff’s vehicle have been subject to repair four (4)
or more times by the manufacturer, or its agents, and such nonconformities continue to exist.
WHEREFORE, Plaintiff prays for judgment against Manufacturer as follows:
a. Return of all monies paid, satisfaction of all liens, and all incidental and
consequential damages incurred;
Replacement of Plaintiff’s Fusion with a comparable new motor vehicle;
c. All reasonable attorneys’ fees, witness fees and all court costs and other fees

incurred; and
d. Such other and further relief that the Court deems just and appropriate.

Respectfully Submitted,
ADA WHITTLE

KROHN & MOSS, LTD.
Attorneys for Plaintiff

120 W. Madison St., 10" Floor
Chicago. IL 60602

(312) 578-9428
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EXHIBIT A
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Ford Motor Company

¢/o The Corporation Company
112 SW 7th St Ste 3C

Topeka KS 66603-3858
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CuDL Issue List

Last Handling

Date/

Issue Status

8/12/20M
CLOSED
5/24/2011
CLOSED
5232011

CLOSED
523/2011
CLOSED

52312011
CLOSED
5111/2011
CLOSED
4/25/2011

CLOSED
411972011
CLOSED
411820
CLOSED

ISSUE LIST
Name/ Vin/ Model Year and

Reason Desc Case No.
I 3FAHPOJGAAREEE 2010 FUSION
DRP-VEHICLE REPURCHASE REQUEST 183780641
I 3FAHPOJGAARI 2010 FUSION
CLP - IN - BUYBACK - MULTIPLE REPAIRS 183780641
] 3FAHPOJGAARI 2010 FUSION
MARKETING-PUBLIC PRIVATE-ESP- 183780641

ACCESSCRY

CRC RELATED - F/M CSR FOLLCWING

CONTACT

MISC INQUIRY - CHANGE OF ADDRESS

CLP - IN - SERVICE REPAIR - AT RISK

CRC RELATED - F/M CSR FOLLOWING

CONTACT

CLP-IN-BUYBACK - CUST PERCEIVES TWO

REPAIRS

ROADSIDE ASSISTANCE REQUEST-
WARRANTY COVERED

3FAHPOJGAARI 2010 FUSION
183780641

3FAHPOJGAARI 2010 FUSION
183780641

3FAHPOJGAARI 2010 FUSION
183780641

3FAHPOJGAARI 2010 FUSION
183780641

3FAHPOJGAARI 2010 FUSION
183780641

3FAHPOJGAARI 2010 FUSION
183780641

Ford Confidential

Vehicle Line

Page | of 1

Issue
Type
06

04

01

01

02
04

o

04

01
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Customer Data Link - CuDL Page 1 of 4

All Action Details for Issue

Print
VIN: 3FAHPOJG4A ' Year: 2010 Model: FUSION Case: 183780641
Name: Owner Status: Original WSD: 2010-04-22
Symptom Desc: INDICATOR CHECK ENGINE Primary Phone: _
Reason Desc: DRP-VEHICLE REPURCHASE REQUEST Secondary Phone:
Issue Type: 06 BBB AUTO LINE/DACO Issue Status: CLOSED
Aclion: OPEN - PENDING ELIGIBILITY
Dealer: 05159 FORD OF AUGUSTA, INC Origin Desc: BETTER BUSINESS BUREAU
Odometer: 26847 M| Comm Type: MAIL
Analyst Name: GRESS, JEFF Analyst: J-GRESS1
Action Date: 06/07/2011 Action Time: 16.00.38.659 Action Data: No

Comments NEW CASE: FRD1120643. REPRESENTED BY ADAM MAXWELL OF KROHN & MOSS AL GA IL KY K3 MN
MO W1 TX. PROBLEMS: ENGINE/ELECTRICAL, TRANSMISSION, TRIM.

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05153 FORD OF AUGUSTA, INC. Origin Desc: BETTER BUSINESS BUREAU
Odometer: 26847 M| Comm Type: MAIL

Analyst Name: COSTELLO, MATT Analyst: M-COSTE3

Action Date: 06/08/2011 Action Time: 21.00.24789  Action Data: No

Comments CASE SPECIALIST CHANGED TO DONNA PATTERSON

Aclion: FIELD E-MAIL SENT - DRP
Dealer: 05153 FORD OF AUGUSTA, INC,

Odometer: 26847 MI Comm Type: OTHER

Analyst Name: COSTA .
(LOOSTA21).LOUIS Analyst: LCOSTA2/
Action Time:

Action Date: 06/09/2011 14.55.06.959

Origin Desc: CONSUMER AFFAIRS-DISPUTE
RESOLUTION PROGRAM

Action Data: No

Comments DRS LOU COSTA -— TFOAM D 20065868 —-- DLR REPORT REQUESTS SENT TO SM JASON AT STEVEN
FORD OF AUGUSTA AND PARTS & SERVICE DIRECTOR DENNIS YOUNG AT MEL HAMBLETON FORD

Action: DEALER PAPERWORK REC'D IN CONSUMER AFFAIRS
Dealer: 05159 FORD OF AUGUSTA. INC. Origin Desc: CONSUMER AFFAIRS-DISPUTE

RESOLUTION PROGRAM
Odaometer: 26847 M Comm Type: OTHER

Analyst Name: COSTA ;
(LCOSTA21),LOUIS Ay LLGRTA
Action Time:

Aclion Date: 06/14/2011 08,57 26.071 Aclion Data: Yes

Comments DRS LOU COSTA -—-- HAMBLETON DLR REPORT RECEIVED

Data Element Name Data Value

DATE PAPERWORK REC'D 06-13-2011

Action: DEALER PAPERWORK REC'D IN CONSUMER AFFAIRS
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Customer Data Link - CuDL Page 2 of 4

Origin Desc: CONSUMER AFFAIRS-DISPUTE

Dealer: 05159 FORD OF AUGUSTA, INC. RESOLUTION PROGRAM

Odometer: 26847 M| Comm Type: OTHER

Analyst Name: COSTA %
(LCOSTA21),LOUIS Analyst: LCOSTA21
Action Time:

Action Date: 06/14/2011 10.40.09.917 Action Data: Yes

Commenls DRS LOU COSTA - FORD OF AUGUSTA REPORT RECEIVEXD

Data Element Name Data Value

DATE PAPERWORK REC'D 06-14-2011

Action: MANUFACTURER SETTLEMENT OFFER SENT TO BBB
Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CONSUMER AFFAIRS-DISPUTE

RESOLUTION PROGRAM
Odometer: 26847 M| Comm Type: OTHER

Analyst Name: COSTA .
(LCOSTA21)LOUIS Analyst: LCOSTA21
Action Time:

Action Date: 06/14/2011 15.08.23 151 Action Data: No

Comments DRS LOU COSTA -— EMAILED BBB OFFER COF FSE INSPECTION WITH REPAIR OF VERIFIED
WARRANTABLE CONCERNS

Action: OPEN - CABBB CASE ELIGIBLE

Dealer: 05153 FORD OF AUGUSTA, INC, Origin Desc: BETTER BUSINESS BUREAL
Odometer: 26847 M| Comm Type: MAIL

Analyst Name: COSTELLO, MATT Analysl: M-COSTES

Action Date: 06/14/2011 Action Time: 21.00.34.462  Action Data: No

Comments OPEN - CABBB CASE ELIGIBLE
Action: COMPANY REPORT SUBMITTED

Dealer: 05153 FORD OF AUGUSTA., INC. Origin Desc: CONSUMER AFFAIRS-DISPUTE

RESOLUTION PROGRAM
Odometer: 26847 M| Comm Type: OTHER
Analyst Name: PETERSON :
(LPETERS8),LINDA Analyst: LPETERS8
- Action Time: ) ;
Aclion Date: 06/30/2011 07 42.13.984 Action Data: Yes

Comments —- SUBMITTED MRF TO THE BBB REP

Data Element Name Data Value
CUSTOMER CONTACTED BY FORD YES
REGION RESPONDED TO DSB E-MAIL (Y/N) YES

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer; 05159 FORD OF AUGUSTA, INC. Origin Desc: BETTER BUSINESS BUREAL
Odometer: 26847 M Comm Type: MAIL

Analyst Name: COSTELLO, MATT Analyst: M-COSTE3

Action Date: 07/01/2011 Action Time: 21.00.39,708  Action Data: No
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Customer Data Link - CuDL Page 3 of 4

Comments HEARING SCHEDULED ON 07/08/11 AT 9:30AM
Action: DSB-ARBITRATION-AWA DRS SPENDING
Dealer: 05159 FORD OF AUGUSTA, INC

Odameter: 26847 Mi Comm Type: OTHER

Analyst Name: STONE !
(TSTONE26) TERRIE Analyst: TSTONE26
Action Time:

Aclion Date: 07/12/2011 12.13.38.607

Origin Desc: CONSUMER AFFAIRS - SMALL
CLAIM

Action Data: Yes

Comments DECISION RECEIVED

Data Element Name Data Value

ARBITRATOR NAME (LAST NAME, FIRST NAME) KEELING, DOUGLAS
DENIAL DECISION (Y=YES, N=NO) N
VEHICLE PAYMENT

VEHICLE REIMBURSEMENT

ESP (Y=YES, N=NO)

PLAN NAME

PLAN TIME

PLAN MILEAGE

RAV (Y=YES, N=NO) v

RAV TYPE REFUND
FURTHER REPAIR (Y=YES, N=NO}

Action: ARBITRATION DECISION-VEHICLE REPURCHASE

Dealer: 05159 FORD OF AUGUSTA, INC, Origin Desc: BETTER BUSINESS BUREAL
Odometer: 26847 Ml Comm Type: MAIL

Analyst Name: COSTELLO, MATT Analyst: M-COSTE3

Action Date: 07/12/2011 Action Time: 16.00.57.078  Action Data: Yes

Comments DATE OF ARBITRATION HEARING 07/08/11 ARBITRATED RESULTING IN A REPURCHASE

Data Element Name Data Value
DATE OF ARBITRATION HEARING 07/08/11
DATE OF DECISION LETTER N
ARBITRATOR'S NAME (FIRST AND LAST)
\{
REFUND
Action: ARBITRATION DECISION-VEHICLE REPURCHASE
Dealer: 06159 FORD OF AUGUSTA, INC, Origin Desc: BETTER BUSINESS BUREAL
Odometer: 26847 M| Comm Type: MAIL
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3
Action Date: 07/12/2011 Action Time: 16.00.57.413  Action Data: Yes

Comments DATE OF DECISION LETTER ARBITRATED RESULTING IN A REPURCHASE

Data Element Name Data Value
DATE OF DECISION LETTER
DATE OF DECISION LETTER N

ARBITRATOR'S NAME (FIRST AND LAST)
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Customer Data Link - CuDL Page 4 of 4

Y
REFUND
Action; ASSUMED REJECTION OF DECISION
Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: BETTER BUSINESS BUREALI
Odometer: 26847 M| Comm Type: MAIL
Analyst Name: COSTELLC, MATT Analyst: M-COSTE3
Action Date: 08/12/2011 Action Time: 21,05.11.666  Action Data: Yes

Comments DATE OF REJECTION 08/12/11 ARBITRATED RESULTING IN A REPURCHASE

Data Element Name Data Value

DATE OF REJECTION 081211

Ford Confidential

N, . :3/16/2011
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Customer Data Link - CuDL Page 1 of 1

All Action Details for Issue

Print
ViN: 3FAHF‘UJG4AF- Year: 2010 Madel: FUSION Case: 183780641
name: NG Owner Status: Original WSD: 2010-04-22
Symptom Desc: NO START ALL ENGINE TEMP Primary Phone:-
Reason Desc: CLP - IN - BUYBACK - MULTIPLE REPAIRS Secondary Phone
Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contacl: 05/23/2011

Action: TIER 1| ESCALATION - BUYBACK

Dealer: 05153 FORD OF AUGUSTA, INC. Origin Desc: US CONCERN CASE BASE
Qdometer; 26000 M Comm Type: PHONE

Analyst Name: REZIAH, LASHANA Analyst: LREZIAH

Action Date: 05/20/2011 Action Time: 12.08.53.514 Action Data: No

Comments CUSTOMER SAID: -SEE HISTORICAL'S -THE WHOLE CLUTCH ASSEMBLE WAS REPLACE TWO WEEKS AGO -
NOW THE VEH BROKE DOWN -CUST IS SEEKING FOR A BUY/BACK-THE VEH HAS ON GOING ISSUES AND FEELS THAT
THE VEH IS A LEMON-CUST 1S NEED OF A RENTAL VEH BECAUSE SHE HAS TO GO TO WORK WITH -THE VEH 15 WITH THE
CUSTDEALER SAID; STEVEN FORD MERCURY INC. 9955 SW DIAMOND ROADAUGUSTA, KS 67010 TEL:(316) 775 224ACRC
ADVISED: NOTE: CUSTOMER IS REQUESTING A BUYBACKI HAVE DOCUMENTED YOUR CONCERNS AND AM SENDING
YOUR INFORMATION TO OUR CUSTOMER CARE SOLUTIONS TEAM. YOU WILL BE CONTACTED BY A SPECIALIST TO
DISCUSS YOUR ISSUE WITHIN 2 BUSINESS DAYS, THIS DOES NOT GUARANTEE THAT FORD WILL BUYBACK YOUR
VEHICLE. FORD'S COMMITMENT (S TO HONOR THE NEW VEHICLE LIMITED WARRANTY .-ADVISE CUST TO WORK WITH
THE DLRSHP REGARDING TO A LOANER VEH -ADVISE CUST THAT SHE HAS A EXTENDED WARRRANTY THAT HAS
RENTAL COVERAGE -BEST NUMBER: 3165877815-BEST TIME: 9 AM TO 5 PM -VEH WITH CUST

Actian: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odameter; 26000 M| Comm Type: PHONE

Analyst Name: VINSON SOMMER Analyst: SVINSONS

Aclion Date: 05/23/2011 Action Time: 1510.48.418  Action Data: Yes

Comments CSM SOMMERX7768== OBC TO DLR SPOKE W/ JASON §/M ADVISED MATT HAS BEEN WORKING W/ GUST ==
CUST STATED CHECK ENGINE LIGHT CAME ON = DLR DROVE VEH AND NO CHECK ENGINE LIGHT CAME ON AND VEH
RAN FINE===UNABLE TO DUPLICATE ANY CONCERNS AT THIS TIME===MATT IS TEST DRIVING VEH NOW===CALLED
cusT ON PREFERRED # |- NO ANSWER LEFT V/M STATING | WAS CALLING HER BACK IN REGARDS TO HER
CONCERNS === STATED | WAS SORRY TO HEAR HER VEH WAS BACK IN THE SHOP== HOWEVER | WILL F/U TOMORROW
BY COB 5 30 EST === LEFT MY CONTACT INFO

Data Element Name Data Value
DATE OF FOLLOW UP: 05-24-2011
TIME QF FOLLOW UP (HH:MM): 18:00

Action: CUSTOMER RETAINED LAWYER

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M Comm Type: PHONE

Analyst Name: VINSON SOMMER ~ Analyst: SVINSONS

Action Date: 05/24/2011 Action Time: 11.24.15.237  Action Data: No

Comments CSM SOMMERX7768--INBOUND CALL FROM CUST === STATING SHE IS GOING TO CONTACT HER ATTORNEY

=== SHE |5 TIRED OF THE VEH BREAKING DOWN== AGENT ADVISED CUST | APPRECIATE HER CALLING ME AND LETTING
ME KNOW

Ford Confidential
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All Action Details for Issue

Print
viN: 3FAHPOJGAARIIENE Year: 2010 Model: FUSION  Case: 183780641
name: [ Owner Status: Original WSD: 2010-04-22
Symptom Desc: Primary Phone:
Reason Desc: MARKETING-PUBLIC PRIVATE-ESP-ACCESSORY Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED
Action: PUBLIC-PRIVATE OFFER
Dealer: Origin Desc: MANUAL - PHONE CSR
Odometer: 26000 M Comm Type: PHONE
Analyst Name: BURSON, DENISE Analyst: DBURSON
Aclion Date: 04/18/2011 Action Time: 13.55.49.819 Action Data: Yes

Comments CRC ADVISED: NO OFFERS, NO ALERTS

Data Element Name Data Value

GENERAL REASON FOR CRC

CONTACT: MISCELLANEOUS/OTHER

2 EXCLUDED CALL TYPE

PUBLIC-PRIVATE QFFER ACTIONS: (LEGALIBUYBACK/ANGRY)
Action; PUBLIC-PRIVATE OFFER
Dealer: Origin Desc: MANUAL - PHONE CS
Odometer: 26000 M| Comm Type: PHONE
Analyst Name: TRAGER (KTRAGER),KAREN  Analyst: KTRAGER
Action Date: 05/23/2011 Action Time: 17.50.41.151 Aclion Data: Yes
Comments CRC ADVISED: -NO OFFER MADE -

Data Element Name Data Value

GENERAL REASON FOR CRC CONTACT: MISCELLANEQUS/OTHER
PUBLIC-PRIVATE OFFER ACTIONS: CUSTOMER NOT INTERESTED AT THIS TIME

Ford Confidential
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All Action Details for Issue

Print
VIN: 3FAHPOJG4A Year: 2010 Model: FUSION  Case: 183780641
Name ﬂ Owner Status: Original WSD: 2010-04-22

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone

Reason Desc: CRC RELATED - F/IM CSR FOLLOWING CONTACT Secondary Phone

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action; CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer; 26000 M| Comm Type: PHONE

Analyst Name: TRAGER (KTRAGER),KAREN  Analyst: KTRAGER

Action Date: 05/23/2011 Action Time: 17.49.07.853 Action Data: No

Comments CUSTOMER SAID: -CALLING BACK TO TALK TO CCST -SOMMER -CRC ADVISED: PLEASE ALLOW THE
REQUESTED TIME FOR THE FOLLOW UP TO OCCUR S0 THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED =F/U
IS TOMORROW -

Ford Confidential
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All Action Details for Issue

Print

vini: 37aHP0sGAA Year: 2010 Model: FUSION ~ Case: 183780641
Name: [ Owner Status: Original WSD: 2010-04-22
Symplom Desc: Primary Phone
Reason Desc: MISC INQUIRY - CHANGE OF ADDRESS Secondary Phone
Issue Type: 02 INFORMATION Issue Status: CLOSED
Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER
Dealer; Origin Desc: MANUAL - PHONE CSR
Odometer: 26000 M Comm Type: PHONE
Analyst Name: BURSON, DENISE Analyst: DBURSON
Action Date: 04/18/2011 Action Time: 13.41.57,484 Action Data: No
Caller Information If Different From Vehicle Owner:

First Name Middle Initial LastName  DayPhone  Relationship

CHILD

Comments CRC ADVISED: (NOTE TO CSR - THIS MAC IS TO BE USED FOR UPDATING CUSTOMER INFOMATION
ONLY. DO NOT USE FOR DOCUMENTING ANY QTHER ISSUES.)

Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER

Dealer: Origin Desc: MANUAL - PHONE CSR
Odometer: 26000 MI Comm Type: PHONE

Analyst Name: TRAGER (KTRAGER) KAREN  Analyst: KTRAGER

Action Date: 05/23/2011 Action Time: 17.43.38.267 Action Data: No

Comments CUSTOMER PROFILE UPDATE

Ford Confidential
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All Action Details for Issue

Print
VIN: JFAHPOJGAA Year: 2010 Model: FUSION Case: 183780641
Name: Owner Status: Original WSD: 2010-04-22
Symplom Desc: AUTO TRANS UPSHIFT SOFT/MUSHY Primary Phone:
Reason Desc: CLP - IN - SERVICE REPAIR - AT RISK Secondary Phone;
Issue Type: 04 REGION Issue Status; CLOSED
Initial Customer Contact: 04/19/2011
Action: TIER | ESCALATION - CUSTOMER PERCEIVES MULTIPLE REPAIR
Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: US CONCERN CASE BASE
Odometer: 26000 MI Comm Type: PHONE
Analyst Name: BRIX (ABRIX) ANITA Analyst: ABRIX
Action Date: 04/18/2011 Action Time: 14.06.34.638  Action Data: No
Caller Information If Different From Vehicle Owner:
First Name Middle Initial LastName  DayPhone  Relationship
BN B o

comments CUSTOMER SAID: **CALLER/WRITER: |} / 0AUGHTER" CALLER/WRITER PHOMNE
NUMBER: [ - - --=-====-==================- "3 MONTHS AFTER PURCHASING
TH VEH, THE TRANSMISSION HAD TO BE REPLACED BECAUSE IT WAS SLIPPING™IT IS STILL
HESITATING/SLIPPING - THE DLRSHP HAS REFUSED TO LOOK AT IT AND GET EVERYTHING FIXED."*ABOUT 6
MONTHS AGO, THE LEFT REAR TIRE STARTING HAVING A BAD AIRLEAK. **CALLER/WRITER TOCK VEH TQ
DLRSHP AND TRIED TO HAVE THE DLRSHP LOOK AT THE TIRE - THEY SAID THEY COULDN'T FIND ANY HOLES™A
FEW DAYS AGO, THE TIRE WENT COMPLETELY FLAT** CALLER/WRITER IS COMPLETELY UNHAPPY WITH THE
VEH"THIS IS SUPPOSED TO BE A BRAND NEW CAR.**CALLER/WRITER WOULD LIKE TO HAVE THE VEH
REPLACED.DEALER SAID: MEL HAMBELTON FORD INC FORD CODE: 53A203 DEALER PROFILE 11771 WEST
KELLOGGWICHITA, KS 67209 TEL:(316) 462-3673CRC ADVISED: | WILL ESCALATE THIS TO OUR CUSTOMER CARE
SOLUTIONS TEAM. A SPECIALIST WILL CONTACT YOU WITHIN 2 BUSINESS DAYS.***NOTE TO CCR: IF THE
VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE ADVISE THE CUSTOMER TO SCHEDULE A SERVICE

APPOINTMENT FOR THEIR VEHICLE -=-=-=-=-=-=-=-=-=.5.5.2.5.5-=.5.=.5.5-2.2.= == =.=.=.=.=.CURRENT VEHICLE
LOCATION: CUST HAS ITPREFERRED CONTACT NUMBER: _EST TIME TO REACH THE CUST
ANYTIME-=-==.=s====s===s=z=-cscoscocozsx **ADVISED CALLER/WRITER OF SAME.

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05078 MEL HAMBELTON FORD, INC., Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M| Comm Type: PHONE

Analyst Name: ESTES DEBORAH Analyst: DESTES7

Action Date: 04/19/2011 Action Time: 08.38.45.715 Action Data: No

Comments CUSTOMER SAID: **SYMPTOMS**-CALLER IS CHILD-TRANSMISSION SLIPPING-TRANSMISSION
REPLACED-STILL SLIPPING-RESET SENSOR-STILL SLIPPING™***-TIRE LEAKING AIR-TOOK TQ DLR-DLR DID NOT
DUP-FLAT TIRE-CUS UNHAPPY WITH DLR**REASON FOR CALL*™-SEEKING BUYBACKDEALER SAID: MEL
HAMBELTON FORD INC FORD CODE: 53A20311771 WEST KELLOGGWICHITA, KS 67209TEL:(318) 462-3673CRC
ADVISED: NOTE: CUSTOMER IS REQUESTING A BUYBACK| HAVE DOCUMENTED YOUR CONCERNS AND AM
SENDING YOUR INFORMATION TO OUR CUSTOMER CARE SOLUTIONS TEAM. YOU WILL BE CONTACTED BY A
SPECIALIST TO DISCUSS YOUR ISSUE WITHIN 2 BUSINESS DAYS. THIS DOES NOT GUARANTEE THAT FORD WILL
BUYBACK YOUR VEHICLE. FORD'S COMMITMENT IS TO HONCR THE NEW VEHICLE LIMITED WARRANTY **CRC
ADVISED CUS**-CUS HUNG UP DURING RESOLUTION-OBC TO CUS-LEFT VM: PLEASE CALL FOR ADDITIONAL
INFO-DID NOT PROVIDE RESOLUTION

Action: DOCUMENT ADDITIONAL INFORMATION
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Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 MI Comm Type: PHONE

Analyst Name: ESTES,DEBORAH  Analyst: DESTEST

Action Date: 04/19/2011 Action Time: 08.45.14.551 Action Data: No

Comments 2010 FUSION, 26K, WSD 4/22/2010; NO HOT LINE CONTACT:PRIOR AW; 8048; 6/28/10; STALLISTART
UNABLE TO DUP-REPROGRAM PCM+++10928 7/19/10, OVERHALL TRANSMISSION; 5/75PREM CARE WIROADSID;
PREM MAINT 24/30:

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M| Comm Type: PHONE

Analyst Name: ESTES,DEBORAH  Analyst: DESTES7

Action Date: 04/19/2011 Action Time: 08.53.01.716 Action Data: No

Comments OBC SM - LMVM SM REQUESTING RETURN CALL. SPOKE TO SA-VEH LAST IN FEB 22K FOR FLAT
REPAIR, DEC FOR 20K SERVICE. SEPT OIL CHANGE.

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M| Caomm Type: PHONE

Analyst Name: ESTES,DEBORAH  Analyst: DESTES7

Action Date: 04/19/2011 Action Time: 12.01.51.371 Action Data: Yes

Comments OBC CUST - SPOKE TO_ WHO IS THE PRIMARY DRIVER OF VEH. CUST HAD TO
ADD AIR TO TIRE EVERY WEEK, CUST CALLED ROADSIDE ASST AND TIRE CHANGED, CUST HAS NOT HEEN BACK
TOH ISSUE WITH TIRE ADDRESSED. CUST WOUILD LIKE TO TAKE VEH TQ STEVEN F-MOF AUGUSTA INC,
R ~UGUSTA €5
bbb bbb bR A bbb b AR+ 44444+ 0BC DLR MATT STEVEN F-MOF AUGUSTA INC 316-775-2248
AND CUSTOMER ON CONFERENCE CALL TO SET UP AN APPT FOR CUSTOMER TO BRING VEH IN . APFT SET FOR
4/20/2011 9:00. - WILL TRANSFER TO NEW DEALER, EXPLAINED NEW CSM TO CUSTOMER AND SET F/U FOR
4/21/2011 THURSDAY.

Data Element Name Data Value
DATE OF FOLLOW UP: 04-21-2011
TIME OF FOLLOW UP (HH:MM): 17.00

Action: TRANSFER (SSUE

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M| Comm Type: PHONE

Analyst Name: ESTES,DEBORAH  Analyst: DESTES7

Action Date: 04/20/2011 Action Time: 11,51.00.327 Action Data: No

Comments OBC MATT @ DLR STEVEN F-MOF AUGUSTA INC 316-775-2248 - CONFIRMED CUSTOMER HAS
BROUGHT VEH IN FOR SERVICE.

Action: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M| Camm Type: PHONE

Analyst Name: PARSELS WENDY  Analyst: WPARSELS

Action Date: 04/21/2011 Action Time: 16.09.52.868 Action Data: Yes

Comments - CSM WENDY X7774; OBC TO DLR, SPK WITH SA MATT - STATES THE TRANS FLUID IS BURNT, THE
TECH HASN'T GOTTEN ANY FURTHER INTO THIS - BUT IS EXPECTING TO BE ABLE TO THIS AFTERNQON OR
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Customer Data Link - CuDL Page 3 of 5

TOMORROW. - AS FAR AS THE TIRE LOSING AIR |S CONCERNED, HE STATES HE WILL TAKE CARE OF THAT FOR
HER. - CUST IS IN A RENTAL - SETTING F/U FOR 4/25

Data Element Name Data Value
DATE OF FOLLOW UP: 04-25-2011
TIME OF FOLLOW UP (HH:MM) 18:00

Aclion: DOCUMENT ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 MI Comm Type: PHONE

Analyst Name: VINSON,SOMMER  Analyst: SVINSONS

Action Date: 04/25/2011 Action Time: 14.22.02.436 Action Data: No

Comments CSM SOMMERX7768= OBC TO DLR SPOKE W/ JASON S/M ADVISED MATT 1S THE ONE WORKING W/
THAT VEH AND IS NOT THERE AND HE DOESN'T SEE ANY OF HIS NOTES=== ADVISED HE WILL HAVE MATT CALL
AGENT BACK ===

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer; 05153 FORD OF AUGUSTA, INC, Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer; 26000 M1 Comm Type: PHONE

Analyst Name: VINSON,SOMMER  Analyst: SVINSONS

Action Date: 04/25/2011 Action Time; 17.41.11.488 Action Data: Yes

Comments CSM SOMMERX7768===0BC JASON ADVISED MATT DID NOT COME BACK TO WORK == HE WILL
SPEAK W/ TECH AND UPDATE CUDL FOR AGENT===DLR HAS CUST IN LOANER===0BC TO CUST =1

= EXPLAINED | WAS NOT ABLE TO GET A HOLD OF THE S/W SO 1 WILL CALL HIM
TCMORROW AND HER AND SEE WHAT NEXT STEPS WE NEED TOTAKE IN ORDER TO GET THIS RESOLVED FOR
HER AND VEH REPAIRED=== CUST STATED OK BUT SINCE THIS IS A DEFECT SHOULDN'T | GET ANOTHER CAR
==ADVISED CUST OUR WARRANTY COVERS MANUFACTURES DEFECTS=== CUST STATED OK

Data Element Name Data Value
DATE OF FOLLOW UP: 04-26-2011
TIME OF FOLLOW UP (HH:MM) 18:00

Action: CCS FOLLOW LIP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer; 26000 MI Comm Type: PHONE

Analyst Name: VINSON,SOMMER  Analyst: SVINSONS

Action Date: 04/26/2011 Action Time: 14.05.46.453 Action Data: Yes

Comments CSM SOMMERX7768===0BC TO DLR SPOKE W/ MATT S/A ADVISED VEH WAS TCRN APART AN

NOTHING LOOKED BAD CLUTCH WAS FINE BUT THL STATED TO REPLACE THE CLU ) VAL VE

BOD I’"‘DLR SHOULD HAVE VEH REPAIRED BY END OF WEEK=== OBC TO CUST —-W
==EXPLAINED DLR CONVERSATION AND | WILL F/U ON FRI=== LEFT MY CONTACT INFO

Data Element Name Data Value
DATE OF FOLLOW UP: 04-29-2011
TIME OF FOLLOW UP (HH:MM); 18:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC, Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 MI Comm Type: PHONE

Analyst Name: VINSON,SOMMER  Analyst: SVINSONS
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Action Date: 04/29/2011 Action Time: 11.43.51,570 Action Data: Yes

Comments CSM SOMMERX7768==0BC TO DLR SP. MATT S/A===VEH |S NOT REPAIRED YET DLR NEEDS
ONE MORE PART FROM DETRIOT==08C TO cus%::mmwm DLR CONVERSATION AN M
SORRY FOR INCONVENIENCE === WILL Fili ON TUESDAY=== AGENT IS GOING TO OFFER CUST LIMITED
MAINTENANCE PLAN 3/45 FOR HER COURTESY AND PATIENGE AND HER INCONVENIENGE

Data Element Name Data Value
DATE OF FOLLOW UP: 05-05-2011
TIME OF FOLLOW UP (HH:MM): 18:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odemeter: 26000 MI Comm Type: PHONE

Analyst Name; VINSON, SOMMER  Analyst: SVINSONS

Action Date: 05/06/2011 Action Time: 12.35.41.471 Action Data: Yes

Comments CSM SOMMERX7768== T JASON S/A ADVISED THEY ARE STILL WAITING OF
OME PART ===== 0BC TO CUST ==ADVISED DLR CONVERSATION AND | WANTED TO
OFFER HER A MAINTENANCE PLAN FOR HER INCONVENEINCE ==== CUST STATED SHE HAS BOUGHT
EVERYTHING SHE COULD FOR THIS VEH === ADVISED CUST | DO SEE SHE HAS A PREM MAINTENANCE PLAN
AND | DO APOLOGIZE | DIDN'T SEE THAT === CUST STATED SHE IS JUST VERY FRUSTRATED W/ THE WHOLE
SITUATION NOT HAVING HER VEH FOR 2 WEEKS AND IT BEING SO NEW AND HAVING THESE CONCERNS ===
ADVISED CUST | CAN UNDERSTAND HER CONCERNS W/ THIS BEING A NEW VEH AND BEING FRUSTRATED AS A
CONSUMER=== CUST STATED SHE KNOWS WE ARE TRYING TO DO EVERYTHING WE CAN TO GET HER VEH
REPAIRED BUT THIS HAS MADE HER THINK DIFFERENT ABOUT FORD AND WILL NCT BUY ANOTHER FORD

AFTER THIS===
Data Element Name Data Value
DATE OF FOLLOW UP; 05-11-2011
TIME OF FOLLOW UP (HH:MM) 18:00

Aclion: CONCERN ADDRESSED

Dealer: 05159 FORD OF AUGUSTA, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 MI Comm Type: PHONE

Analyst Name: VINSON,SOMMER  Analyst: SVINSONS

Action Date: 05/11/2011 Action Time: 16,32.04.812 Action Data: Yes

Comments CSM SOMMERX768== OBC TO DLR SPOKE W/ S/M JASON=== VEH S REPAIRED AND RETURNED TO
cust ToDAY === 0BC 70 CUSTH-- VERIFIED VEH IS REPAIRED====CUST WAS VERY PLEASED TO
HAVE HER VEH BACK

Data Element Name Data Value
CUSTOMER'S LTV SCORE

PARTS ESCALATION USED? (Y/N)

TECH ASSIST (FSE INVOLVED) USED? (Y/N)
TECH HOTLINE CONSULTED? (Y/N)

ESP USED? (Y/N)

SCP USED? (YIN)

X-PLAN USED? (YIN)

CLP FINANCIAL ASSIST PROVIDED? (Y/N)
~ESTIMATED REPAIR COST(@WARR RATES) ($)
~-CUSTOMER'S SHARE OF REPAIR COST ($)
~DEALER'S SHARE OF REPAIR COST-P18 ($)
~-DEALER'S SHARE OF REPAIR COST-OTHER(§)

=

ZEZZZZZTZ
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~FORDS'S SHARE OF REPAIR COST-P11 (8)
CLP FINANCIAL ASSIST DENIED? (Y/N) N
NONE OF THE ABOVE (Y/N) Y

Ford Confidential
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All Actien Details for Issue

Print
vini: 3eaHP0JGAA Year: 2010 Model: FUSION  Case: 183780641
Name: MS ADA M WHITTLE Owner Status: Original WSD: 2010-04-

Symptom Desc: AUTO TRANS UPSHIFT SOFT/MUSHY Primary Phoni

Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action: CALLBACK ADD ADDITIONAL COMMENTS

Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 26000 M| Comm Type: PHONE

Analyst Name: BROWN, RANDOLPH Analyst: REBROW612

Action Date: 04/25/2011 Action Time: 12.24.35.828  Action Data: No

Comments CUSTOMER SAID: -—VEH HAS NOW BEEN AT DLR FOR 4 DAYS, SEEKING TO FIND OUT WHAT ELSE IS
GOING TQ BE DONE ABOUT SITUATION—WAS ADVISED THAT THE CASE WAS GOING TO BE TRANSFERRED TO A
NEW REP, HAS NOT RECEIVED ANY MORE INFORMATION SINCE—-BEST DAYTIME NUMBER 1S 31658775815DEALER
SAID: STEVEN FORD MERCURY INC.9955 SW DIAMOND ROADAUGUSTA, KS 67010TEL:(316) 775-2248CRC
ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY
BE PROPERLY ADDRESSED. —-SPOKE WITH CCT WENDY, WHO ADVISED THAT SUMMER WOULD BE FOLLOWING
UP BEFORE THE CLOSE OF BUSINESS

Ford Confidential
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All Action Details for Issue

VIN: 3 Year: 2010 Model: FUSION ~ Case: 183720641
Name:, Owner Status: Original WSD: 2010-04-22

Symplom Desc: AUTO TRANS ENGAGEMENT DELAYED/SLIPS Primary Phon

Reason Desc: CLP-IN-BUYBACK - CUST PERCEIVES TWO REPAIRS Secondary Phone

Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact: 04/19/2011

Action: TIER Il ESCALATION - BUYBACK

Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: US CONCERN CASE BASE
Odometer; 26000 M1 Comm Type: PHONE

Analyst Name: BURSON, DENISE Analyst: DBURSON

Action Date: 04/18/2011 Action Time: 13.53.50.844  Action Data: No

Comments CUSTOMER SAID; *"SYMPTOMS™"-CALLER IS CHILD-TRANSMISSION SLIPPING-TRANSMISSION
REPLACED-STILL SLIPPING-RESET SENSCR-STILL SLIPPING*****-TIRE LEAKING AIR-TOOK TO DLR-DLR DID NOT
DUP-FLAT TIRE-CUS UNHAPPY WITH DLR*REASON FOR CALL**-SEEKING BUYBACKDEALER SAID: MEL
HAMBELTON FORD INC FORD CODE: 53A20311771 WEST KELLOGGWICHITA, KS 67209TEL:(316) 462-3673CF
ADVISED: NOTE: CUSTOMER IS REQUESTING A BUYBACKI HAVE DOCUMENTED YOUR CONCERNS AND AM
SENDING YOUR INFORMATION TO OUR CUSTOMER CARE SOLUTIONS TEAM. YOU WILL BE CONTACTED BY A
SPECIALIST TO DISCUSS YOUR ISSUE WITHIN 2 BUSINESS DAYS. THIS DOES NOT GUARANTEE THAT FORD WILL
BUYBACK YOUR VEHICLE. FORD'S COMMITMENT IS TO HONOR THE NEW VEHICLE LIMITED WARRANTY **CRC
ADVISED CUS**-CUS HUNG UP DURING RESOLUTION-OBC TO CUS-LEFT VM: PLEASE CALL FOR ADDITIONAL
INFO-DID NOT PROVIDE RESOLUTION

Action: DUPLICATE CASE

Dealer: 05078 MEL HAMBELTON FORD, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 26000 M Comm Type: PHONE

Analyst Name: ESTES,DEBORAH  Analyst; DESTEST

Action Date: 04/19/2011 Action Time: 08.39.13.651 Action Data: No

Comments DUP

Ford Confidential
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All Action Details for Issue
Erint

VIN: .}FAHP{JJG4A_ Year: 2010 Model: FUSION  Case: 133780641
Name Owner Status: Original WSD: 2010-04-22

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone
Reason Desc: ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED Secondary Phone:

Issue Type: 01 INQUIRY Issue Status; CLOSED

Action: ROADSIDE ASSISTANCE-FUEL DELIVERY

Dealer Origin Desc: CROSS COUNTRY MOTOR CLUE
Odometer: 023038 M| Comm Type: MAIL

Analyst Name: Analyst: SYSTEM

Action Date: 03/05/2011 Action Time: 05.06.16.517 Aclion Data: No

Camments DISPATCH COMPLETE

Action: ROADSIDE ASSISTANCE-TIRE CHANGE

Dealer Origin Desc: CROSS COUNTRY MOTOR CLUB
Odometer: 026000 M Comm Type: MAIL

Analyst Name: Analyst: SYSTEM

Action Date: 04/16/2011 Action Time: 05.07.56.041 Action Data: No

Comments DISPATCH COMPLETE

Ford Canfidential
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BBB AUTO LINE

August 12, 2011

LOU COSTA

FORD MOTOR COMPANY
1320 S BABCOCK ST
MELBOURNE FL 32901

Re:_vs Ford Mator Corporation 3FAHPUJG4A-

Dear Madam/Sir:

The above referenced customer has failed to return the Acceptance/Rejection of
Decision Form within the specified time and rejection is assumed

If you have any questions, please call me at 800.334.2406, or consult your
weekly manufacturer's report.

Sincerely,

Donna Patterson at Extension 506

Council of Better Business Bureaus, Inc.

4200 Wilson Boulevard, Suite 800 - Arlington, VA + 22203-1838 - Phone 800.955.5100 « Fax: 703.247 9700
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BBB AUTO LINE

b4
BBE.

Date: % Case Number: FRD1120643
Customer:

Business:  Ford Motor Company

wir-Info: - 6700 ks 3FAHPOIG4AR

If this form is not received in our office within 14 days from the date of the cover letter, the
decision will be considered rejected. You may return it to our office via fax at
1.703.247.9700.

ACCEPTANCE OR REJECTION OF DECISION

Please check one of the following:
I ACCEPT THE ARBITRATION DECISION. I understand this means:

ad the business will be legally bound to abide by this decision; and,

® I, too, will be legally bound, which means I give up any right to sue the business in court on
any claim that has been resolved at the arbitration hearing, unless the business fails to
perform according to the Arbitrator’s decision or unless otherwise provided by state or
federal law.

You must do the following if you have been awarded a repurchase/replacement award and
accept It:

1) Contact your financial company to provide permission to release payment and payoff information to
the manufacturer in order to complete the repurchase/replacement transaction.
Indicate the date you have done this:

2) Please provide the full name of your financing company
Account Number

Mailing address

City State Zip
Telephone number Fax number

I REJECT THE ARBITRATION DECISION. I understand this means:

p I may pursue other legal remedies under state or federal law;

¥ depending on federal or state law, the decision may be introduced as evidence by me or the
business in any civil court action relating to any matter considered in this arbitration
hearing;

* the business will not be obligated to perform any part of the decision; and,

* this will end Better Business Bureau involvement in my case.

Signature(s) of Titled Owner(s): Date:
Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800 - Arlington, VA - 22203-1838 - Phone 800.955.5100 + Fax: 703.247,9700
EES
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BBB AUTO LINE

e July 11, 2011
BBB

LOU COSTA

FORD MOTOR COMPANY
1320 S BABCOCK ST
MELBOURNE FL 32901

Re: FRD112064 s Ford Motor Corporation 3FAHP0IG4 AR

Dear Madam/Sir:

Enclosed is the arbitrator's Decision and Reasons for Decision for your case.

The customer has been sent an Acceptance/Rejection Form and has 14 days to
return the form to the BBB AUTO LINE. For good cause the BBB AUTO LINE may
extend this time frame. We will notify you as soon as we know whether the
customer has accepted or rejected the Decisian.

If you have any questions about the decision or if I may be of service to you,
please feel free to call me at 800.334.2406.

Sincerely,

Donna Patterson at Extension 506

Council of Better Business Bureaus, Inc.
4700 Wilson Boulevard, Suite BOO - Arlingten, VA - 22203-1838 - Phone 800,955,5100 - Fax: 703.247.2700
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Reasons for Decision

4 Submitted Date: 07/11/11
% FRD1120643
s vin: sranroicsar]
ER& customer {J B - Hearino pate: 07/08/11

Arbitrator: Douglas J Keeling

Questlon 1
Pieasa state your decision and then explain why It s a fair resolution of this dispute. (If
relevant, explain how lemon iaw skandards apply to the facts in this case)
The Ford Motor Company Auto Line Program Summary requires that the defect be "subject to
repalr” four or more times and continues to exist in order to meet the presumption that a
reasonable number of repair attempts have been undertaken so as to trigger the remedies
affarcded therein. In this case, the vehicle was “subject to repair’ a total of five times during the
applicable period, as documented by the repair orders submitted. Manufacturer asserts that the
defect does not continue to exist, due to the fact that it has not reoccurred since the last repal
attempt, but review of the time periods between incidence of the malfunction would indicate that,
based on that history, the malfunction could reoccur at any time. Given the history, it is
understandable that Consumer is skeptical of Manufacturer’s assertion that the defect is now
remedied. Review of the dealer repair invoices reveals a total of five separate repair orders In
which the subject problem was at least one of the problems listed, and none of these repair
attempts were disputed by Manufacturer. Manufacturer asserts that the vehicle was “out of
service” less than the thirty days required by the Ford Motor Company Auto Line Program
Summary, but the repair orders specify otherwise. Using Manufacturer’s own submitted materials,
it appears that the vehicle was out of service a total of 34 days. Manufacturer asserts that
consideration should be given to the fact that repairs were not actually being performed during the
entire time the vehicle was in the Dealer’s possession, due to unavailability of parts or other
delays, and would like the days out of service to be dictated by the days on which actual repairs
were being done. This, however is completely contrary to the Ford Motor Company Auto Line
Program Summary standard that the vehicle be “subject to repair”. "Subject to repair” means |
the Dealer's shop, available to the dealer to make repairs, and out of Consumer’s use and
possession. The subject vehicle was clearly subject to repair for a total of 34 days. Manufacture;
also appears to attempt to argue that, if the two subject problems were to be bifurcated, nelther
alone would satisfy the criteria of a particular defect being subject to repair at least four times, but
the criteria set forth therein specifies four or more repair attempts OR more than thirty days out of
service (emphasis added), not both. Either of the two criteria alone are sufficient to satisfy the
requirements set forth in the Ford Motor Company Auto Line Program Summary, The Consumer Is
entitled to the requested replacement of the vehicle due to the fact that the presumption of a
reasonahle number of repair attempts has been met, the prablem caused by the failure of a
vehicle system is a defect in the materials or workmanship of the vehicle, and is a substantial
impairment to the use and value of the vehicle. The vehicle in this case was clearly “subject to
repair” for this defect on five separate occasions and was "subject to repair” for a total of 34 days,
as documented by the repair orders, and by all indications the problem may very well continue o

QuedtiorF@rther, the remaining requirements of the Ford Motor Company Auto Line Program

adiniay edmencitab /aagluenn oot, plioeirettiss ya-diyi @whey ppoty which the award Is based

and the number of repalr attempts for each problam,
1. Engine Electrical/Transmission problems- Both of these issues will be addressed together, as
they appear to be linked to the general operation of the vehicle’s drive train, and as the repair
attempts for either or both were at times combined or simultaneous. They will be referred to
herein collectively as the “problem”, The problem is the result of a defect in the materials or
workmanship of the vehicle, Dependable operation of the vehicle is dependent on the materials
and workmanship of the vehicle’s production, and inherent to a properly operating vehicle. There |s
no indication in this case that the defect is a result of Consumer’s improper operation or misuse of
the vehicle. Manufacturer affirms that the problem was observed by the Dealer, by way of
Indication in various repalir orders, and Consumer’'s materials regarding the actual day-to-day
usage of the vehicle and notations from the dealer repair orders indicate that the problem existed
and may very well continue to exist. Although intermittent in nature, there is every reason to
believe, given the history of this problem in this particular vehicle, that the problem may very wall
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6o

continue to exist at this time. The problem substantially impairs the use and value of the venicle
Consumer's expectation of a vehicle which operates reliably is not unfounded, and the malfun
of a basic system which affects the ability of the vehicle to run would have to be considered ar
impairment to both use and value of the vehicle. There was no information presented as to the

effect ugthe problem on the safety of the vehicle.
Question

Statistical Information:

We are required to track specific statistical information. If a repurchase/replacement is awarded
undér the lemon law please indicate:

a Cumulative number of days the vehicle was out of service for ali problems:

34
b Waas final notice given to the manufacturer (YES, NO or N/A&)?

yes
CASE: FRD1120643 Customer: M_
Arbitrator: Douglas J Keeling Date: 07/11/11
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REPURCHASE DECISION

Submitted Date: 07/11/11
% FRD1120643

e vin: 3raHpPoiGaar
RB& customer: [ - +caring Date: 07/08/11

Arbitrator: Douglas ] Keeling

Question 1
Vahicle (Year, Make, Madal):
2010 Ford Fusion

Questlon 2
The manufacturer shall repurchase the above {"vehicle"} awned by the customer within 30 days
after the manufacturer's receipt of the customer's acceptance of this decision, in accordance
with the provisions of the applicable manufacturer Frogram Summary that set out the remedles
to be included in a repurchase award: (Indicate with an "X"}

a Under the lemon law

- 0OR -~

b Mot under the lemon law
X

Question 3
The following shali be deducted from the amounts paid by the manufacturer:

a If any amount is o be paid by the consumer for the consumer's use of the vehicle, please
provida a dollar amount or formula (being certain to reference the mileage used) for the
Reasonable Allowance for Use:

29,187 miles - 100 / 100,000 X purchase price

The Manufacturar may deduct for any damage beyond normal wear and tear that is not caused
by a vehicle nonconformity and that Is not repaired by the customar prior to the completion ol
this transaction,

The manufacturer shall provide the custamer with a written statement of all amounts that will
be pald under this decision. If there Is a dispute as to any amounts that should he paid by the
manufacturer, the customer may submlt 2 written request to BBB AUTO LINE asking that the
arbitrator resolve the dispute. BBB AUTO LIMNE must receive the customer's raguest no later than
10 days after the customer receives the manufacturar's statement of amounts that will be pald.

The arbitrator’'s respiution of the dispute will be provided to the parties in the form of a decision
that the customer may accept or reject, and a rejaction wiil be considered to be a rejection of
this repurchase decision. The manufacturer's time for performance under this decision shall be
extended by the number of days it takes to resolve the dispute submitted by the customer as o
any amounts that should be paid by the manufacturer. -

At the time of repurchase, the customer will be responsible for turning over tive vehicle and
providing clear title 1o the manufacturer, The vehicle shall have a current registration and be In
a simlilar condition as it was at the time of the hearing, aliowing for normal usage. The customur
must also comply with all additional requirements In the section of the manufacturer Program
Summary that sets out customer responsibilities if a repurchase is awarded.

If there Is a lienholder, payment of any amounts due shall be made by the manufacturer ta the
custemer and the lienholder as their respective interests appear on the records of awnership

711172011
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The manufacturer shall contact the customer to arrange a mutuaily agreeable location for th
repurchase transaction.

CASE: FRD1120643 Custumer:_

Arbitrator: Douglas ] Keeling Date: 07/11/11

DP12-006 001977LC
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BBB.

BBB AUTO LINE

June 30, 2011

LOU COSTA

FORD MOTOR COMPANY
1320 S BABCQOCK ST
MELBOURNE FL 32901

Re: FR0112064- vs Ford Motor Corporation 3FAHPOJG4N-

Dear Madam/Sir:
Enclosed are:
*  Notice of Inspection

*  Arbitrator Listing Sheet(s)
* Map to the hearing site

The Notice of Inspection lists the date, time and location of the vehicle
inspection. Per Rule 9, if the customer fails to appear for the scheduled
inspection, the case will be closed and a decision will not be rendered.

We reserve the right to determine the final date and time of the
inspection.

If you have any questions, please contact me at 800.334.2406. Thank you for
your continued cooperation and participation in the BBB AUTO LINE program.

Sincerely,

Donna Patterson at Extension 506

Council of Better Business Bureaus, Inc.

4200 Wilson Boulevard, Suite BOQ - Arlington, VA - 22203-1838 - Phone 800.955.5100 - Fax; 703.247,9700
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TICE OF INSPECTION/TEST DR NLY
ALL TESTIMONY SUBMITTED IN WRITING ONLY
BBB NO ORAL ARGUMENTS WILL BE PRESENTED

~ BBB AUTO LINE
—_—

Date: 06/30/11

Case Number: FRD1120643
Customer|

Manufacturer: Ford Motor Company
Mfr Info: 6700 KS 3FAHPOJG4AI-

Arbitrators: Mr Douglas J Keeling

07/08/11 9:30AM CST

Inspection Date, Time, Place: Better Business Bureau of Kansas Incorporated
345 N. Riverview Street Suite 720
Wichita, KS672030000

Hearing Site Phone: (316) 263-8564

AUTOLINE Director Phone: (316) 263-3542  Fax : (316) 263-3063

INSTRUCTIONS

1. Notify your Dispute Resolution Specialist at once if you cannot make the vehicle availzble for the
inspection, We reserve the right to make the final determination as to the date and time of the
inspection.

Current vehicle registration and insurance is required for all test-drives.

If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately.
Refer to How BBB AUTO LINE Works for more detailed information on the inspection process.

ik

Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800 . Arlington, VA - 22203-1838 - Phone 800.955,5100 - Fax: 703,247 9700

= — e e e — = 2T
NOT
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Inspection Report

Customer: _ Case #: FRD1120643

Manufacturer: Ford Motor Company
Arbitrator's Name: Date of Inspection: L
Location of Inspection:

Vehicle Information: Make: Model:
Year; Mileage: VIN:
Parties Present at Inspection: [ ] Technical Adviser [ ] Arbitrator [ ] Customer [ ] Manufactures

Conditions or Components Inspected:

Was a test drive conducted? [ ] Yes [ ] No How long was the test drive? Minutes
Aftermarket [tems to be Removed, If Applicable. (For Example: Cellular Telephone, Modified Wheels):

Exterior

Overall condition of the vehicle’s exterior (Rate as “Excellent,” “Good,” “Fair,” or “Poor.”) :

What damage is beyond normal wear and tear?

Please indicate damage below:

S

Overall condition of the vehicle’s interior (Rate as "“Excellent,” “"Goed,” “Fair,” or "Poor.”) :

Interior

What damage is beyond normal wear and tear?

Council of Better Business Bureaus, Inc,
4200 Wilson Boulevard, Suite BOO « Arlington, VA + 22203-1838 + Phone B00.855.5100 « Fax: 703.247.9700
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BBB AUTO LINE

)

.
custorer: I NN

Case Number: FRD1120643

ARBITRATOR SELECTION LIST

This is some background information on the arbitrator assigned to your upcoming arbitration hearing.
Please review the information for a conflict of interest. If you have any financial, professional, political,
social, or personal relationship with the arbitrator, however remote, this would be considered a conflict of
interest. If this arbitrator is not acceptable please call the Bureau immediately. Otherwise, the hearing will
proceed as scheduled. Be advised that the manufacturer does not participate in the selection of the
arbitrator.

All of our arbitrators are volunteers; however, some receive a nominal honorarium. They are all
committed to making a fair decision based on the facts of your case. At the beginning of the hearing the
arbitrator will sign an cath stating that he or she has no financial, social, professional, or family
relationship with either party.

Arbitrator Information

Arbitrator's Name: Douglas Keeling

Arbitrator’s Occupation:
general practice

Arbitrator’s Biography:

As a legal practitioner since 1984, Mr. Douglas Keeling is well prepared to address both the legal and
procedural aspects of arbitration. His practice areas have always been oriented toward people-based
issues with problem solving as a key component to resolutions.

Council of Better Business Bureaus, Inc.
4200 wilson Boulevard, Suite B0OO - Arlington, VA « 22203-1838  Phone 800,955.5100 - Fax: 703.247.2700
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~ BBB AUTO LINE
2
BBB ARBITRATOR SELECTION LIST

Customer: [INNEG_—

Case Number: FRD1120643

This is some background information on the arbitrator assigned to your upcoming arbitration hearing.
Please review the information for a conflict of interest. If you have any financial, professional, political,
social, or personal relationship with the arbitrator, however remote, this would be considerad a conflict of
interest. If this arbitrator is not acceptable please call the Bureau immediately. Otherwise, the hearing will
proceed as scheduled. Be advised that the manufacturer does not participate in the selection of the
arbitrator.

All of our arbitrators are volunteers; however, some receive a nominal honorarium. They are all
committed to making a fair decision based on the facts of your case. At the beginning of the hearing the
arbitrator will sign an oath stating that he or she has no financial, social, professional, or family
relationship with either party.

Arbit riI rmati

Arbitrator's Name: Douglas Keeling

Arbitrator’s Occupation:
general practice

Arbitrator’s Biography:

As a legal practitioner since 1984, Mr. Douglas Keeling is well prepared to address both the legal and
procedural aspects of arbitration. His practice areas have always been oriented toward people-based
issues with problem solving as a key component to resolutions.

Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800 - Arlington, VA - 22203-1838 - Phone 800.955.5100 - Fax: 703,247 5700
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~ BBB AUTO LINE

June 30, 2011
BBB.
LOU COSTA

FORD MOTOR COMPANY
1320 S BABCOCK ST
MELBOURNE FL 32901

Re: FRD1120543- vs Ford Motor Corporation 3FAHPOIG4AR]

Dear Madam/Sir:

Enclosed is the consumer’s written position. You have the opportunity to
comment on the written position before it is forwarded to the arbitrator. Please
read the enclosed and forward your comments to us so that we receive them
within four days from the date of this letter.

After this time period both parties’ initial positions and any comments received
will be forwarded to the arbitrator for a decision to be rendered in this case. Only
those responses submitted on time will be forwarded to the arbitrator.

Please fax your comments to 703.247.9700. If you have any questions, please
contact me 800.334.2406.

Sincerely,

Donna Patterson at Extension 506

Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite BOO - Arlington, VA - 22203-1838 - Phone 800.955.5100 - Fax: 703.247 9700
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From: TA:10.100.0.2:49663,3214351123 Page: 1115 Date: 6/30/2011 7:51:29 AM

MANUFACTURER RESPONSE FORM
Will participate - In Writing [X] By Phone []

G K R ——
Customer Name| i State: KS
VIN: 3FAHPOIG4ARIEEE Warranty Start Date: 4-22-10

Vehicle year/model: 2010 Fusion
Current mileage: 26,847 miles

Purchased: New [] Used (mileage and date of purchase) [ Leased (terms of lease)
This claim is: B<] IN BTB Warranty [J IN Diesel Warranty [_] IN Powertrain Warranty [ ] Qut of Al
Warranties

Extended Service Plan: ] NO  [J YES (6/75 Premium Care ESP)
SETTLEMENT INFORMATION

Ford Motor Company offered a vehicle inspection performed by a Ford factory trained Field Service
Engineer with repair of any verified warrantable concerns.

Please Indicate the customer’s respanse below:
[l The customer rejected the offeron __/_/
The customer has not indicated a response to the offer.

The Customer Claim Form (CCF) lists the following concerns:
- Engine/electrical
- Transmission
- TAm

MANUFA RER'S POSITION:

The customer and his attorney have chosen to initiate an informal dispute procedure utilizing the BBB.
Ford respects the right of the consumer to retain and pay for legal representation. Hawever, the
purpose of the BBB Auto Line program is to achieve an agreement between a manufacturer and the
cansumer without protracted litigation. Ford presented a settlement offer, in a timely manner, based
upon the application and the repair history alone, and not as a result of any work performed by the
attorney or the attorney's firm. The arbitrator does not have the authority to award attorney fees.
Therefore, there are no attomey fees, consequential, or incidental reimbursements were included In
the settlement offer, or in this position.

DP12-006 001984LC



From: TA:10.100.0.2:49663,3214351123 Page: 2/15 Date: 6/30/2011 7.51:29 AM

The customer and there attorney are requesting a documents only hearing, and the attorney appears
ta be seeking remedies through State Lemon Law, Magnuson Moss Federal Trade Commission
Warranty Improvement Act, and the Uniform Commercial Code. For the purposes of this process, the
BBB Aute Line Kansas Program Summary will be utilized. Also, for the purposes of this process, an
Arbitrator cannot award attarney fees, or treble damages. Most customers choase this process to
represent themselves, but If they do chose to be represented by an attorney, It is at their own
expense, and they cannot be reimbursed for those fees.

0On page two of the Attorney’s position they quote two court cases, These cases are not related to this
case, nor do they describe the complete cases histary or proceedings, therefare they are irrelevant,
The Attorney also states that Ford is in breach of both written and implied warranties. This [s also
baseless, Ford has applied due diligence in both diagnosing and repairing any “verified or duplicated”
warranty concern, and has covered any and all cost relating to any “warranty” repair.

Ford Motor Company is seeking a denial of the consumer’s request for vehicle repurchase. We do not
believe this vehicle meets program criterla for such remedy by either number of repairs for the above
mentioned, nor for the days out of service as there are mitigating circumstances surrounding those
days on one repair order dated 04-25-11, and Ford will explain all of the repalir orders by the alleged
concerns listed on the customer’s claim form.

*** Ford would like to mention that the 04-21-10 visit was due to the customer recelving a letter from
Ford to go to a dealership, so they could update the software in the vehicle, This should not be
considered a repair visit to a product defect; it is simply updating the software just like you would in
your computer for anti-virus or your GPS for updated information,

= Engine
06-28-10 — Mel Hambelton Ford - 8,048 miles — The customer states that the vehide has
loss of power, and stalls. The dealer reflashed the powertrain control module as they could
not verify or duplicate the concern. Two days out of service per repair order,
05-23-11 - Steven Ford Mercury of Augusta = 26,847 miles = The check engine light came
on and the vehicle would go over three miles per hour. The dealer could not verify or
duplicate the concern, and this visit was not charged to warranty. Two days out of service
per the repair order.

« Jransmission
06-28-10 - Mel Hambelton Ford — 8,048 miles - Repair order states check for the
transmission slipping. The dealer could not verify or duplicate the concern. The days out of
service are calcufated above,
07-19-10 = Mel Hambelton Fard - 10,928 miles — The repair order states to check the
transmission for slipping and not shifting correctly, RPM's go up to five or six thousand
before shifting out of third gear, The dealer road tested the vehicle, verified the concern, and
found the transmission fluid burnt. The dealer repaired and replaced some transmission
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From: TA:10.100.0.2:48663,3214351123 Page: 3/15 Date: 6/30/2011 7:51:29 AM

parts, flushed the transmission cooler, and refilled with new fluid. The days out service are
four days per the repair order.

*** Ford notes that the customer did not return to the dealer for nine months before the last
visit for the transmission listed below and visited a different dealership after 18,000 miles
were reached. ***

04-20-11 — Steven Ford Mercury of Augusta — 26,143 miles - Customer states the
transmission slips in 2™ gear, also hesitates when shifting an acceleration and slawing down.
The dealer overhauled the transmission. *** The delay in this claim s due to the dealer
needing to order parts, which is beyond the control of the manufacturer, and the doaler test
drove the vehicle to assure no further transmission concerns existed. The technician worked
on the vehicle while parts were trickiing in on 04-25-11, 04-26-11, 05-06-11, 05-09-11, and
05-10-11, five days. The repair order was closed on 05-14-11, when the warranty clerk
closed the repair order as she only works one day a week. Ford believes that considering the
above information we feel that some latitude should be given. The customer was In a rental
the entire time, there were no out of pocket expenses.

« Electrical
06-01-11 - Steven Ford Mercury of Augusta — 26,143 miles — The customer states that the
tachometer will bounce up and down between 500-1300 RPM’s, and the wrench light comes
on and when this happens the vehicle will not accelerate. The dealer replaced the elactronic
throttle body. The days out of service for that repair was two days as the techniclan worked
on the vehicle June 1** and 2%,

» T7im
07-19-10 = Mel Hambelton Ford — 10,928 miles — The lug nut was cross threaded, the dealer
replaced the lug nut. The days out of service are calculated above under transmission.

Ford does not believe that the customer meets the necessary requirements per the Kansas Program
Summary for a repurchase or replacement vehicle. There have not been four or more repalrs, nor
does it appear there Is a non-conformity that continues to exist, The days out of service calculate to
36 days by the repair orders, but the parts were on back order, the true days when the technician
actually worked on the vehicle total 15 days. 1 Included the technician’s time stamps to show when he
actually worked on the vehicle, and Ford asks the Arbitrator for consideration. Also, there has never
been a substantial non-cenformity that impaired the use, value, or safety of the vehicle, nor
substantiates the vehicle to be repurchased or replaced. There Is not a non-conformity or defect in the
customer’s vehicle that continues to exist; it is operating as designed. Ford respectfully asks the
Arbitrator to deny the customer’s request for a repurchase or replacement vehicle,
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D MENTATION PROVIDED
& : Repair orders

List amount of any over allowance /negative equity: None

To the BBB AUTQ LINE — Written by Linda Peterson — Dated June 29, 2011
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to confirm repair.
PARTS- -~==~OTY« <« FP-BUMBER - - -+ 2o sn--wans DESCRIPTION- - c-csscscacmasnaans UNI 3
Jog £ 1 1 9.82-7453-6 KIT - BASKET s WARRANTY
JO§ § 1 1 9LBZ-78100-C CONTROL ASY WARRANTY
Joa % -1 9L8Z-7A0N - CoRE N WARRANTY -
JO8 1 A SEALANT - SILI WARRANTY
Jo8 # 1 1 A CYLINDER WARRANTY
Joe ¢ 1 3 D DRIVEN PLATE - WARRANTY
g # 1 3 0LBZ-7B164-C DRIVE PLATE WARRANTY
JB¢1 I « 7064 -8B PLATE - CLUTCH WARRANTY
% Tf lé XT-10-QLVC gi&? Rimmn m
J8 # 1 TOTAL PARTS 0.00
J0B # 1 TOTAL LABIR & PARTS 0.00
PARTS - - QT+ FR-NIMBER - - - - vcevvns DESERIPTION -5 «c==sss e inmnred IT PRICE-
JmB ﬂ 2 ‘mmL PARTS 0.00
2 em X8 # ZTOI'AL LABOR & FMTS 0.00
m Y AR ‘ :
L e nUmummm1miumw1mm1wm S e 3
PARTS-- - -~ QTV. - -FPMUMBER < w- .. <. - -DESCRIPTION- - e rveee e SKIT BRIE-
JoE#3 1 6L82- 1012- C W - HEEI.. INTERNAL
i 7 --wnu STI:ITAI.FAMS n.00
) Jcsf 5'1‘u'rAmenms 0.00
SUBLET== o+ PR -~ -+ VEN BATE DESORIPT IO ams s ces oo oo e Smmmmm2en
JBF1 19304 W?ll? ,hﬂ” 10 CAR RENTAL 5074 WARRANTY
TOTAL - SUBLET 0,00
L o DODE <« =+~ - DERCRTPTIOM: c e mewamame e v esammme - CONTRI vasianiss
Jod # 1 FUEL FUEL FOR VEHICLES S 10.01
TOTAL « MISC 10.01 ®
P B 14 T Wnow of M Mepars Besonsd | LENHANOAN. O WRITRAT) TNe G0y warrsy pvwﬁnd iz M
S e T e T o
1 il b ctiigaled © pry off the mescnaiio costs of cofiection of by UG B ty 1ha [P, e dealor noliel SRSUMES iy -ty
e maponably nﬁumm-dmn—hlwunnmmmh: Ity in cornection With 1N | e oy yomy FHOLD TI2 CFER & b1 1§ LOWTI (A000 MLY COL s |
bl for amy chacka not afdnid, Y Wy of & whap-pryment orsor or inpulTrsent|salo of the ems lmhmmwlﬂrmmmmmummm SO EECTREDL D
R T e R o o o e s e
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From: TA:10.100,0,2:49663,3214351123 Page: 7115 Date: 6/30/2011 7:51:31 AM

FOCS187942 P

@ | t @ Owner o s Prartnail . 8

Advantage Vw5t THEpRL T ;

You're rewarded ~

’ o 71 W. Kall 209 w

with each visit. Phone 316-445.367 1-‘¥u§7=r=£ Py K'-m Fax 316-482-1 @7 -
gavice@midord.com = portaBmhiord. -

Approved
T R D L AT __Auto Repai

101TPOCHLE7912 s
TAG NG, INVOICE DATE miﬁ
73089 SHA 2
[rmm W SANQEFS . ZS?W‘E 627 _07/22/10
= 10,928 I_MD_B_JS_SBBT ‘
.. 2,643 |
WICHITA, KS e ‘fﬂﬂm 1STON/4DR &—m—ﬁ%@%}m— b
3 0
o0 o S s
07/19/10
COMMENTR
] MO: 10928
11 b e RN SR T Al e e B SRsA v R ek AR
TOTAL LABOR,.,, 0,00
TOTAL PARTS._.. 0.0
TOTAL SUBLEF 0.00
TOT D G.. 8.00
IS CAG. 10,01
TUTN. HXSC DISC 0.00
TOTAL TAX.. ... 0.00
TOTALINVOICES ~ 10.01
— CUSTONER SIGRATORE
: DUPLICATE TNYOICE  #rrhrernttithimiiihbi
[' A
%
|
5
i I
e g .?wuwﬁﬁ.'ﬂ““nuuﬁfnﬁ“mmﬁm-uuu bl B Hor e 12
o pry o 07 the bafence s g @ 7k o) to 1. 3% DO MioAih. Furher, | Mo{1h g Gnd aosamrs Hltv mm-v-n-w -
| v h%ﬂmﬁ:ﬁwmuu,nﬁ'ir:m T Gas’ B rems 1cr AT 07 TZUU0 wes
o, i ohacticn agread fa ba | n 1
Wummlzwmm_zmu-mmhw-% M?‘uﬁm nmmlmm%"m‘:f e L arat a
Wnd‘_ WU oMo, w ﬂ'n wung e, TS, IVTTERCE. AND WK, 0T T R, i B EACLUTELL
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From: TA:10.100.0.2:49663, 3214351123 Page: 8/15 Date; 6/30/2011 7:51:31 AM

From: TA:10.100.0,2;31598,6193301887 Page: 10HE Dale: 6/3/2011 12:40:28 PM

May. 24, 2011 1:36PM  Mer trust Oliver Branch No. 9466 P. 3
STE'VEN FORD MERCURY 100 Ot 1 ke 0 et

oF AUGUSTA, INC. L /200 | 8010904/1
Do M Bl Pl ’M?.Am“:mmu PO s ol S S PATITe
saavin oo (R i T mm-

(318) 7762248
Fax: (416) 776-2240

WICHITA, ES -

vasr | (S | [T Rty 10 B PRI

Yt g Al s T

m'n' mmol 901

|

AR

Re'por B 7 3 R
CHECK AMD ADVIBE HEIE R.EPLA TRANS mRmDY LAST
YEAR HESITATES WH EN BHIFTING OGN ACCEL AND SLOWING
DOWN
Caused by
CHECKED FLUID LRVEL AND CONDITION SELF THET PASS C
ODB8 RECEIVED FLOID VERY DARR AND HAS BURNT SMELL
RAN DATA LOGOER ROADTESTED EBVBRAL TIMES CONTACTED
HOTLINE 104518517 CHECKED PRESSURES OK REMOVED AN
D DISEASSEMBLED TRANS IMSPECTED AND REPLACED ALL F
RICTION AND STEEL PLATES CENTER SUPPORT AND TOWER,
VALVE BODY SOLENOID BODY, TORQUE CONVERTOR AS PER
COST CAP REASSEMBLED AND FLUSBHED COCLER LINES REL
NSTALLED PROGRAMMED PCM FOR NEW SOLENOID BODY
Corxracted by 7000A: (P66) (42) AUTOMATIC TRANSMISSION
ASSEMELY - REMOVE AND INSTA LL OR REPLACE (7000) -
Work performed by RICK KIRKWOOD(RK) Warranty
Correoted by 7000AXQ: (P6&) (42) AUTOMATIC TRANSMISSION
ASBEMELY - REMOVE AND INSTA LL OR REPLACE - L
EXTRA
Work performed by RICK KIRKWOOD (RK) Warranty
Corrected by 7000AZJ: (P66) (42) AUTOMATIC TRANSMISSION
ASSEMBLY - REMOVE AND INSTA LI, OR REPLACE - L
BXTRA
Work performed by RICK KIRKWOOD(RK) Warranty
Corrected by 7000A2: (P6s) (42) AUTOMATIC TRANSMIESION
ABSEMBLY - OVERHMADYL (7C391/ 7000) - L
Hlork performed by RICK KIRKWOOD (RK) Warranty
Corrected by 7000A4: (P66) (42) AUTOMATIC TRANSMISSION

TERMS( BTRICTLY CASH UNLEES ARRANGEMENTS ARE WADE. *| hamby subortss i rask | LABOR
M. Ravelnatiar b ke doms dong wih P Aedast gy mmesial Bnd Sy thal you s ol e poki- “""‘" .
Mm-mmmu:mh - et r&n;’-mcmmm.:w« |PARTE |
K your o for oy d¥rd b f pans or delays
Whipmvarts by B8 Gupalr or lensooser. | SN YOU OF Your MERACYeN Darndssian m
opavte Ut varidin heain desofbod on slresls, B or clucwfur for the pupose of st | BUBLET
7 hanlcy b any on abevo whicle b yecwd =
1\ amoum of et Dreio.! SHOP SUPPLIES

TERIALS
[DISCLAMER OF WARRANTITS. s on 0w prodiects wold hersby LT M—-—--
the manfachoer ety dam:rmﬂ:ﬂamﬁrm;mm SALFS TAXOR JAXID. |

unmes e i N0d2en Ery sthar pason be Igune lor L oy Labllly I conregtion with e sae of | SERCIAL ORDER DEFOSIT
L sty mlmmlumm A 450l Wham bitiled by taw, DISCOUNTE

TOTAL DUE @

MO RETURN QM P kG IRICAL OR SAVETY ITChIS OR SFEGIAL QROCRS.

DP12-006 001991LC



From: TA:10.100.0,2:49663,3214351123

From; TA:10,100.0.2:31598,6163301887
Mer Lrust Oliver Branch

May. 24, 2001 1:36PM

STEVEN FORD MERCURY
OF AUGUSTA, INC.

2055 8. W. Dlamond Read
&5 @

Augues, 15 6700
(348) 775.2240

Page: 9/15

Page: 11116

BERVIGE DEPARTMENT HOURE
7:00 am. 10 0:00 pam.
Monday - Fiday

Date: 6/30/2011 7:51.31 AM

Date 6/3/2011 12:4028 PM

No. 9466

FOVT O LIl

5010904/

i

R B

Fax (318) 775-2240

Yoo, Pl

Hlownee Phiome

WICHITA, K5

TWAGLT) = =

Work per!crmed by RICK KI!!KWODD{RK) Warranty
Corrected by 7000A3: (P66) (42) AUTOMATIC TRANSMISSION
CASE ASSEMBLY - REPLACE (70 05) - L
vwork parformed by RTCK XTIRXWOOD (RK) Warranty
Corrected by 'rouorx (P66) (42) AUTOMATIC TRANSMISSION :
ELECTRONTC DIAGNOSIS - DIAG NOSIE (7000) - L i
Work performed by RICK KIRKWOOD (RX) werranty |
Ingtalled 9L8Z 7502 F :CONVERTER ASY Qty: 1 Warranty :
Installed 9L8Z TB442 C :DRIVEN PLATE - SBTEEL Qty: 3 Warranty :
Installed 9L8Z 78164 A :PLATE - CLUTCH INTERNAL SP Qty: 3 Warxanty
Ingtelled S9LBZ 7A262 B :PISTON Qry: 1 Warranty
Jnstalled 3L8Z 7A130 A :BUPPORT giy: 1 Warranty
Tnstalled 9LBZ 7B164 C :DRIVE PLATE - CLUTCH Qty: 3 Warranty |
Installed SLBZ 78442 D :DRIVEN PLATE - STEEL Qty: 3 Warranty | !
Ingtalled 9L8% 78164 B :PLATE - CLUTCH INTERNAL 8P Qty: 4 Warranty | !
Tnstalled SLBZ 7B442 B :DRIVEN FLATE - STBEL Qty: 2 Warzranty | |
Iingtalled JLBEZ 72005 A ;PISTON - INUERMEDIATE CLUT Qty: 1 Waxvanty [ !
Installed 9LBZ 7A262 C :PISTON ASY - OVERDRIVE CLU Qty: 1 Warranty i
Ingtalled 9L8Z 7B164 D :PLATE ASY - DRIVE Qty: 5 Warraoty | |
Installed SLB% 78442 E :DRIVEN PLATE - BTEEL Qty: 5 Warranty
Installed SLBZ 7H360 A :PISTON ASY - OVERDRIVE CLU Qty: 1 Warzanty i
Installed 5LBZ 1177 BA :5EAL Rty: 1 Warranty i
Installed SLBZ 1177 A :8EAL Qty: 1 Warranty [ |
Installed SLBZ 7TR4d42 A ;DRIVEN PLATE - STBEL Qty: 2 Werraoty |
Installad ALBZ 7G391 A (FP):BOLENOID AHY Qtys 1 VWarranty
Installed BLEZ 7A100 A :CONTROL A8Y - TRANSMIBSION Qty: 1 Warranty
Installed 30L8Z 7153 A :KIT - GASKET Qty: 1 Werranby
Installed SLBZ 7L328 D :SUPPORT - TRANSMIBBION CEN Qty: 1 Warranty
TG, STRISILY Castn L et ARRANGEMENTS ARE MADE. | narsoy ptrurtzo tmvopar | LABOR
Il BLB7 K 08 808 SIBNG W) Lhi Nesasanry mstals and W TR T pTR-
Rile (01 Joss of GIAG 1 Uil o micias 1B I e vedkdy by Coa of fim, thad, or ey o | PARTS
S b s & o P o e e, | DUCTS
el e e dence it iy, F TS ok 08 uGoon o brbeg BUBLET
i g G sy KN 0SS (') 5 SUPPLIER 1
HAZARDQUS MATERIALS
mg-w:ﬁﬁmwwnﬁLﬁfw:m?ﬁ&:ﬁn SALEO TAXORTAXID. |
mmm-nnwmwnmmmmuwmmmnm &HFNW““ Lits
lsatd producia. Ary Okl sortisined ol 3oy DIBROUNTS '
| TOTAL DU i
3
I
HNORETIIRN 02 scec (RICal Qr SnFETY ITENS Of S1-ECIAL OROCRD. I
[
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From: TA:10.100.0.2:49663,3214351122

Fiom: TA:10.100,0,2:31588,6163301887
Mer. 26 2011 1:36PM  Mer tros) Oliver B

STEVEN FORD MERCURY
oF AUGUS3TA, ING.

955 5.W. Diamond Road
Aute aemre I
(318) 7752246

Fax: (318) 7762240

WICHITA, K5

2010 FORD

4DR SDN BEL FWD

Page: 1015 Date: 6/30/2011 7:51:32 AM
Page: 1216 Date; 6372011 12:40:30 PM
ranch No. 9466 P 5
4/30/11 6010904/
BERINEE BEPARTMENT HOURS
700 0. umn.m 5/14/11 Raprint
Morrdny - Frida
26143 26143

MATT TRBGO/904
AFAHPCJG4

AND F.EBERVIC‘B’.) lND ROADTESTED .BLL GDOD

[TRRMS: GTRICTLY CASH UNLEAS ARRANGEVENTE ARE MADE, * hawsy suiboise T rapue
ok hereinaier | ha dads siong win tha mateddl pod dirwd BH rou e A0l Mipore-
mruhuvhmhvm“-mmmhm-mmum-ammuwm
e Pyend pols denood f-l-lﬂ-hnmhldbywuvdabﬁ\'lﬂﬂwomnnplh
hnwubvluwllmumm I mwvmm

i (o vEMGls RS O Ot ay il o dagwhers B anman Mating
lnnpacton. An msprass masnanic's [|an is horvtey agkagubidosd sa vala |0 kol

na amowny of fepEre inervio.

DISGLAINER OF WARRANTIEL. Ay waranlos an e nmm skl |y arw dhosw made by
lhom. mmurvm duckaime #l wernintes sitier capredd & Inpiied, i
g any impled warenly of of Mwss for 8 peliviar §u/psas, aod (ke saller pahat
vy mlm-wm mm 1o seatmu far H 3y Kbl W mnsacion ufin e wole of
fuada prisnm, harila dode nat sptly

L

LABOR 0
PARTS L
| DEPUCTIELE .0
SUBLET Q0
J1LOP BUPPLIES .00
HAZARDOUS MATERIALS .0
SALESTAXORTAXID. _| 0
| BPECIAL ORDER DEFOBIT .00
D|§GOUNTS | ~o0
TOTAL DUX | 3 00

1O RETURN ON BLECTRIGAL DR

SAREVY 1TEMS DR S90CIAL ORLERS.

DP12-006 001993LC



07766100 900-CLda

(TUE)JUN 14 2011 9:29/8T. 8!27/No.89100000275 P 3

FROM STEVEM FORD-MERCURY AUGUSTA 3187752240
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From: TA:10.100.0.2:49663,3214351123 Page: 12/15 Date: 6/30/2011 7:51:33 AM

From, TA:10.100.0.2.31598,6193301887  Page' 138  Date: 6/3/2011 12.40.30 PM
May. 24, 2011 1:36PM  Mer Lrist Oliver Branch Mo, 9466 P, §

STEVEN FORD MERCURY R0 Mgl
OF AUGUSTA, INC. /23/11

9058 8, W, Diarmornd Road BURWGE DEFARTWENT HOURS
(il bolife il

7:00 &0, 10 0:00 pam,
Augista, KE 67010 @ MM’—FM&H ;
i oy 26847

Faox: (318) 776-2240

W, Pl e

WICHITA, K8 ol

FUSION 4DE EDN SEL TWD

JCECRFTION OF SCRVCE ATICTRARTS

=« Quetomer Reports:
| CHRCK BNGINE LIGHT CAME ON AND CAR WOULD NOT GO VO
’ ER 3 MEH CHECK AND ADVIEN
Caused by
} COULD NOT DUPLICATE CONCEKRN AT THIS TIME ALL CHECK
8 OK.

‘l Work pexformed by RICK KIRKWOOD (RK ) Farranty
i
i
|
|
|
mmvmmmﬂmnmm w-uu»«hmnm | LasoR 1Y
fwork, heronatier @ be <ond BionD Wi e e N v Dl il mepbnse [ o .
M-!:Imuwwﬁnvmmuhmuv«mmwmmanw PARTE .00
moh-lmﬂ-'tmu aty opleys asuaad By snausiatily of pass & dewyd 1 A DEDUGTILA ]
[ahlentanls by the Supller of rSASSON. | NAIRY ONANL YOU F VDU EMDloyses pamalsalon B [t
_wumﬂuwnmnammmu for of leatng | SUBLEY '
umamhm iy $HOP SUPPLIXY .00

LADER OF WARRANTIEN, Axy rtabon on 10 pduct 164 Mty a1 il by e o0 MATREIALE - B0

mardacturer, The -d-hvﬂv-wdyﬁchhiﬂumnuuwwmgtmm thud} BALES TAX OR TAXLO. ]_ 0
mmhﬂd-m‘b mMeshsnlablily o # pariiyiee porpoLe, S0d e Seller Ao . o
fuasomes me mﬂ-mmh:_hnqm’m’hmoﬂmnmn | SPECIAL ORDKR DEPQSIT .
B poaaL- Ay ERARGH] GOMNO0 NEFH G023 ROI BORLY WNER® ARDILGG by lau, DISCOUNTS .0
| TOTAL "
1
|

NEYRETIRA IWF ELEC TRICAL Cile CAYE VY ITLMS O SPFEIAL e

DP12-006 001995LC



From: TA:10.100.0.2:49663,3214351123 Page: 13/15 Date: 6/30/2011 7:51:33 AM
FROM STEVEM FORD-MERCURY AUGUSTA 3187752240 (WED)JUN 28 2011 10:20/8T.10:20/No, §100000353 P 1

STEVEN FORD MERCURY RO ity
oF AUGUSTA, INC. | 6011as3/y
7955 $.W. Dismond Road SERVICE DEPARTMENT HOURS = -' |

T:00 w.m, lo HDO p.A.
Augusta, K5 67010 @ Monaay - Fricay TR I
{31B) 775-2246

Fax. (316) 775-2240 I v s
0 sl

MATT TREGO/453

| WICHITA, KS

Customer Reports: AT TIMES £ TACHOMETER
BOUNCE UP AND DOWN BE TWEEN 500-1300 RPM3 AND
WRENCH LIGCHT COMEE ON AND WHEN THATS HAPPENING THE
CAR WILL NOT ACCELERATE. CHECK AND ADVISE
Caused by
ROAD TESTED NUMEROUS TIMES TO DUPLICATE CONCERN SE
LF TESTED PASS CODES RECIEVED RAN DATA LOGGER ROAD
TESTED AGIAN NUMEROUS TIME CHECKED OASIS NO APPLI
RBLE MESSEGES CONTACTED HOTLINE 104604241 CHECKED
POSITIVE AND NEGATIVE BATTERY CABLES ROADTESTED CH
2CKED MASS AIR PLOW VOLTAGE ELECIRONIC THROTTLE CO
NTROL AGTUAT, AND ELECTRONIC THROLLE CONTROL DESIRE
D. FOR SPLIT MAF V AT IDLE .81V BND 4.28 WOT WIGGL
E TESTED WIRING YNSPECTED ELECTRONIC THROTTLE CONT
Corrected by 9926A; (D13} (42) THROTTLE BODY - AIR
TNTAKF - REPLACE (9B92€) - L
Work performed by RICK KIRKWOOD(RK) Warranty
Corrected by 12650D: (D13) (42) EEC (QUICK TEST) -
DIAGNOSIS - I,
Work performed by RICK KIRKWOOD (RK) Warranty
Corrected by 12650DX1: (D13) (42 EEC (QUICK TEST) -
DIAGNOSIS - L EXTRA TIME TQ REP EAT FINAL QUICK
TEST
Work performed by RICK KIRKWOOD(RK) Warranty
Corrected by 12650D45: (N13) (42 PIN PQINT TEST -
DIAGNOSIS - L
Work performed by RICK KIREKWOOD (RK) Warranty
Installed 9L8Z 9E926 A (FP) (THRQTTLE BODY AND MOTQ Qty: 1 Warranty
ROL CONNECTORS AND WIRING CHECKED AIR CLEANED BOX

TERMS STRIOTLY CASH UNLESS ARRANGEMENTS ARC MADE. | horsby putnorize Ine repsit | LABOR
won, harenafior is be dene along with tha recstssry M and 0Ive Tie1 you Py 1ot imdponse
nlo for 1uss O GuiAge to vohicie (¢ ANICKS e I M8 VNI i ciso of fre, thoh, o wy ol | TARTH

[Fause DEyONO. yOUf GO Of for eny dokaye Crised by unavailinbilily 6/ pas of Délays I oeM | DEDUCTIBLE
[shiomenia by thy Fupgber or tremmporter | bty (rRcd prwr OF YTHF AMDIDYARG poEIASHN K
iinisrmre 1 vehicks herae deaorind v alissls, Iighwiyy, OF Woewhe ot Fie purgdee o WINg | BUAL AT
fndior inspeclion. Anwxpress mechanic's ien ks hareby acunowledged on BEOW vehici2 1o secie
na mmoun of resmn herwio™ __ENOP BUPPLIES

HA
HSCLAIMER OF WASRANTIES  Any verwniss on the prdutts S0id NeBDy &M 1088 mida by ZEHDOUS MATERIALS
e manuikclser. The seker heraly expresaly Grcisens &I WAIANTIAN BInar axpress or implcd, Inciud| BALEE TAX DR TAXID
iig anvy | mplied warrsaly of merchaniabilly or flnees for & perticuler pUosa, Bnd the sailer elier
LA V1oV A0 BLTIOMZHA BAY DIEF DEFLSA L5 HIAUMA For I sy liptiley In connactinn with the cin of | S ECUAL ORDER DEPOBIT
pmd praducls. Any imiiadion comsined Nersin oes ngl apply wiwere probibiled by few. DISCOUNTS

TOTAL DUC

NO RETURN CH ELECTRICAL OR SAFE IY IIRAIN (1 SRELLAL DRLEKS

DP12-006 001996LC



From: TA:10.100.0.2:49663,3214351123 ~ Page: 14/15  Date: 6/30/2011 7:51:33 AM
FROM STEVEN FORD-MERGURY AUGUSTA $187762240 (WEDYJUN 29 2011 10:21/ST. 10:20/No, 8100000353 P 2

STEVEN FORD MERCURY T S
or AUGUSTA, INC.

8955 5 W, Diamond Road SERVIGE DEPARTHENT HOURD

7:00 0 m_1e 6:00 p.m.
Augusia, K8 87010 @ Monday « Frduy
(316) 775.2248

Fax: (318) 7752240

B |

6/04/11

| PRSI

L_3130a | _a7302 ]

e ! i s ks

| sramrosculi

g Daliewrs, 0ren Visiwenan oo [ 2y

wicaITa, ks [N

ASIGU

““ B BO 1
RESET EAM AND PERFORMED ENGINE AND TRANSMISSION DR
IVE CYCLE RCOAD TESTED AND RETESTED ALL GOOD

TEHMG: STRICTLY CASH UNLE 58 ARHANGEMENIS ARE MADC, I ooty sulborizo the mpwe | LABOR .00
Iwork huAGAAT Vo B Sorw aiong with tha naceasary matwial and sgres inal you ave ntmagars- [ oo LL
ke for loae gr ceresge 1o yeiweie of SUCOE 19l [n the vehicta if casa of Fre, thefl, & any onar -
ol tayx four oot B Mt Wy YAV Satved oy el s i deimye v 9%, [gbucTIUE 2L
ahinmants oy the sunoller o FEnaporiec. { hareby Uand You o yoUr omp

lopusoin vd VENIKIS heeln 0dscrbmd on atreals, highways, or elsewhere far e piase of mung JUBLET i -00
i KIPEEHON. A SIprESS wERRMACE 0N K Ne/Bky kBT N ROV Ve (0 RSy sy % 00
e amount o repdics Paeia” | BHOP SUPFLIES 3

HAZARDOUS MATERIALS .00
[DISCLMMER OF 'WARAANTIES. Any wamenlss on tha procucts ank) ey g hoas misly by
Ihe mbfagiums. The 8836r honby sxpruisly disclaims all warmanies aither expet of mpien, incud) SALES TAX DR TAX 1D, | A

any implied warsrily of merchaniabidily o MAsas lor § pereale pumpone, and tha sallsr na ki
prsumens nor wlhwu'!lny wcher pavson la wssulii lor i ey belliy i connecion with 1ha aaia of Mﬂﬂ DEPOSIT -00
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" " | LOCATION OF BETTER BUSINESS BUREAU:

345 N. Riverview St., Ste 720
Riverview Building
‘Wichita, KS 67203

316-263-3542
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From the west: :
Take 400 E/ US-54 E/Kellogg Ave. eastbound
Take the exit toward CENTRAL BUSINESS DISTRICT
Tum LEFT onto S MAIN ST.
Turn LEFT onto CENTURY II DR becomes N WATER ST
Turn LEFT onto W 2¥° ST N

Turn RIGHT onto N RIVERVIEW ST.

From the east:

Take 400 W/ US-54 W / Kellogg Ave. westbound
Take the exit toward CENTRAL BUSINESS DISTRICT
Turn RIGHT onto BROADWAY ST.

Turn LEFT onto W 2%° STN

Turm RIGHT onto N RIVERVIEW ST,

DP12-006 001999LC



Manufacturer Settlement Offer

CUSTOMER NAME:
CASE NUMBER: FRD1120643
TODAY'S DATE: June 14, 2011

Ford Motor Company is offering a vehicle inspection performed by a Ford factory trained
Field Service Engineer with repair of any verified warrantable concerns.

Lou Costa
Dispute Resolution Specialist
Ford Motor Company

DP12-006 002000LC



BBB AUTO LINE

~ June 8, 2011

e Re:W-C2 FRD1120643:-v5 Ford Motor Corporation
BBB. 3FAHPOJG4AR-

KROHN & MOSS AL GA IL KY KS MN MO WI TX
120 WEST MADISON 10TH FLOOR
CHICAGO IL 60602

Dear Adam Maxwell:

We have received your request for a written arbitration hearing un behalf of the
individual named above,

Enclosed please find the following information:

*  Program Summary - This document explains the types of claims that may
be arbitrated in the BBB AUTO LINE program and the remedies available.

* Agreement to Arbitrate - The purpose of the Agreement to Arbitrate is to
outline the positions of both parties to the dispute. The Agreement is not
intended to explain your full position. Please read the Agreement carefully
to make sure it accurately reflects YOUR position. If you have any
questions about YOUR position, please call us immediately.

* Customer Claim Form (CCF) - Information we have on file regarding your
complaint is recorded on the CCF. Please verify the accuracy of the
information and return the CCF to us with any necessary corrections or
additions.

*  How BBB AUTO LINE Works — This booklet explains the BBE AUTO LINE
program, and contains the rules that will be followed in arbitration.

*  Qath of Participant - Please complete this form and return it to us so that
it is received within fourteen days from the date of this letter.

The information you submitted meets the minimum requirements to enable us to
begin processing the claim. However, because the arbitrator will not have the
benefit of oral testimony, it is critical that you submit a complete written position,
including all arguments and documents that support the decision you would like
the arbitrator to make.

Your written position should address all relevant issues, including
answers to the following questions:

* How many times has the vehicle been subject to repair for ach problem
you are alleging, and how many days has the vehicle been out of service
because of these repairs?

* Do the alleged problems currently exist? What arguments and facts
support your conclusion?

* What is the cause of each alleged problem? What arguments and facts
support your conclusion?

* Do the alleged problems substantially impair the use, value or safety of
the vehicle? What arguments and facts support your conclusion?

Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite B0O « Arlington, VA + 22203-1838 - Phone 800.955.5100 - Fax: 703.247,9700
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* Is the vehicle eligible for relief under the state lemon law? What arguments and facts
support your conclusion?

% What is the type and amount of relief that should be awarded? What arguments and facts
support your conclusion? Please be sure to include the purchase/lease price of the vehicle,
the amount of any reasonable use deduction that should be taken if a
repurchase/replacement is awarded, and a specific description of any other remedies that
you seek,

Your written position must include all supporting documents that you wish the arbitrator
to consider. Please send us a clear copy of the following documents that were not included with
your initial submission or were not legible when our office received them:

No further documentation is required at this time
Repair orders relating to the complaints(s)

The vehicle’s current registration

The purchase contract or lease agreement
Other:

If the arbitrator decides a repurchase or replacement is the appropriate remedy, the arbitrator will
need accurate information about the vehicle’s purchase price as well as any collatera| costs,
incidental charges and other expenses that your client seeks. Please submit an itemization of
those fees, along with supporting information/documentation, so we may include these amounts in
the Agreement to Arbitrate to permit the arbitrator to appropriately evaluate your client’s request
for relief.

BBB AUTO LINE must receive your written position and supporting documents no later
than close of business fourteen days from the date of this letter. On the following day,
we will send each written position to the other party for comments. If we have not
received the requested information from you, the correspondence and documents you
have provided us thus far will serve as your written position. Please reference the case
number listed above at the top of each document you submit. You must also complete
and return the enclosed Oath of Participant form.

If an inspection/test drive is requested or required, per the BBB AUTO LINE rules, we will provide
you with three days advance notice of the inspection date.

You may either mail your position to our office at 4200 Wilson Blvd., Suite 800, Arlington, Virginia
22203 or fax it to 703.247.9700. If you have any questions, please contact me at 800.955.5100.

Sincerely,

Donna Patterson at Extension 506

DP12-006 002002LC



BBB AUTO LINE

‘ June 8, 2011

—
BBB.

LOU COSTA

FORD MOTOR COMPANY
1320 S BABCOCK ST
MELBOURNE FL 32901

Re: FRD1120643 - vs Ford Motor Corporation 3FAHPDJG¢AF-

Dear Madam/Sir:

The above named customer has requested a written arbitration hearing and a
claim has been opened.

Enclosed please find the following information:

*

*
*
*

Customer Claim Form (CCF)

Any documentation submitted by the attorney

Agreement to Arbitrate (except in California);

Qath of Participant — Please complete this form and return It to us so that
it is received within fourteen days from the date of this letter.

As the arbitrator will not have the benefit of oral testimany, it is critical that you
submit a complete written paosition, including all arguments and documents that
support the decision you would like the arbitrator to make.

Your written position should address all relevant issues, including
answers to the following questions:

*

How many times has the vehicle been subject to repair for each problem
alleged and how many days has the vehicle been out of service because of
these repairs?

Do the alleged problems currently exist? What arguments and facts
support your conclusion?

What is the cause of each alleged problem? What arguments and facts
suppaort your conclusion?

Do the alleged problems substantially impair the use, value or safety of
the vehicle? What arguments and facts support your conclusion?

Is the vehicle eligible for relief under the state lemon law? What
arguments and facts support your conclusion?

What relief that should be awarded? What arguments and facts support
your conclusion? Please be sure to include the purchase/lease price of the
vehicle, the amount of any reasonable use deducticn and any
overallowance/negative equity/rebate amounts that should be taken if a
repurchase/replacement is awarded.

Council of Better Business Bureaus, Inc.

4200 Wilsan Boulevard, Suite 800 - Arlington, VA « 22203-1838 . Phone B00.955.5100 « Fax: 703,247.9700
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Your written position must include all supporting documents (i.e., repair orders, technical
service bulletins, purchase contract or lease agreement) that you wish the arbitrator to
consider.

BBB AUTO LINE must receive your written position and supporting documents no later than
close of business fourteen days from the date of this letter. On the following day, we will send
each written position to the other party for comments. Please reference the case number listed
above at the top of each document you submit. You must also complete and return the
enclosed Oath of Participant form.

If an inspection/test drive is requested or required, per the BBB AUTO LINE rules, the BBE will provide you
with three days advance notice of the inspection date.

If you have any questions, please contact me at 800.334.2406, Please fax your position to 703.247.9700.

Please call me if you have any guestions. Thank you for your cooperation in this matter.
Sincerely,

Donna Patterson at Extension 506

Council of Better Business Bureaus, Inc.
2200 Wilson Boulevard, Suite 800 - Arlington, VA . 22203-1838 - Phone 800.955.5100 - Fax: 703.247.9700

A e e e ey
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~ BBB AUTO LINE

AGREEMENT TO ARBITRATE
s

BBB.

| stbors |

Date:  06/08/2011 Case Number:  FRD1120643

custome:: [N

Business: Ford Motor Company
Mfr-Info: 6700 KS 3FAHF‘OJG4AF‘-

The decision of the arbitrator(s) will be in accordance with the BBB AUTO LINE arbitration Rules and the
applicable manufacturer's Program Summary. All remedies will fall within the confines of the applicable
manufacturer's Program Summary unless additional remedies are noted below.

Model : Fusion
Year : 2010

All parties named above submit to arbitration the following:
* Engine/Electrical

* Transmission

*Trim

The parties have come to agreement on the following:

Each party requests the arbitrator(s) render the following decision:

Consumer : Repurchase
Manufacturer : Denial

The manufacturer also agrees to extend authority to the arbitrator(s) to award the following:

Council of Better Business Bureaus, Inc.
4200 Wilson Boulevard, Suite 800 « Arlingtan, VA » 22203-1838 + Phone 800,955.5100 - Fax: 703.247.2700
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ATA

DP12-006 002005LC



LE \; | LOCATION OF BETTER BUSINESS

BUREAU:

345 N. Riverview St., Ste 720

Riverview Building
‘ Wichita, KS 67203
‘ 316-263-3542
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From the west: ;
Take 400 E / US-54 E/Kellogg Ave. eastbound
Take the exit toward CENTRAL BUSINESS DISTRICT
Turmn LEFT onto S MAIN ST.
Tumn LEFT onto CENTURY II DR becomes N WATER ST,
Turn LEFT onto W 2"° ST N

Tumn RIGHT onto N RIVERVIEW ST.

From the east:

Take 400 W / US-54 W / Kellogg Ave. westbound
Take the exit toward CENTRAL BUSINESS DISTRICT
Tum RIGHT onto BROADWAY ST.

Turn LEFT onto W 2" ST N

Turmn RIGHT onto N RIVERVIEW ST.
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From: TA:10.100.0.2:31598,6193301807 Page: 116 Date; 6/3/2011 12:40:26 PM

VIA FACSIMILE: 703.247.9700 June 3, 2011
(With Delivary Confirmation)

Counail of Better Businegs Bureau, Ine.
Attn.: Brian Drouin
4200 Wilson Boulevard

Alimgion, VA 222031838 F ﬁ D / / > Oé L //}
RE: [ = £ocd Motor Company o
illae

ear Mr. Drow

closed the correspcmding documents for the relerenced dase. We are requesting &
(Fexe: 866.264-3755). My clients’ written position has been stated in this initial
request a relund or :'eplucement under the Mugnuion~Mon Law baged on defects in the

Please sond notices fax on]y; p]ease do not send any paper form ol notices as our office is paperlens. Thank you
for your cooperation in this matter to our request.

T]’lan]& you,

Chris Hyatt

Krohn & Moss, Ltd

120 W. Madison Street
10th Floor

Chicago, /L 60602
(312) 574-9428 Ext 206

DP12-006 002007LC



From: TA:10.100.0.2:31598,6183301887 Page: 1416 Date: 6/3/2011 12:40:30 PM

Krohn & Moss, Ltd.

Culifarsia, {eriida, Dineiv, Bansas, Kombocky, Indaca, dinmote, Miveauri, Obin Taws, Waskingfe LG Wieenasin

Fain Obfica
220 West Madison, I0* Floor

Cﬁiaq'o, Minoiy 60602

wivw.lorohnandmoss.com
Woivibm's Lhivoot N ba Whiter Eoeswed éo pracéion
(312) 678-9428 Bxt. 281 anly in;
Wiitar's Dicvoé Facrimile Mivsone
(866) 309-9468 Kansos

&

Whdter's Diveot B-Mail
(@ )

May 26, 2011

Ford Motor Company
Customer Relationship Center
16800 Executive Plaza Deive
PO Box 6248

Dearhom, MI 48121

RE: _v. Ford Motor Company
Vehicle: 2010 Ford Fusi
VIN: 3FAHP0104A1_
Dear Bir or Madam:
Plense be advised that this offica reprasents the above-named individual zegar&iﬂg claims againsk your

company pursuant to the State Lemon Law and/or the Foderal Magnuson-Moss Warranty Act with rega:d to
the ahove-listed vehicle. Please direct all future contacts and correspondence Lo our office.

Having Leen formally notified of our representation, you are ipstmeted not to contack our
i inquiries to this office. If you fail to act in conformit

want to 15 J.8.C. 2310 ou are hereby notified that any settlement made with o
c]jggt raquires payment gf our attornoys’ foos. If you sag_l_g Ji:ectlz with our client and do not malio
arrangements fg; payment 9£ our n&gmgp' Ezes, we \vjﬂ [ﬂg suit agoinst vou. In ::lrlition, you are
hereby notified of our atto ' lien.

Thers are numerous defects and non-conformitics presont in my clicat's automobile for which reliel i
saug]\h and numerous attampts to repair the vehicle have been uneuccessful. These defects and non-
conlormities includc, hut are not limited to;

1. Doloctive engine/e]eclricul syslem os ovidenced ])y the vehicle :epeuletﬂy slauﬂ'ing off while d:‘wing,
Hlunsination of the check engine ligl'lt and the fnability to drive over 3 MPH;

2. Defective transmission as avidenced Ly the transmission s[ipping‘ RPM surging during shifts und
kesitation when sl-ni[tiug during ncceleration nnd deceleration; and

L

). Any additional cumpluints made Ly our client, whether or not they are contained in your
campony's records or on any dealer repair orders.

DP12-006 002008LC



From: TA:10.100.0.2:31598,6193301897 Page. 15/16 Date: 6/3r2011 12:40:31 PM

Page 2 May 26, 2011

The defects and non-conformilics listed above vonstitute o substantial impairment of the use, value
.nm]l'o: lnEoty of the ve]ﬂcln, andl you are ]mrﬂl)y notified of the need for repair- Becouse of these defects .
non-canformities, my client has jusl’if‘inh[y lost confidence in the vshiole. As ane court has stated:

For a majorily of people the [mrcl:ase of a new caris a major investment, rationalized l)y the
peace of mind that fows from its dependability and safety. Once theix faith is shaken, the
vehicle loses not cm]y its real value in their eyes, but becomes an instrument whose integrity is

sulssl:anl.'in“y impaire(l and whose operation is ftaugfﬂ with apprehension. Z;glgrisfeie Chevrolet
Ine. v 240 A2 195

l:'nnccming the amount of grief a person must en:[ura, one court expresscr]. the consumer's lament s
the fo”wing manner:

Thero comes a time when enou glt is enough — when an automobile pumlmsur, alter having to
tale his car into the s]mp [or repaizs on inordinate number of times and experiencing all of the
attendant incanvenienee, is entitled to say, “That's a]]." and revol:e, notwii]'lslam]ing the

repeated good faith efforts to fix the cax. | N AN, 91 So.2{ 204

My client’s repair history cloncly shows there was a breach of both written and implied warranties:

[sed upon the genemuy nccepl:ad rule that an unsuccessful offort to :emecIy defects found to
exist renders the wareantor lial:le; the lmyar is not bound to allow him the opporlunity or
permit him ta tinker with the article indefinitely in the hope that it may ultimately be made to

cnmply with the wnmmt_y- v. Chevrolet Molor Division, 581 P.2d 603.

Therelore, you are lmtc[?y notified that my client is revo]iiug acceptonce of this vehicle. My client has

diracted me to (lemnml L'[xe cuneal.lation o£ tlle contracts and the return of all funds pnid E'owaui.! i:l).is Wllit.‘;l‘

including any trade-in volue given, all collateral charges, firance charges and incidental and consequential
damages.

Please bo advised that pursuant to Uniform Commetcial Code § 2-711(3) my client has a securily

interest in the vehicle for returm of the amounts described above, plns exXpensos in }umclling and inspecting the

vehicle. Until you pay this amount, my client will hold the car and usa it to the extent necessary to pressrve
to protect the security interest, and to minimize your dumnges. Moreover, my client needs retum of the
monien listed above before a substitute vehicls can e ucquirccl. In add ition, any attempt l:y you or your age
Lo repossess the car will be wmugf'u] and may su]wfcct you to ]inl:i]i[y [or conversion and for wmng[ul

it,

nla

repossossion under Uniform Commeraial Code 88 9-503 and 9-507, as well as any other applicable remedics.

I{ the seller or, if applicable, the assignee, or any creditor subject to the FTC Holder Rule has filed «

[inancing statament covering the goods, [ demand, pursuant to Uniform Commercial Code § 9-404, that you

file a termination statement within ten (10) days to terminate your security interest, and forward a copy to ¢
Since my client has revoled acceptance, there is no nutslnnding sccured a]:figutiou. if you do not fle a
terinination statement within ten (10) d ays and cooperate in removing the lien, you may be liable undec
Uniform Commercial Code § 9-404{1) in the amount of $100.00, plus any loss caused to my client by you
failure to do so

To avoid any litigation, my client merely requests a refund for the defective vehicle, p]us payment of &
altorneys’ fees pursuant to the fee-shifting provisions of the State Lemon Law and the Federal Magnason-

ne.

ir

ar

DP12-006 002009LC



From: TA:10.100.0.2:31598,6193301897 Paga: 16/16 Date: 6/3/2011 12:40:31 PM

Page 3 May 26, 2011
Most Warcanty Ack. Qur attorneys' fees ave minimal at this stage and we would prefer to resalve this matiar
withaut the need for any more lime spenl on our park or on the part of your attorueys. A great deal of tirme,

monoy and effort conld be savad by all parties invelved with a quick resolution of this claim.

_*\-mnling]y, if you wish to resolve this matter amical:r]y, plens:: feel [ree to contact my office, If the
matter hos not been wesolved within fourteen (14) days from the date of this letter, a lawsuit will he filed.

Sjne urely,

Adﬂlﬂ C. aX \‘e“
Attorney ot 1pw

ACM/tm

ce

DP12-006 002010LC



From: TA:10.100.0.2:31588,61933018a7 Page: 2/16 Date: 6/3/2011 12:40:26 PM

Juno 11010 4:32PM Mer trust Oliver Branch No. 9530 P, |
@ g~
i)’ Tl BEB AUTO LINE Case number:
' b 379' %" Customer Claim Form Cogié:t;ttgatee:
ate:
@ A3 &1/

Please make any necessary corrections to the informatlon balow, print eor verify your VIN numbar
and lienholder/leasing company Information at the bottom of this page, and complete the missing
informatlon in Section 4 on the next page (attach additional sheets as needad).

SECTION 11 CUSTOMii INFORMATION
Titled owne’’

Esq.; Krohn & Moss, Ltd I ‘
L 60602

| Malling address: "/ IE——
ity Chlcage i

Da hune:_ Evenin han; Cell phone: B
| Fox; 806-264-3735 E-malf addms—

SECTION 2: VEHICLE INFORMATION
_M&me Model; FUSION Yaar; 2010 Currant mileaga:

Nama(s) that appears on the vehicle t1t1=_

Salling dealer/city/state: &1 Hambleton Ford, Wichita KS

Primary Servidng dealar/cl
ulred as new used demao lsased 15 the vehicle In your ession? [X] ves no

Z1p code:

state: Steve Ford Mercury of Augusta, Augusta KS

| Purchase/lease date: April 22, 2010 Mileage at purchase/lease: 2,643 !
First repalr sttempt date: MBY 22, 2010 Flist repalr attempt milaaga; 5152
How often is the vehlcle used Number of vahicles owned Tri

% ___or leasad by th Iness;

Hasg the vehicla been In an accidant/had body damage? yes 'E‘ na Data of accldent:

Dascription of demage:

SECTION 3: DESIRED OUTCOME (Describe what you want dona to resolve your concern)

vin: 3FAHP0IG A ‘ [ Vehide Repurchase plus attorneys fess,

Please complete the missing Information in the box below and on page 2.

~
O Phane Number. 'I "3£ i )'fﬁq '[ J’Q/ !

J

GEHICLE INDENTIFICATION NUMBER

Lienholder/Leasing Com

Account Numbe
%

DP12-006 002011LC



From: TA;10.100.0 2:31588,6193301897 Peage: 3/16 Date: 6/3/2011 12:40:26 PM

Jun. 1. 2001 4:33PM  Mer trist Oliver Branch No. 9530 P, 2
SECTION 4: VEHICLE PROBLEMS {Ust primary problem first)
Does the
# of problem
repair List the dats, mileage, and days out of | exist
Problem Servicing dealer(s) | attampts | servica for each repair attempt pow?
. Examipler T A, B . d
o © L. | 4f23/06 3,500'miles 5days 3 =
| A/C won't cog| properly Any Degler qne, - I° 2 6/10/07 43,700 mlles ¥day .| yes |
PLEASE SEE ENCLOSED

Total days out of service for all problems: Z-ﬂﬂQQﬂ'\S

Signature of Titled Owner(s) I I Date G/«’//f
I am submitting this dispute for resolution In the BBB AUTO [INE program, and I agree to arbitfate the dispute
under the BEB AUTO LINE Arbitration Rules. )

Please mall or fax this complsated form with goples of all available repalr orders, your vehicla
reglstration, your sales agreement or lease agraement, and any other relevant documents (8.g.,
written correspongdence with the manufacturer, etc.) to;

BBB AUTO LINE
4200 Wilson Bivd,, Sulte 800
Arlington VA, 22203-1838
Fax: 703-247-9700

DP12-006 002012LC



From: TA:10.100.0,2:31598,6193301897

Page: 4/16

Date: 6/3/2011 12:40:27 PM

042110 a Perform 10815 program Racall
05/22/10 5,152 Complete lube oll end filter change Senvdce
While driving will lose power and die.
062810 8,048 Restart and will run ok for a while then die Engine/Electrical
agaln
07/1510 10,026 Complete lube ol and filler change Servica
Trans |s slipping and nol shifting comectly
orHano 10,928 RPMS goup to 5 or 6k belore shifting out Tranamission
of third
09/16/10 14,853 Prem maint Maintenance
1273010 20,373 20K mile service Service
\Wiper bladss not clearing glass Trim/Eleclrical
Trans s slipping In 2" gear. MELS
04720/11-05M1411 26,143 replaced lrans already last year hosilates Transmisslon
when shifling on accel and slowing down
05/23/11-05/24/11 26,847 Chsck engine light came on and car would Engine/Electical

not go over 3 mph

DP12-006 002013LC



From: TA:10.100.0.2:31598,6193301897 Page: 5/16 Date: 6/3/2011 12:40:27 PM

OEAL 4: bMIG it
DATE 04/22 1210

sxtk%f&aumc{

| OICHLTA stis— M- re0

STOCKND, |YEAR MAKE MODEL & BODYSTYLE | MILEAGE | COLOR IDENTIFICATION NUMBER =0
N YT L LELLELLE
om - ahgo chon 38 3QY V6 SEL R thvepr 2 izl fuls lo Lyl dsla jo7 |
TRADE-N . [YEAR |.. . MAKE . UODEL & BODYSTYLE. | (MILEAGE | COLOR | IDENTIFIGATION NUMBER
Agpal ohos phwriac gigorecp  lzapez pkn  glololy w]
VERICLEEQUPMENT ; ADBED EQUIPMENT: BASE PRICE & OPTIONS
= 2 F 3 = : : 28465 an
Added Equipment
.' o0
Tota) Purohsse Price
T TR SEA DY — 39900 % CEFEER R
lzmeﬂbmnumpbm J}r e/ 125000
A1 TRAGES LT RO e : 10425700
Bxtanded Servi ant
| onded Service Apream ?9“ l')ﬁ
Malntananca Agreemant
Adminiatraive Faa 349.50
r #/A
[
S1ib Tolal _i38az g8
Baléd Tax :
i HEE L E6
| Estimated Balansa Owed (e5] Trlda In
Ssatomuin ***** (T A ] asrna ne
TOTAL CASH PRICE o

DP12-006 002014LC



From: TA*10.100 0.2:31598,6193301897

.,,..,.....w,.-._g uy i EHESY VERICLE RETAIL INSTALLMENT CONTRACT

" S TNICRITA RS
FordCredit

www.lorderadit.com

Page: 6/16

Date: 6/3/2011 12:40:28 PM

You, the Buyer'(and Co-Buyer, il
price s .&f b(llow a8 ‘Total Sare Pl

may buy the vehicle.descrbad balow for cash or on eradit. The mh pios s shown bulow 2% 'Cash Price.' The o
.* By slgning this contragt, you chooae ta-buy the vehicls on.credit undef the agra@ments on the front and back of

1, Cash Prioe,,...

A

2. Down Payment

Cash Down Paymant

Third Party Rebate Asslgnad to Creditor ...

$_27153.00_1)

LV

Trade-In (desgcription above)

Total Down Payment

000

3. Unpald Balance of Cash Price (1 mitus 2)

(2
e s 2?753 0 (3

INSURANGE FROM A

4. Amounts pald on your hahalf (Ssller may ba retaining n pnruan of thesa amounta)

‘fo Public Oflolals
(1) for licenss, Yiile & ragistration
foess AN,
(1) for official fees § __L-50
(1) for taxes (not in Cash Price) §

' 356.65

conbiact,
Nilaa ‘Bal_and Make Modal Vehicle [denlicalign Nurhber Usa For Which Purghased
O Parsonal 0 Agroultur
NEN 2543 FORD euston ! zraveoscssd & Somadu
nZ00E POMTIAC 1 24500 00
N Year and Make ‘Gmu Allowance  AmountCwing

YOU ARE REQUIRED TO INSURE Ti
VEHICLE, YOU MAY OBTAIN VEHIC
PERSON |
YOUR CHOIGE,

LIABILITY - INSURANCE COVERA!

‘FOR BODILY INJURY AND PROPER

DAMAGE CAUSED TQ OTHERS IS N
INCLUDED.

NOTICE: You shall have the opflon
providing the reguired Insural
through an exlisting policy of Insura
owned or controliad by you, or throt
a polioy obtalned and pald for by y
The Craditor may for reasonable oal

To Inaurance Companles for:

decline the insuranoe provided by y

Credit LHe Insurance

CREDIT LIFE, CREDIT DISABILITY A

N?r»\'d“ Disabllity Insurance

OTHER OPTIONAL INSURANGE #

NOT REQUIRED TO OBTAIN CRE

The ot of your oy

your bahall

ocradit provided | -you will

you or on

The fotal gost

pumhueygn oradd,
|- Including your
dovmpaymant

mmﬁ‘tu_"_,ﬂ:g% g_gg §.7000. | anp mu.ufm.as PROVIDED UNL}
me :::Sc.i"lfr ‘m = 3 75 £ ;g:msrﬁ‘ ND AGREE TO PAY 1
TolEL iL ,,,,m‘hn STRATIVE F2E_ .‘z_ﬁ‘.ggg_sn
To WA for /! $ WA
Toli/A fork/ T
To N4 ln'.wn $__- P
Toll/A tori/A §.— WA
Tol/A forli /A § /A
Total ¢ .12635.63
5, Amount Finanted (3 plus 4) $ 415’4153 (5)

DP12-006 002015LC



From: TA:10.1 00.0.2:31 588,6193301 aa7

"7THE  Darg: g3
he: 011 12:
'—ﬂ&l [_,,@ﬂ:l:lw 28 PM

"“_,, Lo iy "4"“ L"M‘" [
apnyrmm- I you pay off your debt uny you will not have to pay a penully

icurity Intereat: You ere giving a security Interest in the vehlcle haing purchased.

ite Payment: You must pay  late charge on the portion of sach paymant recelved more than 10
1ys late. The ohaigs s 5 percent of the late amount or $25,00, whichgver I8 lesser, -+ .

ontract: Plenee eee this contraot for additional inlormation on securily anr nu?
efaull, the fgm 1o requlre repayment ol your debl in full before the scheduled date, and

rapayment pensly.

COMMERCIAL USE-CONTRACT LATE PAYMENT:  If you purchased the
vehlcla for commeralal use, you must-pay 1 late uhlrge on tha portian of .
each payment racelved mora than 10 days late, The cﬁargc 7. 5% of the
late amount or $50.00, whichever je leas, '

D Your las! Instaliment paymam under !hls nnmml lsa bauoon pnyment
(*] R, NO E!
If the box direatly above s chacked, this sedllan, Paragraph B, and Paragraph C of this
oontract epply. You may be charged for axcessive weer based upon our standerds for
normal uge. If you sxerclse tha option 1o seH ﬂ'ns vehicle bagk to Creditor under

Paragraph B, N% must pay the Credilor §0. 227 . _ per mile for Bach mie In
excess of ___ ___ miles shown on the odomut-r & £
Crudﬂ Life and cmﬂl Disability insurance
Anti=Theft Froduct (Optlonal) are for the term of the ccnlmghcmnunt
and ooverages are ghown In & notice or

[ if this bos 1& eheckad you purchaaad the anli-theft produot(s) listed balow, The purchase
of antl-thett product(s) is npnonal and not raquired to obtain credit, even If the produa(s)
I8 already inetalisd on the vehicle you selecled. You may purchase anli-thefi product(s -
atson of your ohelee. By signing balow, you agrae to surchase the antl-tha P2] et Canceliallon Waivee AdGendum Otiona)

#greement glven o you today,

from the
pruduei(afnt the price disclosed.

H/A 8/A It this lsox % chscked you hava purchased & dokt
Jﬂ\ $ TR Tarm TR fistion weiver. Purchese of thig overage s
e $ 7 Teim TR optlonal and i nol requlred 1 abian credi. The tarms
3 i Tarm 2 and candillons of the datt cantellalion waver ars set
forih In ths attached Addendum which is ncorporatad
Buyer Signk £ X o o  inte this, contract. The price for e debt canoallation
walvor fa set lofih on thia omhm in tha Hamization of

Any changs in ihls conlract muel be in writing end slgned by you nnd the Creditor,
el it
Buyer Slpn N | .

Co-Buyer Signs X
YOU ACKNOWLEDGE THAT YOU HAVE READ AND AGREE TO BE BOUND BY THE ARBITRATION FROVISION Oh

THE REVERSE SIDE OF THIS CONTRACT.
The Annual Fercentage Rata-may be nagotiates! with the Seller. The Seller may assign this contrant and may reuii

ita ﬂght to receive 2 porﬂun pf the Finanse chnmn.
You ara en!m&d to a copy of this'ngmment' a. \’ou mav pr-pa

1. Da not :ign this qgmemnm bafore you muﬁlt. 2,
alance at any time without penaity,

the uppaid
Buyer (and Co-Buyer) acknowledge that (i) before & this contragt, Buyer (and Co-Buyer) rasslved and review:
a trua and complately flllad n copy of this pontract sn )} at the time of algning this contract, Buyer (and Co-Buy
receivad @ true and cnmiletaii fillad in noii of 1hls eantragt. .

o TOH
su"i AMDEL 0 l‘f.-r\B b1 v B x "‘(n—*._‘,-'
THIS commcr IS NOT VALID NTIL’YDU AND SELLER

e i

2 R e £ &!’
aulin rmy trunahr thlc wmrng‘_taanﬁmmaw peg' i ﬁﬂlrman hiva all cnnr'; ghts; priviieges, :nd nm-dln By .rnnlng beluv
75 -t - - [ fijsignee"). To oc

Baller assigns this coniract 1o
Assignes about this contract, oall - : ar vw;,tha 3 . £ 5
ﬂt MOELTON FERD L o
L HAMBELTOM FORD DHC. By x - "itla. _—

Fc 17'515-3 B—éFEB 10) (Pravipus edilions may NOT ba uacﬂ )

/ / SEE OTHER BIDE FOR ADDITIONAL AGR!

T mnw DLy 3. CO-BUYER/GUARANTOR COPY  PLY 4 - BELLER'S COPY (NDN-TRANSF!

DP12-006 002016LC



From: TA110.100.0.2:31598,6193301897  Page: 8/16  Date: 6/3/2011 12:40:28 PM
May. 24, 2011 1:35PM  Mer trust Oliver Braach No. 9466 P. |

Standard Claims List For Model Year 2010
Detailed Veiiele Specification

YR ST OBV BN TRIVE P TRS ENO FROD WARR SILLNG SELL 1y yoc crse b pReF BASE SUFP COC CD DRT

v LINE  UERIY CAB SPRIES TYSE CD D CD DATE DATE
raneucssfiillcos F cma 0 oA A uwsclsa?ascw- ;z\.flvé- 1920 UsA o0 ¢ ¢ 50k VU 2R
WS Clelm Key: 3I35TT Tirx Code: 10RTS  Labof Kre 0 e
[pr casan ca W= Nomer ML WAMBELTORFORD, gy, 51016 SuxS oy €t USA RegCl:  NA fabs DRIERIATE: o oo

(Cust Comments: PERFORM 10815 PROGRAM
och Commaniu PERFORM 10815 PROCRAM

EET
aproiandll coe P cea ¢ CIA A1 CIW6 OISO % AP 1STH3 USA 2 GYDS0ODMOI ¢ MAINT® A% K sisz
00 |

—— e
W2 Creim Keys TrxCode: 09688  Labor Hra 0.9

nucosmnca DO yame: NELHAMBELTONPORD. py. 310 4s250ns sruks ooy can USA RegCdt  NA  fPrOSO :‘:‘mlaw
= —

[ S ———————
[Tech Comments: COMPLETE LUBE OIL AND MLTER CHANOE
e ————3

S ——— " a— Fp—"

—
0 2
pragrwosadllcios 5 oFa ¢ CIA - AY CIWG CSQ % Am, 153203 USA 3 2G04 OROIS *  DIAG *  Dal 42 dme
2

|AWER Claim Key: it Trx Codes 1 Laboy Hre 0.1
SO0~y MELHAMBELTONFORD. gy, gioqgsmamxs owpcer  usa Rl NA by BRA2IHUR Bec

A:136m701

s e e e ——————
Cust Commentm CHECK POR WHILE DRIVING W/J,L LOSE POWER AND DIE. RESTART AND WILL RUN OK FOR A WHILE THIN Bll AOAM.
Cernmentn NO CODES IV PCM, ROAD TOSTAD VEHICLE 10 MILES WITHOUT ANY PROBLEMS, REFLASHED PCM 10 A JLATER CALYRRATION.

0 22
searucAllone ¢ C/PA * C/A A1 CAV6 CISO DEC- APR- 133203 WBA 1 &VDS 00OO0I * MAINT * A% 13 |0326
0092010

———
AWS Clsim Trz Codn 09685 Labor Hre 09
A Rpr Dale13JUL- Bou

03078 - MEL HAMBELTON PORD,
Bl Ca-Su Ot H Nama NC Pla 316462367 SUKE Qry Cid: USA Rég Gt NA ani0 14764801
e e ————
[Tech Commentss _ COMPLETE LUBE OIL AND PILTER CHANGE
S e e el s T

04- 22
APAHPUIOAARZTST49 C/DE F TPA ¥ A AY CIWG C/R0O DEC- £%~ 13303 USA 3 JAQI 070400 9LBZ 70384 A P87 & IM]
2007 1

[AWS Claim Keg: ol Codes 1 Lapor Hra  13.7

ore Casen e S0P gy WMELHAMBECTONFORD, 3164639678 SukS QuyCd:  USA Ron Cds SR e lm!

[Cont Commeste _ CHECK FOR TRANS IS SLIPPING AND NOT SHIFTTNG CORRICTLY RFMS GOUP TG § OR 6K DEFORE SUIFTING OUT OF TWIRD

s Conmants;  FORWARG CLUTCH FACK ROAD TESTED, VERIFIED CONCERN, TRANS PLUID LEVEI. DX, NUT FLUID 1S BURNT, RA| TRANSMISSION AND
OVERHAULED. PLUSHED THE FRANSMISSION COOLER, REFILLED WITH NEW PLUID AND ROAD TESTED T CONFIRM REPAIR

M. 2.
Pmmm_wﬁ F CFA * C/A A3 W6 C8Q DEC- APR- 153203 USA 5 6YDS 000001 *  MAINT* AR k2 las)
2009 2010

09088 Lahorbime 12

Nomos o MAMPRLTONIORD, gy, 316007 kS Oy USA Remldy A pale DamlodER- Boe
= 2 =

. @,
cranrocniiillcon ¢ oma r oa A owe oo DIC. APR JSSND USA D SVOSOIOODL * MANTY A% 1 o
20!

gwacuwn-,: gghmuu 09688 Ladar Hrae |

Thanks for your business, we look forward to seeing you again!

DP12-006 002017LC



From: TA:10.1000.2:31598,6193801897  Page: /16  Date: 6/3/2011 12.40:29 PM
No. 9466 P, 2

May, 24 2011 1:36PM  Wer trust Oliver Branch

Ditert0-bEC.
USA RegCd:  NA pr e o P
———

Mamp MELEAMBELTONFURD. iy 36460473 S1kS Crry Cat

056713
.

3 UESTS A 20K MILE SERVICE
Commenis:  CUSTOMER RIUBETS A 20K MILE SERVICE PERFORMED A 20K MIUE SERVICE PER CUSTOMER & REQUEST 1248,

M- -
AHPIGAARZTS 199 CIDE P CPA Y A A3 C/W CRG DEC- ;"P’%- 153503 DBA 9 JP02 QU601 OBIZ 1753 AR WOb 2 20073
009

WS Clalm Kiey: TreCoda: 1 Laber Hrt 0.2
D Gt Cer 900 Wumer MU UAMBELTONTORD. p gty ik cuyCa  WARSCE BA el o e od
) o .
Cart Commeats: WIPER BLADEINOT CLEARING GLASS
ng COMPLETE. 1248 RGPLACE WIRER BLADES

Trch

v Taals Famuned b naalan s anainl

s T IS SIS RS JPPE

DP12-006 002018LC



From: TA:10.100.0.2:31588,6193301897 Page; 10/16 Date: 673/2011 12:40:20 PM

May 24, 2011 1:36PM  Mer trust Oliver Brapch No. 9466 F. 3
STEVEN FORD MERCURY R0 Open i~ U Nl

oF AUGUSTA, INC. = m
9955 & W. Diamond Road SERVICE DEPARTMENT H I As Ll “lalas
Augusts, K§ 67010 . Manday « Friday TR oo
(316) 7752245 @ — r

Fax; (318) 776-2240

sapaue Aoy ¢ T df

m'm‘ TREGO/BM

Vo, Pl I et

3mapo.m4m
| i Mt

| WICHITA, X5 — Home e Dciwary Date

Customer Reports‘ TRANS (NG T :
CHECK AND ADVISE MELS REPLACED TRANS A.LREADY LAST
YEAR HESITATES WH EN SHIFTING ON ACCEL AND SLOWING
DOWN
Caused by
CHECKED FLUID LEVEL AND CONDITION SELF TEST PASS C
ODES RECEIVED FLUID VERY DARK AND HAS BURNT SMELL
RAN DATA LCOGER ROADTESTED SBEVERAL 'TIMES CONTACTED
HOTLINE 104518517 CHECKED PRESSURES OK RENMCVED AN
D DISSASSEMBLED TRANS INSPECTED AND REPLACED ALL F
RICTION AND STEEL PLATES CENTER SUPPORT AND TOWER,
VALVE BODY SOLENOID BODY, TORQUE CONVERTOR AS PER
COST CAP REASSEMBLED AND FLUSHED COOLER LINES REI
NSTALLED PROGRAMMED PCM FOR NEW SOLENOID BODY

Corrected by 7000A: (P66) (42) AUTOMATIC TRANSMISSION

ASSEMBLY - REMOVE AND INSTA LL OR REPLACE (7000) -

Work performed by RICK KIRKWOOD (RK) Warranty

Corrected by 7000AXQ: (P66) (42) AUTOMATIC TRANSMISSION

ASSEMBLY - REMOVE AND INSTA LL OR REPLACE - L
EXTRA
Work performed by RICK KIRKWOOD (RK) Warranty
Corrected by 7000AZJ: (P66) (42) AUTOMATIC TRANSMISSION
ASSEMBLY - REMOVE AND INSTA LL OR REPLACE - L
EXTRA
Work performed by RICK KIRKWOOD (RK) Warranty
Corrected by 7000A2: (P&6) (42) AUTOMATIC TRANSMISSION
ASSEMBLY - OVERHAUL (7C3%1/ 7000) - L
Work performed by RICK KIRKWOOD (RK) Waxranty
Corrected by 7000A4: (P66) (42) AUTOMATIC TRANSMISSION

TERMS: STRICTLY CASH UNLEBS ARRANGEMENTR ARE MADE. * harby sutharize e repdlc | LABOR .
twork haveinftar to ba dome along with Uhe necsssary matersl and sgrea that you s ot respord- BARTS
\He for loss or demage to valvity o wiicies iefl in the vehkia In case of fire, ihwit; or Eny oir

use beyend your caninol o for any deliy) éaused by unavauadiely of pans or delays In pads | HEDUGT)]
gmu sy ihn auppller or Ensponer: | Reby grant you or yaur empioyess pemilision (o |QEDUGTIENg.
[oparate Uva vahiais havein desciibed on shesls, bighways, or #aewher for 1he pubose o testng | BUBLET

;:d.'ef IMp:‘“ﬂ An mzn» mechanics llen (3 heneby acknowledgad on sbove veticle lo seews AHOP SUPPLIES

US MATERIALS
|DISCLAIMER OF WARRANTES. Any wevanties on e woid hareby a/¢ (Nése mada
e o, e vt nesy wiprasay asimn ol waion hes ipre i oe] BALES TAXOR 1AX1D. |
ing any impRed waranly of marshariabllty or Anesy for 3 paroulsr purpase, and he selar naihar

BEIVMES nor GUNONZes ANy oiher PIEON (0 Assume farit wnmhmmmm wleol EPECGIAL ORDER DEPOSIT 4|
Wwald produals. ANy fimisikn sontained herin doen nod apply whar pohibliad by law. Mﬁ
TOTAL DUE

MO RETURN ON FLEC TRICAL GR SATFTY ITEMS DR SEECIAL ORDERS.

DP12-006 002019LC




From: TA:10.100.0.2:31598,6183301887
May. 24. 2011 1:36PM  Mer trust Oliver B

STEVEN FORD MERCURY
OF AUGUSTA, INC,

2655 8.W. Diamond Read
Augusla, KS 7010 @
(318) 775-2248

Fax (318) 776-2240

| WICHITA, K8 ‘

Page: 11186 Date: 6/3r2011 12:40:28 PM

ranch Ne. 9466

O3 il Dvsiie

BERVICE DEPARTMENT HOURS
T:00 a.m. 10 6:00 p.r.
Monday = Friday

b

TRICANT ™
NWork performed by RICK KIRKWOOD{RK) Warranty
Corrected by 7000A3: (P66) (42) AUTOMATIC TRANSMISSION
CASE ASSEMBLY - REPLACE (70 05) - L
Work performed by RTCK KIRKWOOD (RK) Warranty | |
Corrected by 7000F: (P66) (42) AUTOMATIC TRANSMISSION
ELECTRONIC DIAGNOSIS - DIAG NOSIS (7000) - L

Werk performed by RICK KIRKWOOD (RX) Warranty :
Installed 9LBZ 7902 F ;CONVERTER ASY Qty: 1 Warranty ;
Ingtalled 9182 7B442 C :DRIVEN PLATE -~ STEEL Qty: 3 Warranty :
Installed 9L8Z 7B164 A :PLATE - CLUTCH INTERNAL SP Qty: 3 Warranty {
Installed 9LBZ 7A262 B :PISTON Dty: 1 Warranty
Installed 9L8Z 7A130 A :SUPPORT Qty: 1 Warranty
Installed 9LBZ 7B164 C :DRIVE PLATE - CLUTCH Qty: 3 Warranty
Installed 9LBZ 7B442 D :DRIVEN PLATE - STEEL Qty: 3 Warranty :
Inetalled 9L8Z 7B164 B :PLATE - CLUTCH INTERNAL 8P Qty: 4 Warranty ’
Inetalled SL8Z 7B442 B :DRIVEN PLATE - STEEL Qty: 2 Warranty |
Installed 91.8Z 7E005 A :PISTON - INTERMEDIATE CLUT Qty:r 1 Warranty !
Installed 9L8Z 7A262 C :PISTON ASY - OVERDRIVE CLU Qty: 1 Warranty
Installed 9L8Z 7B164 D :PLATE ASY - DRIVE Qty: 5 Warranty
Inatalled SL8Z 7B442 E :DRIVEN PLATE - STEEL Qty: 5 Warranty !
Ingtalled 9L8% 7H360 A :;PISTON ASY - OVERDRIVE CLU OQfty: 1 Warranty i
Ingtalled 91.8Z 1177 BA :SEAL Rty: 1 Warranty
Installed SLBZ 1177 A :SEAL Qty: 1 Warranty
Inetalled 9L8Z 7B442 A :DRIVEN PLATE - STEEL Qty: 2 Warranty
Inetalled AL8Z 7G391 A (FP):SOLENOID ASY Qty: 1 Warranty
Inetalled BL8Z 7R100 A ;CONTROL ASY - TRANSMISSION Oty: 1 Warranty
Installed SL8Z 7153 A :XIT - GASKET Qty: 1 Warranty
Installed 9L8Z 7L328 D :SUPPORT - TRANSMISSION CEN OQOty: 1 Warranty

[TERMS; STRICTLY CASH UNLEBS ARRANGEMENTS ARE MADE. °| havely autforize tha tegslr | LABOR

we&Mnnmnnmmmmmnwmduﬂwnnwnmm-

ible fos fess of damaga 5 vehicla or aricisa of)in tha vehicly In caxe of frs, thet, o my othar | PARTE

cauae beyond your Goniml of for sny delays coused by unavallability of pens or delays In pas DEDUCTIGLE

Ry '8 Auppitar of reneporiar. | nareby Qrenl you of your employees pemission B f————
umwm.::m:ﬂm mwr,l‘l.-m?'. o ﬁnmﬂhﬂn:mz:m AUBLEY
e o of i e BHOP 8UPPLIES

IDISCLAIMER OF WARFANTIES. Any waandind ¢ [he protsts 50id hededy 8 ihos mada by
na manutacrurer, The sile heraby sumsily disdaing sil waranbies eined sxpras or impliad, inciud)
ing any Implled wamamy of merchantablity or Maess v b paBeulls pumss. and the seier nalings
imesumes nor avhores r-u&-rmm Ionwlu l«-imrawmmmnunu Ana of
eld products. Any fimtaten doms ot spply wh ¥ tw.

HAZARDOUS MATERIALS

SALESTAXORTAXID. |

SPECIAL ORDER DEFOSIT

DISCOUNTS

TOTAL DUE

NS R TN ON ELECTRICAL OR SAEETY ITEMS

¢ SPECIAL ORDERE.

DP12-006 002020LC



From: TA:10,100,0.2:31598,6193301697
May. 24. 2011 1:36PM

STEVEN FORD MERCURY
OF AUGUSTA, INC.
(316) 775-2248

9955 S.W. Dlamond Road @
Fax: (318) 776-2240

Augusta, K8 67010
WICHITA, K8 L

Page: 12116

Mer trist Oliver Branch

AERVICE DEPARTMENT HOURS
7.00 a.m. 1o 6:00 p.m,

Monday - Friday

Date: 6/3/2011 12:40:30 FM
No. 9466 F

perlate |

4/20/11 6010904/
: |

\‘lu\

Tt '

ri lagh

m’r‘r TRBGO/ 904

i Mlurtior

b it

]

i vhar

talie

AND RESERVICED AND ROADTESTED ALL GOOD

Warranty

Ti'iul' STRICTLY CASH UNLESS ARRANGEMENTS ARE MADR, *| heehy suldee he repair

fwork Bereinatier |0 be done slong win the neosesery matedal wid sgrec thel you ie not Aspans-
itle For ous of damage o vehide or arlles Jaft In the vebicly in cose oF 60, thell. o¢ aAy oher | EANRT
lemuse bayond your eenbal of for any delsys caused by unavailabilly of ports or delaye in pars
shipments by ine supplies or benaporiar, | hevs |nmmarmrmbo1mmrmmm
kpsrale the venie hemin naiaibad on sUsets, b , o cligwhers Kot (e purpode of Leating
tandiee inspacton. An axpress ilon is horay
{ine emownt of repains Berulo.!

IDIBCLAIMER QF WARRANTIES. Mymﬂmhl on the pmdlllhlddt-'hmllwu madé by
lthe manutasiures. The ssilsr harsty P of implind, inchy
kg ny (mpllaa demﬂumﬁ?vwﬂm fora urivdwwwla #nd (he seller naliner
Euum NOF AUNDNZSs a1ty oiner pIrson 19 assume for i dny Fability (s sonaeciian with (he sls.
aid producta. Arry imkadon contsingd berin doss not woply whiens prahibiled Oy 8w,

! abave vehidle lo aeours

WO BETURN ON ELECTRICAL DR SAFETY MTEMS OR SPECAN ORUERS

LABOR L

| PARTS 0
DEDUCTIBLE .00
SUBLET , 00
SHOP BUPPLIER .00
HAZARDOUG ALS .00
‘ncus] SALES TAXOR TAX 1D, | 700
* | sPECIAL ORDER nEPOBIT ] : g 0
QUNTS .00

o oo - 70

DP12-006 002021LC



From: TA:10.100.0.2:31598,6183301897

May, 24, 2011 1:36PM

STEVEN FORD MERCURY
oF AUGUSTA, INC.

9585 5.W, Dismond Road
Augusta, KS 67010 @
(318) 775-2240

Fax: (316) 776-2240

| WICHITA, K3

Page: 13/16

Mer trist Oliver Branch

BERVIGE DEPARTMENT HOURS

7:00 a.m. o 6:00 p.m.

Monday - Fidsy

Vo P

Hlosnss Fhoee

4DR SDN SEL FWD

Date: 6/3/2011 12:40:30 PM

No 9466 I ¢

AU e ahony Mumb

3FAHPOJGAR
|

Jivay Dotc

ER 3 MPH CHECK AND ADVISE
Caused by

S OK.
Work performed hy RICK KIREKWOOD

! i
f
|
|
|
?
|

(RK )

CHECK ENGINE LIGHT CAME ON AND CAR WOULR NOT GO VO

COULD NOT DUPLICATE CONCERN AT THIS TIME ALL CHECK

TREICITINT

Warranty

TERMS: BTRIGTLY CAGH UNLESS ARRANGEMENTS ARE LADE, /| herchy aulbdas (e it

LABQOR

[work heroinatier 10 be done slong with the neceswary maleral mg sgree Dl you am et eepons:
fale for loss or damage L vehicle o Brigies leH in {he vahiclg i case of e, thag, oc pay piher

PARTS

DEDUCTIBLE

ks boyord your eoal of [or diy deleys eacaed by unavadabilly of pads o deiays in pady
by the aupglier o banspodar, | nesey grant you of your I
lopddalh (hg wihitha RaMiN GAOEADRA DN Rindela, NGIWRYL, OF Diamwnena for e pumsaa of ledting
|8 ndler frap An Expreis 1 e hacalry on o nacie
Ihe emouni of repelra Marsto ®

DISCLAIMER OF WARRANTIED, Any waranled on ING producls $ei herthy are lhose mido by
fthe manufecturer. Tha seller hamby sepredaly discliimg ol waranles diher exprass or implied, inthrdy
g any inalled warranty of MFly o Atneys for a parayl and b seller nallher
|as5umes acr aihonzes any olhes peron | for it any fisbifly | wilh the sale'sl
508 piogisls. Any BMNALAK caMAIAR] hersin does A0t BRIy Whers pIhIBiad by Low.

SUBLAY

BHOP SUPPLIES

HAZAROOUS MATHRIALE

BALES TAX OR TAX 10,

[

SPECIAL LRDER DEPOSIT

DIBCOUNTS

. 00

TOTAL DUE

'

NO RETURN ON ELEGTIHGZAL Ol SAFETY | FEMa OR SPEGIAI ORNERS

DP12-006 002022L.C



BBB AUTO LINE Case number: FRD1120643

Customer Claim Form Contact Date: 06/06/11
Start Date:

Please make any necessary corrections to the information below, print or verify your VIN number
and lienholder/leasing company information at the bottom of this page, and complete the missing
information in Section 4 on the next page (attach additional sheets as needed).

SECTION 1: CUSTOMER INFORMATION

City: Wichita State: KS  Zip code:-
Day phone:_ Evening phone: Cell phone:

Fax: E-mail address:

SECTION 2: VEHICLE INFORMATION

Make: Ford Model: Fusion Year: 2010 Current mileage: 0
Name(s) that appears on the vehicie titte: ||| | | AEEE
Selling dealer/city/state: , , KS

Primary Servicing dealer/city/state: STEVEN F-M OF AUGUSTA INC, AUGUSTA KS

Acquired as Xl new [Jused [Jdemo []leased Is the vehicle in your possession? [Xlyes []no
Purchase/lease date: Mileage at purchase/lease:

First repair attempt date: First repair attempt mileage: 0

How often is the vehicle used Number of vehicles owned Transmission type:

for business purposes (percentage): 0 % __or leased by the business: 1 Automatic ] Manual
Has the vehicle been in an accident/had body damage? [Jyes [F no Date of accident

Description of damage:

SECTION 3: DESIRED OUTCOME (Describe what you want done to resolve your concern)

Please complete the missing information in the box below and on page 2.

(_VEHICLE INDENTIFICATION NUMBER __ i

Lienholder/Leasing Company Phone Number

Account Number

Page 1
CCF
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2 - Case Number: FRD1120643
SECTION 4: VEHICLE PROBLEMS (List primary problem first)

Does the
# of problem
repair List the date, mileage, and days out of | exist

Problem Servicing dealer(s attempts | service for each repair attempt now?

Example:

4/23/06 3,500 miles 5 days
A/C won't cool properly Any Dealer, Inc. 6/10/07 12,700 miles 1 day

Total days out of service for all problems:

Signature of Titled Owner(s) Date

Printed Name of Titled Owner(s)

I am submitting this dispute for resolution in the BBB AUTO LINE program, and I agree to arbitrate the dispute
under the BBB AUTO LINE Arbitration Rules.

Please mail or fax this completed form with copies of all available repair orders, your vehicle
registration, your sales agreement or lease agreement, and any other relevant documents (e.g.,
written correspondence with the manufacturer, etc.) to:

BBB AUTO LINE
4200 Wilson Blvd., Suite 800
Arlington VA, 22203-1838

Fax: 3&)&—547-9700
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k]
B%B BBB AUTO LINE PROGRAM SUMMARY

Ford Motor Company — Kansas

Ford Motor Company has agreed to arbitrate certain warranty claims through BBE
AUTO LINE. Ford's participation in BBB AUTO LINE covers Ford, Lincoln, and
Mercury vehicles.

This Program Summary describes the claims that may be resolved through BBE AUTO
LINE. Please also see Claims That Are Not Eligible below for a description of the types
of ¢laims that will not be handled by BBB AUTO LINE.

Please note that although most customers choose to represent themselves in the BEB

AUTO LINE process, customers may also be represented by an attorney at their own
expense.

AGE/MILEAGE REQUIREMENTS

Claims seeking repurchase or replacement of a Ford or Mercury vehicle must be filed
with BBB AUTO LINE within three years or 36,000 miles — whichever occurs first —
after the vehicle’s warranty start date.

Claims seeking repurchase or replacement of a Lincoln vehicle must be filed with EBB
AUTO LINE within four years or 50,000 miles — whichever occurs first — after the
vehicle’'s warranty start date.

Claims seeking any other remedy listed below must be filed with BBB AUTO LINE
before the expiration of the applicable Ford U.S. New Vehicle Limited Warranty
coverage period.

ELIGIBLE CLAIMS

Claims must be based on a defect in the vehicle’s factory-supplied material or
workmanship covered by the applicable Ford U.S. New Vehicle Limited Warranty

ELIGIBLE VEHICLES

Claims may be filed for Ford, Lincoln, and Merecury cars and light trucks that are:

+ (Owned or leased in the name of an individual or owned or leased by a business that
owns or leases no more than three vehicles;

Ford — Kansas 5/2006
1
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+ Currently registered in Kansas; and

¢ Purchased or leased in the United States and normally operated in the United
States.

The following vehicles are not eligible for BBB AUTO LINE:

+ F-450, F-550, and F-650 pick-up trucks.
+ Ford E-series Cut Away vehicles, F-series cab and chassis, and motor homes.

BBB AUTO LINE REMEDIES

The arbitrator may award the following remedies:

+ Repairs.

+ ATFord Extended Service Plan for the customer’s current vehicle.

+ Reimbursement for money the customer paid to repair the vehicle if those repairs
should have been covered by the Ford New Vehicle Limited Warranty.

+ Repurchase of the vehicle.

+ Replacement of the vehicle only if it was purchased or leased new.

REPAIRS/REIMBURSEMENT FOR REPAIRS

The arbitrator may award repairs to defects covered by the Ford New Vehicle Limited
Warranty. If repairs are awarded, the arbitrator may not order a change in the vehicle's
oplions or its design.

The arbitrator may award reimbursement for money paid for the repair of defects
covered by the Ford New Vehicle Limited Warranty only if Ford or its dealer declined to
repair the defects under warranty or to reimburse under the warranty's emergency
repair provisions.

REPURCHASE/REPLACEMENT

The arbitrator may award a repurchase or replacement only if the arbitrator finds that
the claim meets the following conditions:

+ The defect (s) in material or workmanship covered by the Ford New Vehicle Limited
Warranty was first reported to Ford or an authorized dealer within 18 months or
18,000 miles — whichever oceurs first — after the vehicle’s warranty start date; and

+ Either (1) the same defect was subject to repair four or more times and continues to
exist, or (2) the vehicle was out of service for 30 or more cumulative calendar days
for repairs to any defect(s); and

+ The defect(s) substantially impairs the use, value, or safety of the vehicle to Lhe
reasonable consumer.

Ford — Kansas 5/2006
2
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If the arbitrator finds that the claim meets these conditions, the arbitrator must award a
repurchase or replacement that will consist of the following remedies:

+ Repurchase — If the vehicle was purchased, Ford will refund the actual amount
that the customer paid for the vehicle (not including any modifications or addilions
after the vehicle’s purchase or lease), including finance charges, less a reasonable
allowance for use. If the vehicle was leased, Ford will refund to the customer
payments made to the lending institution or lessor plus net trade-in and cash down
payment (not including rebates, if any), less a reasonable allowance for use. For
both purchased and leased vehicles, Ford will also provide the pay-off amount to
the lienholder or lessor in accordance with the financing or lease agreement.

If the vehicle being repurchased is covered by a Ford Extended Service Plan that the
customer purchased, that plan will be cancelled and its pro-rated cost refunded. If
the vehicle is covered by a non-Ford service contract, the customer is responsible
for obtaining any refund that may be available from the issuer of that non-Ford
plan.

Ford will also refund sales tax, original license fees, and original registration fees,

+ Replacement of a vehicle purchased or leased new — The customer will
select a new vehicle from dealer inventory that is from the same model year as, and
substantially identical to, the vehicle being replaced (not including any
modifications or additions after the vehicle’s purchase or lease).

1f the customer selects a vehicle that has different equipment options, the customer
will incur the cost of upgraded equipment.

if a replacement vehicle of the same vehicle model or from the same model year as
Lhe current vehicle is not available, the customer may select a different mode! or
madel year vehicle but will be required to pay the difference between the
Manufacturer’s Suggested Retail Price (M.S.R.P.) of the vehicle being replaced and
the M.S.R.P. of the new replacement vehicle.

If the vehicle being replaced is covered by a Ford Extended Service Plan that the
customer purchased, Ford will provide the customer with the most nearly equivalent
Ford Extended Service Plan available for the replacement vehicle at no cost to the
customer. If the vehicle is covered by a non-Ford service contract, the customer is
responsible for obtaining any refund that may be available from the issuer of that
non-Ford plan.

Important: Replacement is not an available remedy if the current vehicle was
purchased used.

+ If the arbitrator awards a replacement, the award will require payment for the
customer’s use of the vehicle in accordance with the following formula:

Ford — Kansas 5/2006
3

DP12-006 002027LC



Deductions/Exclusions from a Repurchase or Replacement Award

mileage at first repair of the defect

x purchase
100,000 price

+ If the arbitrator awards a repurchase, the award will be reduced for the customer’s
use of the vehicle in accordance with the following formula:

all accrued mileage - 100 miles y purchase
100,000 price

¢ The award may be reduced or may require payment for any missing equipment or
damage to the vehicle exceeding normal wear and tear.

+ The award will not include any trade-in over-allowance or debt from a previous
transaction.

+ The award will not include any manufacturer rebate the customer received o1
manufacturer-sponsored credit card earnings used as a down payment or
capitalized cost reduction.

CUSTOMER RESPONSIBILITIES

At the time of the repurchase or replacement transaction, the customer’s vehicle must
be currently registered to the customer who applied to BBB AUTO LINE. The customer
will be responsible for turning over the vehicle with all of the original equipment, and
without abnormal wear or damage evident on the vehicle (e.g., cracked windshield).
The customer will also be responsible for providing clear title to the vehicle and signing
all documents necessary to effect transfer of the title, including a power of attorney for
title transfer.

Ford — Kansas 5/2006
4
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CLAIMS THAT ARE NOT ELIGIBLE

The following claims are not eligible for arbitration in BBB AUTO LINE:

4+

.

Claims involving a vehicle no longer owned or leased by the customer.

Claims not covered by the Ford New Vehicle Limited Warranty, including but not
limited to:

(1) maintenance and wear items not covered by the Warranty;

(2) damage caused by alterations or modifications of the vehicle after it leaves the
control of Ford Motor Co.;

(3) damage caused by tampering with the vehicle, its emissions systems, or other
parts that affect these systems; and

(4) damage caused by the installation or use of a non-Ford Motor Co. part or of any
part designed for “off-road” use installed after the vehicle leaves the control of
Ford Motor Co.

Claims involving vehicles with a non-U.S. warranty, or salvaged, “total loss” ar
similarly branded titled vehicles.

Claims alleging that an airbag failed to deploy or deployed when it should not have.
Claims covered by insurance or by warranties of other manufacturers.

Claims involving a vehicle defect if the customer alleges — either as part of the BBB
AUTO LINE claim or at any other time — that the vehicle defect has (1) caused
bodil injury, or (2) caused an accident or fire that resulted in damage to any vehicle
or damage to property.

Allegations of fraud.

Claims seeking punitive damages or compensation for loss of wages, personal injury
or mental anguish.

Claims that are the subject of a law suit or state administrative action against Ford.

(Claims identical to any claim that was resolved by a previous mediation or
arbitration, court action, settlement, or agreement between the customer and Ford.

Ford - Kansas 5/2006
5
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Report Summary Page 1 of 3

Rut. Analysis  Report Mgmt Primary Report Mgmt Query  Report Mamt  Indicator Summary Help Exit
Home

GCQIS Report Analysis

Report Summary

Report 1 of 2
Query Name: REPORT RETRIEVAL
Folder Number:
Report Detail Section : View Delails Attachments: 0
Report# : BDUDX014 NHL Received: 04/.
CCRG/EPRC: Reviewed Status: Date:

Gt 2010,FUSION ,SEL ,4 z 1
Vehicle: DOOR ,SEDAN ,3FAHPOJG4AF_ Build Date: 12/(
Odometer : 26,143 M Engine: 3,014y calibeation: ..
Transmission: 6SP 6F MID Axle: ibzrsa A/C: YES

(31t
Dealer: USA 05158 Ford of Augusta, Inc. Phone#: 116
City: Augusta State: Kansas Country : usA
Originator: RICK KIRKWOOD
Symptom: 4 42 7 00 ST/RN/MV,MOVING,UPSHIFT QUAL,UNKNOWN
Status:
VFG: V48 GOOD AUTOMATIC TRANSMISSION
Additional SLIPS 2-3
Symptom:
Fix: Causal Component :
Condition Code:
Hotliner: JHIGGS7 Phone: 313 317-4493 Regn Cd: C4 Kansas City
Engineering: Phone: TAR:
DIr Contact: RICK KIRKWOOD Phone: 316 775-1161 Title Cde
KOEO:
KOEC:
KOER:
Comments:

REPAIR 04/21/2011 06:48PM JUSTIN HIGGS MSS - FCSD - TECH SVC HOTLINE
WEB FORM DATA - CONCERN: TRANS SLIPPING IN 2ND GEAR
INTERMITTENTLY DIAGNOSTICS: ROAD TESTED SEVERAL TIMES, SELF TEST
PASS CODES, FLUID LEVEL OK BUT SMELLS BURNT AND VERY DARK RAN ROAD
TEST DATALOGGER PARTS REPLACED:: NONE TECH QUESTION: TRANS WAS
REBUILT 07/2010 BY ANOTHER DEALER UNABLE TO GET A GOOD SLIP AFTER

T 201
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Report Summary Page 2 of 3

SEVERAL ATTEMPTS TALKED TO CUSTOMER, AND IS INTERMITTENT WARM TRANS
WAS OK FOR APPROX 2 WEEKS THEN STARTED UP SLIPS ON 2ND GEAR UF SHIFT
AND SOMETIMES ON DOWNSHIFT STTEMPTED MAN 2ND STILL NO SLIPPAGE AT THIS
TIME NOTHINE ON DATALOGGER EXCEPT SHIFT TIME FOR 2ND IS 400-528 MSIS
THIS NORMAL RIGHT NOW PRESSURES GOOD AND STALL @ 2800 RPM APPROX.
CUSTOMER WAS SENT HERE BY FORD REP.ANY SUGGESTIONS BEFORE

TEARDOWN WHICH UPSHIFT(S) IS AFFECTED? 2ND AND 1 GOT A 3RD SLIP 1

TIME TYPE OF UPSHIFT CONCERN? (HARSH, DELAYED, SHUDDER, FLARE, NO
UPSHIFT) SLIGHT FLARE DOES THE PCM COMMAND THE UPSHIFT WHEN

EXPECTED? YES

RECOMM 04/21/2011 06:48PM JUSTIN HIGGS MSS - FCSD - TECH SVC HOTLINE
RICK, PLEASE MONITOR THE TRAN_RAT (ACTUAL) AND GEAR_RAT (COMMANDED)
WHILE THE CONCERN IS PRESENT. IF THE TRAN_RAT AND GEAR_RAT DO NOT
MATCH, THIS WQULD INDICATE A SLIP, PLEASE REMOVE THE MAIN CONTROL
AND PERFORM AN AIR TEST. REFER TO THE ONLINE WORKSHOP MANUAL SECTION
307-01A. FOLLOW THE LINK LABELED "HYDRAULIC CIRCUITS". SCROLL DOWN
UNTIL A DIAGRAM LABELED "TRANSAXLE CASE HYDRAULIC PASSAGES" IS
FOUND. ON THE RIGHT SIDE OF THE DIAGRAM THE C456 (OVERDRIVE), CB26
(INTERMEDIATE), C35R (DIRECT) AND COMP FD (BALANCE PISTON) CLUTCH
SUPPLY PORTS ARE FOUND, IN THE MIDDLE OF THE DIAGRAM, THE CBLR
(LOW/REVERSE) AND C1234 (FORWARD) CLUTCH SUPPLY PORTS ARE FOUND. TO
PERFORM THE TEST, USE AN AIR NOZZLE WITH A RUBBER TIP TO SEAL EACH
PORT AND APPLY THE 35-40 PSI REGULATED SHOP AIR. A SMALL AMOUNT OF
LEAKAGE MAY BE NOTED DURING THE TEST, BUT A THUD NOISE SHOULD BE HEARD
AS EACH PISTON IS APPLIED AND AGAIN AS IT IS RELEASED. IF ANY AIR
LEAKS ARE FOUND, PLEASE REMOVE THE TRANSMISSION AND DISASSEMEBELE FOR
INSPECTION, PLEASE COMPLETE THE ONLINE COST CAP TOOL INCLUDING A
REPLACEMENT VALVE BODY AND PROCEED WITH THE REPAIR OR REPLACE DECISION
GIVEN. THANK YOU.

REPAIR 04/25/2011 10:45AM JUSTIN HIGGS MSS - FCSD - TECH SVC HOTLINE
RICK CALLING IN: THE VEHICLE HAD A THIRD GEAR SLIP ONE TIME AND THE
TRANSMISSION FLUID IS BURNT,

RECOMM 04/25/2011 10:45AM JUSTIN HIGGS MSS - FCSD - TECH SVC HOTLINE
RICK, PLEASE REMOVE AND DISASSEMBLE THE TRANSMISSION FOR
INSPECTION. CLOSELY INSPECT THE DIRECT CLUTCHES AND REPLACE ALL
COMPONENTS ASSOCIATED WITH THE DIRECT CLUTCH INCLUDING THE CLUTCH
SUPPORT TOWER. COMPLETE THE ONLINE COST CAP TOOL INCLUDING A
REPLACEMENT VALVE BODY AND CONTINUE WITH THE REPAIR/REPLACE DECISION
AS DIRECTED. THANK YOU.

REPAIR 04/26/2011 01:03PM JOSHUA STOUT MSS - FCSD - TECH SVC HOTLINE
AFTER DISASSEMBLING THE TRANSMISSION FOR INSPECTION AND INSPECTING THE
CLUTCHES, TECH HAS NOT FOUND ANY OBVIOUS SIGN OF CONCERN. TECH 1S
SEEKING DIRECTION AND WHAT THE BEST REPAIR WOULD BE AT THIS TIME.

RECOMM 04/26/2011 01:03PM JOSHUA STOUT MSS - FCSD - TECH SVC HOTLINE

I 5201
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Report Summary Page 3 of 3

RICK, SUGGEST RESEALING THE TRANSMISSION INCLUDING NEW CLUTCHES IN
THE REPAIR, REPLACE THE VALVE BODY AS WELL TO ENSURE A THORQUGH
REPAIR. RETEST THE OPERATION OF THE VEHICLE AFTER THE TRANSMISSION
REPAIR IS COMPLETE. IF YOU NEED ANYTHING ELSE, JUST LET US KNOW.
THANK YOU.

AUDIT 07/02/2011 11:06AM
SYMPTOM 5 01 6 54 CHANGED TO 4 42 7 00 BY C5012093

Folder Number: File Report To This Folder File Report To A Folder
[ext )l Save Wb Repar

Requester: DALBANIC 16-Aug-2011
Report Summary Ford Proprietary, Private Retention: None
Server: FCWS686
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Report Summary Page | of 2

Rpt. Analvsls  Report Mgmt Primary Report Mgmt Query  Report Mgmt  Indicator Summary Help Exit

Home

GCQIS Report Analysis

Report Summary

Report 2 of 2
Query Name: REPORT RETRIEVAL
Folder Number: File Report To This Folder
(Noxt | Save |
Report Detail Section : View Details Attachments: 0
Report# : BFACS5014 NHL Received: 06/(
CCRG/EPRC: Reviewed Status: Date:

2010,FUSION ,SEL ,4

Vehicle: DOOR ,SEDAN ,3FAHPOJG4AR- Build Date: 12/(

Odometer : 27,302 M Engine: 3,0L4y Colibration: ...

Transmission:  6SP 6F MID Axie: 252:8 A/C: YES

Dealer: USA 05159 Ford of Augusta, Inc. Phone#: (1312

City: Augusta State: Kansas  Country : usa

Originator: RICK KIRKWOOD

Symptom: 5 51 6 02 DRV PERF,IDLE QUALITY,ROLLING,ALWAYS

Status:

VFG: V40 GOOD IDLE QUALITY

Aoera INTERMITTENT WRENCH LIGHT ROLL

Symptom:

Fias Y Causal Component : BODY ASY-AIR CHARGE -- Rf

Condition Code:
Hotliner: JMORFITT Phone: 313 317-7039 Regn Cd: C4 Kansas City
Engineering: Phone: TAR:
Dir Contact: RICK KIRKWOOD Phone: 316 775-1161 Title Cde

KOEO:

KOEC:

KOER:

Comments:

REPAIR 06/01/2011 03:17PM JACOB MORFITT MSS - FCSD - TECH SVC HOTLINE
WEB FORM DATA - CONCERN: AT TIMES THE TACH WIL BOUNCE UP AND DOWN
BETWEEN 500-1300 AND WRENCH LAMP COMES ON AND WILL NOT
ACCELERATE DIAGNOSTICS: SELF TEST PASS CODES CHECKED TRANS FLUID
DUE TO PREV. REPAIR OK ROAD TESTED NUMERQUS TIMES CAN NOT DUPLICATE
CONCERN PARTS REPLACED:: NONE TECH QUESTION: SECOND TIME IN FOR
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Report Summary Page 2 of 2

THIS CONCERN ALWAYS PASS CODES AND COULD NOT DUPLICATE CONCERN THIS
TIME CUSTOMER RECORDED VIDEO OF CONCERN AND SHOWED SERVICE ADVISOR AN
SAID IT HAS DONE THIS APPROX. 12 TIMES IN ABOUT 1 WEEK, BUT 1 CANT
DUPLICATE CONCERN I CHECKED BATT CABLES ALL OK SOUNDS LIKE THE ELECT.
THROTTLE BODY. ANY SUGGESTIONS? PLEASE LIST FUEL TRIM READINGS:
LONG -2 PLEASE LIST ANY VEHICLE MODIFICATIONS, OR TYPE NONE. LARGE
POWER CABLE ON POS CABLE BUT WAS THERE BEFORE ALL OTHER REPAIRS

RECOMM 06/01/2011 03:17PM JACOB MORFITT MSS - FCSD - TECH SVC HOTLINE
RICK, PLEASE CONTINUE ATTEMPTING TO DUPLICATE THE CONCERN. WHEN THE
CONCERN IS PRESENT PLEASE MONITOR ETC_ACT AND ETC_DSD. VERIFY THERE IS
NO MORE THAN 3 DEGREES DIFFERENCE BETWEEN THESE TWO PID'S. If MORE
THAN 3 DEGREES IS PRESENT RECOMMEND TO INSPECT THE ELECTRONIC THROTTLE
BODY (ETB)CIRCUITS FOR SIGNS OF PIN FIT OR HARNESS CHAFE CONCERNS THAT
MAY BE PRESENT. IF THERE ARE NO CONCERNS WITH THE CIRCUITS PRESENT,
RECOMMEND TO REPLACE THE ELECTRONIC THROTTLE BODY, RESET KAM AND
RETEST. PLEASE ALSO VERIFY THERE ARE NO CONCERNS WITH THE INTAKE
SYSTEM. VERIFY THE AIR BOX IS INSTALLED CORRECTLY AND IS TIGHT. PLEASE
ALSO VERIFY THERE ARE NO UNMETERED AIR LEAKS BETWEEN THE ETB AND THE
MAF SENSOR, IF ANY CONCERNS ARE FOUND REPAIR AS NECESSARY PLEASE
ALSO VERIFY THAT MAFV IS INDICATING 0.7-0.L9 VOLTS AT IDLE, AND CAN
ACHIEVE 4.0+ VOLTS AT WOT. IF THE MAF SENSOR IS SUSPECT RECOMMEND TO
SWAP THE MAF SENSOR WITH A KNOWN GOOD SENSOR AND RETEST. PAST
REPORTS INDICATE THE MOST COMMON CAUSE FOR THE WRENCH LAMP TO
ILLUMINATE WITH A ROLLING IDLE IS DUE TO A FAULTY ETB.

AUDIT 07/02/2011 11:07AM
SYMPTOM 6 18 4 93 CHANGED TO 5 51 6 02 BY CS012093

TECH/C 07/21/2011 11:08AM SURVEY ENTRY MSS - FCSD - TECH SVC HOTLINE
TECH COMMENTS: ENDED UP REPLACING ETB RECHECKED GOOD THANKS

Folder Number: File Report To This Folder File Report To A Folder
[Previous|
Requester: DALBANIC 16-Aug-2011
Report Summary Ford Proprietary, Private Retention: None

Server: ECCWS686

I 2011
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DEALER 53A 203 VIN

evvcmon Armcant

2234700
i

Suggesisd Ratad Proa
FUSION S 24330700

EL
2010 MODEL YEAR

]
UH TUXEDO BLACK METALLIC ; 3
FW CHARCOAL BLK LTHR BUCKETS i '
] '
INCLUDED ON 'u-us VEHICLE i 1
RAPID SPEC 30 1525100 1327100
MOON & TUNE vu.uz PACKAGE ! 4
POWER MOONROOF ' i
SONY SOUND SYSTEM 12-SPEAKERS ! 1
' '
OPTIONAL EQUIPMENT | i
998G 3,0L 24V V6 DURATEC ENGINE 1610100 1443100
44W .6-SPD AUTO TRANSMISSION NC, NC,
P225/45R18 V-RATED TIRES ! !
JOB #3 ORDER ' |
14X MONOCHROME APPEARANCE PACKAGE 895100 779100
.REAR SPOILER 4 X
,18° ALUM SPORT WHEELS 10-SPOK 1 |
153 FPRONT LICENSE PLATE BRACKET ' NCt
TOTAL OPTIONS 4030,00 355500
TOTAL VEHICLE & OPTIONS 18350-00 25502100
DESTINATION & DELIVERY 725100 725100
TOTAL BEFORE DISCOUNTS 29D85. 26627,00
#4SPECIAL ADDED DISCOUNTSK  630)00- 548100~
g i
TOTAL FOR VERICLE 28455100 4
'
1
FUEL CHARGE 47152
FDAF/LMDA ASSESSMENT 353,00
SHIPPING WEIGHT 1314 LBS.
TOTAL 28455100 26479152

'
i
]
'
'
i
'
'
'
V
i
i
i
]
1
]
1
]
"
"

seanroscia [

This Invalce may nal reflact Ihe final cost of the vehicle in viaw of Ing@ possibilily of fuiure rebates, allowances, JiISCounls and incenlive awards from Fora Moler Campany 1o the dealer,
Sold to

Mel Hambelton Ford, Inc. 53A203

f}igﬂiggx 75900 Ve EREak Order Type Ramp Code Baich 1D Price Level

2 REK6P SL241 030
Ship to (if ofher than above) Date inv. Prepared Item Mumber Tranat Daye
11[24 09| 53-6600 09
Ship Through
Invoice & Unit Identification NO, Final Assembly Point [Finance Cormpany andior Bank
3FAHFOJG4 HERMOSILLO Ford Motor Credit oooool
Total Holdback Invoice Tolal A& Z Plan D Plan X Plan
832 26479.52 25628.27 25728.27 26648.60
This invoice to be used for lhe billing of vehicles only Dealer's copy
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Krohn & Moss, Ltd.

Califoszing Flovida, Mlincin, Kuseas, Kentucky, Tadiaas, Minneeote, Miswousi. Okiv, Teaxan, Washington DC, Wissmsin f<£

Main Office
120 West Madison, 10° Floor W
Chicage, Mhinois 60602
www. kroknandmoss.com
Wiester's Direct [N ber Waiter hicen ved &0 practie
(312) 5789428 Bxt. 281 in:
Whster's Direot Faceimile Miissours
(866) 309-9458 Kansaw
Widter's Direot B-Mal
May 26, 2011 = E'-‘

Ford Motor Company = =

Customer Relationslﬂp Center L

16800 Executive Plaza Drive

0y

PO Box 6248
Dearborn, M1 48121

FORD MJTOR COMPANY

RE: [ .. Ford Motor Costpsa o' o Colise
Vehicle: 2010 Ford Fusion

VIN: 3FAHPOJG4ARIEGzGG

E@EHWED
g S 4 s

Dear Sir or Madam:

Please he advised that this office represents the above-named individual regarcli.ng claims against your
company pursuant to the State Lemon Law andfor the Federal Magnuson-Moss Warranty Act with regarcl to
the above-listed vehicle. Please direct all future contacts and Correspmnt[ence to our office.

Having been forma]lx notif_ied of cur representation, you are instructed not to contact our

client under any circumstances. Direct all inguiries to ;his office. If you fail to act in conformity
with this directive, injunctive relief will be sougl'l_t agdainst you.

Pursuant to 15 U.S.C. 2310(d), you are hereby notified that any settlement made with our
client requires payment of our attorneys’ fees. If you settle di:ectly with our client agd do not make

arrangements for payment of our attornexs’ fees, we will file suit against you. In addition, vou are
here]:x notified gf our attomexg’ lieg.

There are numerous defects and non-conformities present in my client's automohile for which relief is
sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and non-

conformities inc]u:]e, but are not limited to:

1. Defective engine/electrica[ system as evidenced ]:uy the vehicle repeated]y shufti.ng off while clriving,
illamination of the check engine light and the inability to drive over 3 MPH;;

2. Defective transmission as evidenced by the transmission slipping, RPM Wroing during shifts ﬁi

hesitation when sl‘xi&ing c]u:d.ng aceeleration and dece]etation; an e — % E
3= e
3. Any additional comp[aints made ]:vy our client, whether or not tl:\ey are c{glngned i:gnur B>
company's records or on any dealer repair ordere. '-‘11" '\l, ;g
=
S ‘é’ 24
o= - z -
= w w
£ A3 mmM
L) -
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Page 2 May 26, 2011

The defects and |10nAcon1cormiﬁes listed above constitute a su]:stan tial impairment of the uss, value
and/or sa{ety of the VEl'J.icle, and you are l:ereby notified of the need for repair. Because of these defects and
non-conformities, my client has justi ﬁa]:l]y lost confidence in the vehicle. As one court has stated

Far a majority of peop]e the purc]-lase of a new car is a major investment, rationalized by the
peace of mind that flows from its depencla]bi.ljty and safe{y. Once their faith is shaken, the
vehicle loses not on.]y its real value in their eyes, but becomes an instrument whose integdrity is
sul)stan{iaﬂy impai.red and whose operation is {‘raug}at with appre]-:ension. Zabriskie Chevrolet

Lnc. v 240 A2 195.

Concerning the amount of grief a person must endure, one court expressm:l the consumer's lament in

the Fo]lowing manner:

There comes a time when enougl-x is enougil — when an automobile purcl:aser, after having to
take his car into the sl'mp for repairs an inordinate number of times and experiencing all of the

attendant inconvenience, is entitled to sa > “That's au," and revo]ze, notwithsian:ling the
repested good foth effost to 6 the coz. S 491 So.24 204
My client’s repair history elearly shows there wag a breach of both written and implied warranties:

based upon the generaﬂy accepted rule that an unsuccessful effort to remedy’ defects found to
cxist renders the warrantor liaHe; the ]:uyer is not hound to allow him the opportunity or
permit him to tinker with the article indefinitely in the l‘mpe that it may uhirnately he made to
comply with the warranty- v. Chevrolet Motor Division, 581 P.2d 603.

Therefore, you are lqere]ay notified that my client is revola'ng acceptance of this vehicle. My client has
directed me to demand the cancellation of the contracts and the return of all funds paicl towards this vehicle,
inclucli.ng any trade-in value given, all collateral charges, finance c]urges and incidental and consequeniia.l

mages.

Please be advised that pursuant to Uniform Commercial Code § 2-711(3) my client has a security
interest in the vehicle for return of the amounts described above, plus expenses in hanclling and inspecting the
vehicle. Until you pay this amount, my client will hold the car and use it to the extent necessary to preserve it,
to protect the security interest, and to minimize your clamages. Moreover, my client needs return of the
monies listed above before a substitute vehicle can be acquiretl. In addition, any attempt ]3y you or your agents
to repossess the car will be wmngful and may su]:ject you to lialaility for conversion and for wrongful
repossession undm’ Uniform Commercial Code §§ 9—503 and 9-507, as well as any Ot]’}er app]_ical}]e remeclies,

If the seuer or, 1.'F applica]:le, t]':e assignee, or any creditor su.l:ject to the FTC Holder Rule has filed a
financing statement covering the goods, | demand, pursuant to Uniform Commercial Code § 9-404, that you
file a termination statement within ten (10) days to terminate your security interest, and forward a copy to me.
Since my client has revoked acceptance, there is no outstanding secured ohiigation. 1f you do not file a
termination statement within ten (10) days and cooperate in removing the lien, you may be Liable under
Uniform Commercial Code § 9-404(1) in the amount of $100.00, plus any loss caused to my client by your
failure to do so.

To a‘voixl any litigation, my client merely requests a refund for the defective ve]:icle, plus payment of our
attorneys’ lees pursuant to the fee-si:i.‘FHng provisions of the State Lemon Law and the Federal Magnuson-
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Moss Warranty Act. Our attorneys’ {ees are minimal at this stage and we would pre{er to resolve this matter
without the need for any more time spent on our part or on the part of your attorneys. A great deal of time,
money and effort could be saved by all parties involved with a quiclz resolution of this claim.

Ac'fnrlling'ly, if you wish to resolve this matter amical:ly, p]ease {eel free to contact my office. 1f the
matter has not heen resolved within fourteen (14) clays from the date of this Ietter, a lawsuit will be filed.

S'ncemly, 7

Adam C.
Attorney at

ACM/tm

€y

DP12-006 002038LC



DP12-006 002039LC



CH

ALEX SIMANOVSKY & ASSOCIATES, LLC

LARA SHAPIRO, E50.
EXTENSION: 1072
E-MAIL: LARAFLEMURN,AWINFO.COM

4145 VIA MARINA 1324

MARINA DEL RAY, CALIWORNIA 20292
PHONE: 310-577-0870

Fax: 424-228-5351

CONSUMER PROTECTION ATTORNEYS

CORPORATE OFFICE: PLEASE DIRECT ALL CORRESPONDENCE
2300 HENDERSON MILL ROAD, SUTTE 300 TO CORFORATE OFFICE
ATLANTA, GA 30345
770-414-1002 1-866-865-3666
FACSIMILE: 770-414-9891 1-877-216-0365

March 15, 2012 )

Ford Motor Company
World Headquarters
Office of General Counsel
One American Road
Dearbom, MI 48126

RE: v. Ford Motor Company
NOTICE OF CONSUMER WARRANTY LAW VIOLATION
Our Client: FORD MOTOR Compayy
3 RECEIVED
Vehicle: 09 Ford Escape CLAIMS UNIT
VIN: | FMCU03GS9K-
Date of purchase:  09/15/08 MAR 2 1 201
Qur File No.: CA12-10106
DOFFICE OF THE
To Whom It May Concern: GENERAL COUNSEL

Please be advised that this office represents the above-named individual regarding
claims pursuant to the federal Magnuson-Moss Warranty Act and the Uniform
Commercial Code (“U.C.C.") with regard to the above-listed vehicle. Please direct all
future contacts and correspondence to the office listed above.

There were numerous non-conformities with my client's automobile for which relief
is sought, and numerous attempts to repair the vehicle have been unsuccessful. There
were also numerous violations of both federal and state law in connection wiith the
delivery and/or repair of the aforementioned vehicle. The primary non-conformities and
violations include, but are not limited to:

1
2
3,
4.

5

Engine;

Electrical;

Check engine light;
Fuel system;

No start;
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6. Stalling;

7 Serious safety defect;

8. Excessive repair attempts;

9 Excessive days out of service.

The non-conformities listed above constitute a substantial impairment of the use,
value and safety of the subject vehicle. Because of the inordinate amount of repairs my
¢lient has justifiably lost confidence in the vehicle.

My client’s repair history clearly shows there was a breach of the written warranty
and/or implied warranties of merchantability and fitness for a particular purpose, see
U.C.C. §§ 2-314 and 2-315, based upon the generally accepted rule that an unsuccessful
effort to remedy defects found to exist renders the warrantor liable; the buyer is not
bound to allow him the opportunity or permit him to tinker with the article indefinitely in
the hope that it may ultimately be made to comply with the warranty.

Therefore, you are hereby notified that my client is revoking acceptance of the
vehicle, pursuant to the provisions of U.C.C. § 2-608. Our client has directed us to
demand the return of all funds paid towards this vehicle, the cancellation of the contracts,
and compensation for all damages and attorneys’ fees.

Please be advised that under U.C.C. § 2-711(3) my client has a security interest in
the car for return of the total purchase price, plus expenses in handling and inspecting the
car. Until you pay this amount, my client will hold the car and use it to the exient
necessary to preserve it, to protect its security interest, and to minimize your damages.
Moreover, my client demands return of the purchase price before substitute goods can be
acquired. In addition, any attempt by you or your agents to repossess the car will be
wrongful and will subject you to liability for conversion and for wrongful repossession
under U.C.C. §§ 9-503 and 9-507 as well as other applicable Consumer Fraud remedies,

If the seller [or, if applicable the assignee, or any creditor subject to the FTC Holder
Rule] has filed a financing statement covering the goods, we demand, pursuant to U.C.C.
§ 9-404, that you file a termination statement within ten days to terminate your security
interest and forward a copy to this office. Since my client has revoked acceptance, there
is no outstanding secured obligation. If you do not file a termination statement within ten
days and cooperate in removing the lien, you will be liable under U.C.C. § 9-404(1) in
the amount of $100.00 plus any loss caused my client by your failure.

HAVING BEEN FORMALLY NOTIFIED OF OUR REPRESENTATION, YOU
ARE INSTRUCTED NOT TO CONTACT OUR CLIENT UNDER ANY
CIRCUMSTANCES. DIRECT ALL INQUIRIES TO THIS OFFICE. IF YOU FAIL
TO ACT IN CONFORMITY WITH THIS DIRECTIVE, INJUNCTIVE RELIEF WILL
BE SOUGHT AGAINST YOU. IN ADDITION, YOU ARE HEREBY NOTIFIED OF
OUR ATTORNEYS’ LIEN.

To avoid any further litigation, my client merely requests a refund for the defeciive
product and will waive any incidental and consequential damages at this pomnt. Our
altomneys’ fees are minimal at this stage and we would prefer to resolve this matter
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without the need for any more needless effort and expense spent on our part and on the
part of your attorneys. Time, money and effort would be saved by both sides with a

quick resolution of this claim.

Accordingly, if you wish to resolve this matter amicably, please feel free to contact
my office within fourteen (14) days. If the matter has not been resolved within that time,

a complaint will be filed.
Sincerely,

[ (1
| Ay - ok 5. . L
| & \l_'

Lara Shapiro, Esq.
Attorney at Law
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Service & Parts/Jobs List
Window/Print Button

RO
324072
324072
324072
321801
321801
321801
321801
321801
307234
307234
307234
307234
307234
307234
307234
307234
304803
304803
304015
304015
304015
304015
304015
304015
304015
304015
Z956758
2955727
7349169
2948130
7947827
7936123

€
(=]
o

-'-'-'-'—‘—'m--lmuhuM-M—-m-qo:m.th—-m.;um_xum‘.l

RO Date
0227112
o2r7Nn2
022712
011212
0112112
0111212
ow2anz
Q1112112
071411
071411
C7ran
o7nani
a7M14111
07/14/11
0714111
07411
05/31/111
08/31/11
05M16/11
051611
0sMen
05M16/11
os1eM
05/18/11
06/16/11
0618111
11/08/110
10/20110
ae/22/110
J6/04/10
05/28/110
11/06/09

List of RO Jobs fi

Job Code Tech

38 711098

Q0FO...

99F...

38FOZ 711098

00FO...

a8F ...

QOF..

00FO...

39 997064

00FO... 997171

89F...

38 997062

QAP 997171

Q0F...

QOF...

00FO...

38FOZ 997062

00FO...

38 897062

34 380803

38F0Z

39

34FOZ3 389803

00F..,

00F..,

0OFO...
997062
997062
997064
711098
997062
997064

P. 10O

Ranche Ford Lincoln Loc. ID=3 Page 1

Dept

Repair Order History Jobs Listing

37947
37947
37947
37166
27156
37156
37156
37166
30576
30676
30576
30576
30576
30576
30576
30576
26207
28207
25885
25985
25985
25985
25985
25885
25985
25885
22678
22317
19841
18852
18848
14235

03-05-12; 12:29 PM

2009 Ford Escape VIN = 1FMCU93§59-

Miles Wiriter

897044
0997044
997044
997044
097044
897044
287044
807044
897044
897044
597044
987044
897044
897044
897044
997044
997044
997044
997044
997044
907044
907044
997044
997044
887044
997044
97044
897044
897044
9897044
097044
897044

Concern
ELECTRIC SYSTEM.. FUEL GAUGE INOP AND ALL WARNIN..
MULTI-PQINT INSPECTION

CUSTOMER NOTIFIED OF COMPLETION DATE/TIME/BY...
ELECTRICAL., NO CRANK NO START AT TIMES, ALSC WHI...
MULTI-POINT INSPECTION

CUSTOMER NOTIFIED OF COMPLETION DATE/NTIME/BY...
*BATTERY G

*TIRES Y

ELECT ENG CONTROLS.,. CK ENGINE LIGHT ON. ENGINE ...
MULTI-PCINT INSPECTION

CUSTOMER NOTIFIED OF COMPLETION DATE/NTIME/BY...
ELECTRIC SYSTEM... FUEL GAUGE ERRATIC AGAIN
SPRING MAINTENANCE PACKAGE INCLUDES LUBE OIL AN...
*BATTERY G

*BRAKES G

*‘TIRES Y

ELECTRICAL .. FUEL GAUGE ERRATIC AND |INACURATE
MULTI-POINT INSPECTION

ELECTRIC SYSTEM... fuel gauge eratic and inaccurate
BRAKES.......CUST REPORTS A CLICKING NOISE LEFT FRT...
ELECTRICAL.... CUST REPORTS INFO BUTTON AT DASH IN...
ELECT ENG CONTROLS... CK ENGINE LIGHT ON

FRONT BRAKES

*BATTERY G

“BRAKES G

*TIRES Y

REPLACE S/0 FUEL SENDER

%15311; OMER NOTIFIED OF COMPLETION DATE/TIME/BY .,
CUSTOMER NOTIFIED OF COMPLETION DATENTIME/NBY ...
FUEL GAUGE ERRATIC AT TIMES

CK ENGINE LIGHT ON
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Temecula Auto Mall
26895 Ynez Rd., Temecuia, CA 52591
Phone # 951-699-1302 | Fax # 951-699-0283
Haurs M-F 7:00 AM to 6:00PM | Sat 7:00 AM to S:CO PM

T

2 LINCOLN BARK ARD109476 BARS ARD220210 EPAGCARCCCOGS06S
1 o 5 Oniine: wunw.ra choford.com | Emai: w FORD SERVICEpags
e e i NRNuRér Ty o " lnvoice Number |
'ﬁiomer Number 204058 o 324072 '
Murrieta, CA PONumber | Prnea: ov052012723AM
Phone (H): Phone (W). At N, —_—— Covy t —— 1—~ |
o NN Frenaov -Fﬂw wier  gorosa | DemOpened ozzniz |
Y : 2009 Ford P Terms & Cenditions: " qm Eﬁﬂd- 03/27112 |
i viN, 1chunaess__ ~ 'TypeotSasle:  Relal  Date Delverd: j
Llas_e Num_bér—7 A _ PN, Cystnmer - T = | ) .
Stack Number: | Mieagen: 37847 I Signature : ‘
Tag Numbar 664 i Mileage Out: 37847 I | 1
T T T T original Estimate:$.0.00 Onginal Estmateroz2?ii2
Incr. Amt New Amt Date Time  Person Cont How Cont. Phone Cont. By Reason/Dascription ‘
|
’\ Description ; Hraor| ) g TUE;: G_Fg'r‘:j
o g e e A o el e i ot e e ot G B [ ==
ELECTRIC SYSTEM.. FUEL GAUGE INOP AND ALL WARNING LIGHTS ON AT ‘ ‘
| TIMES. SEE HISTORY !
| 38 - !
1 — Comection/Action Taken :
fuel gauge and inst cluster functioning properly.contacted ford hot line. 711088 | | 0.00
preformed 1sb09-20-16 inspected for loose pin fit at connector 215 good, |
tested fuel gauge and fuel sending unit good.road tested 245 miles [ |
functioning properly no problem found. (
| SubTotal Job# 1 | ' 0.00|
| S T NP R YO SomeMN -, e e S
!2. Customer Concern [ '
MULTI-POINT INSPECTION : ‘
i 1 — CausefAction to Take ! i
| 00FOZS9P - PERFORM MULTI-POINT INSPECTION SET TIRE ‘
PRESSURE TO FACTORY SPECS...33 | ’
1 — Correction/Action Taken |
. ADJUST FRONT TIRE PRESSURE TO ADJUST REAR TIRE ' ’ 0.00
J PRESSURE TO HAZZARD WARNING LIGHTS. INSPECT ENGINE | ‘
COOLING SYSTEM, HOSES, BELTS AND CLAMPS. ! i
: SubTotal Job # 2 ! i u.ao}
JJ. Customer cern
) ggi;rFolgDER NOTIFIED OF COMPLETION DATE/TIME/BY WHOM/MWHOM
| 99FOZCUSTCOMP -
" 1 = Correction/Action Taken
0.00:
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"“[““l Termecila Auts sl T
26895 Ynez Rd., Temecu(a. CA 92551 s
n Phone # 951-699-1302 | Fax # 951-699-0283 @ﬂz

Hours M-F 7:00 AM to 6:00PM | Sat 7:C0 AM to 4:CC PM

’ meon.N BARK ARD109476 BARS ARD220210 EPASCARCCDO05066 EORD SERVICE™®
= Online: wunranchoford.com | Emai.: service/3 ranche M i _y_‘_‘
e s e e S S g e T 17 invoice Number
v o s2a072
| Murrieta, CA JLPO_Number _SEW =S e« | PT"BL’ E@MEEEAM =
I A bt Auth Number: 77_777___1—0097# N T |
oo O N rrons O | Sovca s~ ooroms | oeOparea oaamz__|
i Vean’Mukanodel 2009 Ford Escape e 5 4: 'I‘_e_r[ni&gogdllmnai o B e g Date Nuuﬂad_ 7035!1:2__ _|‘
‘un 1rmcuoscs sk TyeofSale:  Retal E! DasteDofversd: |
" Lxmns:Nu_EnbaE 7t j_ S T e | Customer
| Stack Number- .5 |Mieagaln: 37947 Signature [ ‘
‘ Tag Number. 664 ,  Mileage Out: 37847 ! b v Sl st e S il
T T T T T T GiginalEstimate:5000  Original Estimate:02/27/12 }
Incr. Amt  New Amt Date Time Person Cont. How Cont. Phons Cont. By  Reason/Description
I
|
' f
s i o et mi e — — —— R TR mtn R p— a4 R — S —— s
| Description | Hgt: ki List TuEt:} ! G;aon'ac: i
I TR TN . = b . W, i, e e TR T A = 5‘ el
ELECTRIC SYSTEM.. FUEL GAUGE INOP AND ALL WARNING LIGHTS ON AT | |
| TIMES, SEE HISTORY : i ] ‘
38 - '
' 1 — Carrection/Action Taken i
fuel gauge and inst cluster functioning properly.contacted ford hot line. 711088 | : ‘ 'UDI
preformed tsb09-20-16 inspected for loose pin fit at connector 215 good. | | J
| tested fuel gauge and fuel sending unit good.road tested 245 miles |
. functioning properly no problem found. ! |
| SubToiaI Job # 1 | ! 0.00

i A e R Pt [ i e N e b i, iy Sl — e e e el (S S e

2 Customer Concern ! J |

i MULTI-POINT INSPECTION

! 1 — Causs/Action to Take 1 ! |

00FOZ98P - PERFORM MULTI-POINT INSPECTION SET TIRE : | |

| PRESSURE TO FACTORY SPECS. .33 | ! ‘

X 1 — Correclion/Action Taken |

' ADJUST FRONT TIRE PRESSURE TO ADJUST REAR TIRE : | 0.00
|
|

PRESSURE TO HAZZARD WARNING LIGHTS. INSPECT ENGINE

1 COOLING SYSTEM, HOSES, BELTS AND CLAMPS. l
SubTotal Job # 2 | i 0.00
3. Customer Concem ]
SgSTOMER NOTIFIED OF COMPLETION DATE/TIME/BY WHOM//AWHCM | \
TIFIED ‘

99FOZCUSTCOMP - [
| 1 — Correction/Action Taken

[
o
o

l.
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p.8
GO AR

Page Number: 1

Rancho Ford Lincoln WORK ORDER Franchise Code: 05432
26895 Ynez Rd : Todays Date:  02/27/12
TBITIBGU]H, CA 92591 RO NUMBER. 324072 Time Printed: 910 AM
951-699-1302 Fax 951-699-0283 TAG: 6664 Copy® 1

| hereby authorize the repair work to be done al‘unq with the ﬂau-s_l;ryil;;bmhq and. B—AR ;!EG.;-ARDNH‘MF v B—.A.R.. ” RC-OD‘I 084786 i

agree that you are no! responsible for loss or gamage 10 vehicle or articles lefl in vehicla
in case of fire, heft or any other cause beyond your contrel or for any celays caused by
unavailablity of parts or delays In parts shipments by the suppfier or iransparter. | hereby
grant your employees parmission to operata the vehicle herein described on streels,
highways or eleswhere for the purpose of testing and/or inspections. BY LAW YOU MAY
CHOOSE ANOTHER LICENSED FACILITY TO PERFORM ANY NEEDED REPAIRS
QR ADJUSTMENTS WHICH THE SMOG CHECK TEST INDICATES ARE
NECESSARY

Body Shop B.A.R. # ARD220210  EPA # CAR000005086

tl &
Qur Charges are mlm&%nﬁL"l%Eﬁﬂmlgn which Influenca lebor charges may

meluce job comptaxly taining and int, and length of Uime requirad lor Ina speafic
Job You will be chi o he sati you. 1l wa discover thet
Bdditional or differert repais are necassary, you will be contacted in sdwance fur your spprovel

Laiiing Dk

-

CUSTOMER mosrenes | cUST_U I Gustomer Number
SIGNATURE X | BD9AM VEH_U = 257183 | 204058 )
; R R R L S A Nl
L Fler ! TERMS: ' JCASH |_|CHECK | CREDIT GARD
e s Oil Brard as | PARTS, . |SAVE X DISCARD
CUSTOMER INFORMATION o _ VEHICLE INFORMATION ~ _ SERVICE INFORMATION
Year, 2000, Licems imber R.O. Numbar 324072
Murieta, CAR Maka Ford ook ¥ Service Writer  [puglas Hall
5 - Model Escape In Sarviee Date
pouse i Source Date In n2rTe
Phone (W) VIN 1FMCUO3GS 9KAzZz163  Enaine 3.0L V6 SFIDOHC ROPEDNTNE & g s
rrone ) ||| | | Sispsn Miles In 27,847
Phone Oth : I (- S . _MiesOut -
Comments s .-Service __Name ... o LAY s e e e
Contract Mileage; 0
o Number Deduct: 000
i g ~ LABORINSTRUCTIONS
OPERNTONCOSE  JEeHS €/ ELECTRIC SYSTEM.. FUEL GAUGE INOP AND ALL WARNING LIGHTS ON AT TIMES. '
SEE HISTORY
FAILURE CODE 1
CAUSE :
CORRECTION : g i g gl Fo= i M= E
OPERA‘T]CN CODE %éCH; 4 RETA _. oy b > =i 0 = T
2 C / MULTI-POINT INSPEGTION
FAILURE CODE H
CAUSE :
CORRECTION : Gy ) - = e ) ) B
OPERATIONCOOE  TEGHW | CUSTOMER NOTIFIED OF COMPLETION DATE/TIME/EY WHOMIWHOM NOTIFIED

3 ggrozcusTooMP
FAILURE CDDE. 3

" e di:

CAUSE :
CORRECTION :
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SEZETRATION L0 71

1o o09s26/2011 To 09s26/2012 91 |

*ND TITLE ISSUED/VEHICLE NOT TRI&N_S_F_ETR_?_E_L._E_*

VEHGLE IDENTIFICATION WULEER

irucuoscso (I  ...... s FORD ..
Al |
DATE \SSVED TYPEVEM. UNLASEN TG ‘ TOIM FEES FRiD
08/22/2011 170 |61 | $219 s
%x%%CONTACT DMV FOR CA TITLE INFOx%x
>
' MURRIETA CA
R
FORD CREDIT. 1
PO BX 650575 .-t RDO&Y
DALLAS el o L0119
T s
0 :
" STATE OF CALIFORNIA
DEPAR TMENT OF HAOTOR VEHIGLES
VALIDATED REGISTRATION C
READ REVERSE SIDE - IMPORTANT INSTRUDT =
iy & &

¢ Gther Optionatinsurancs Paid to the Insurance Company

1.

Optlonal insurance Coverages
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v@m@[ﬂm@ﬁéﬁl

Fax: 512.402.9408
Agreement it b Fned i by

Dealer Code: ol e

l A. APPLICANT INFORMATION I l B. CREDITORI LOAN INFORMATION J

Applicant: Creditor Name: " - s -
Applicant $5#: e : SUIte/D:é); e T
Home Telephone: _ _ TaSais &2 iy gf;aet FEBELL . s e s

k Telephane: i it s A o W A : e e A ; St e
;\tf:?é:txlde(;ea::. s P Tl AL T Zip: s mo . Telephonet _
Gibga: e vad o e Loan Type: _._ . e N et
T et R R i o Loan Acct. S5#:_ . __ Gt

l C. CO-BUYER/CO-CLIERT INFORMATION ' ' CREDITORILOAN TERMS I

Co-Applicant: T , : P, Original Loan-Ambs .o e s BB i
Co—Ag;iicant R A I e iy Term: ___. ___InterestRater 5. - o . n.o.
Home Telephone: i B o o i » Date ufl" Loan Payment e e
Wark Telephone: ol s g

Total Monthly Payment: ..~ due to Creditor

I E. ADDITIONAL BUYER/CLIENT INFO I I F. VEHICLE INFORMATION I

Is there a previous SmartNote agreement? OYes [ No

; : Make: : L 9 -
VIN: A, PO ¥oart .., e
E-mail Contact Info: e s vVin: 3T .
(requlreﬂ for payment updales) )
| G. DEBIT AUTHORIZATION ]|
Applicants Dﬁignated Account: el
Bank Name: £ S Telephone#: . - ... = Type:. Bl Checking U Savings
City: PRI Stz E e L SRR e -
ABA (Routmg “! . Account #: 2

I

DEBIT SCHEDULE- Biweekly (EVERY 2 WEEKS) Occurs On: (1 Mon

Dtues Owed O Thurs T Fri

SmartNote will start payments on your loan as follows:
Your first debit will be a:

Check one of the following options:
[J1) SmartNote is making the 1st payment
due on the loan.

Full debitof$
on_ . (cate), for ‘payment
[02) You are responsible for making your ; - A weate); Y
st payment directly to your creditor for the with half debitsof $__ _ _* :
paymentduweon _ _____ ___ _(date) starting on ; _. . (date).

[ authorize SmartNate or its assigns to initiate debit entries to the accaunt identiﬁed above, I understand
accordance with the schedule, and in such amounts, as indicated abave. [ understand that =
fee. These bi-weekly debits add up to 26 half-paymens - the equivalant of 13 fuil pay
understand that my account will be debited an “extra” half-payment approximately avery six mi Snths. R:,_ i
Creditor within the grace period (provided my designated account has sufficient available funds to cover the fuﬂ amomt "\r the scr- ﬂu;ed
The “extra” payment debits that occur approximately every six months will be used to first satisfy the Enroliment Fee indicated below, and the
remaining “extra” payments will be forwarded to the Creditor to be applied against the principal partion of the loan.

H. OTHER TERMS AND CONDITIONS

THIS AGREEMENT PROVIDES APPLICANT WITH A PAYMENT SERVICE WHICH IN NO WAY ALTERS, CHANGES, OR AF:
TIONS (INCLUDING APPLICANTS PAYMENT OBLIGATIONS) UNDER APPLICANT'S SEPARATE AGREEMENT WITH THE CRE
SERVICE IS PROVIDED TO THE APPLICANT BY SMARTNOTE, AND 1S NOT A SERVICE PROVIDED TO OR BY THE CREDITUR CR AER

By signing below, I acknowledge and certify that I have read, understand and agree to the terms and conditions of this Agree-
ment, including all Terms and Conditions set farth on the reverse side this Agreement, and that all of the information in this
Agreement is complete and accurate to the best of my knowledge and belief. Additionally, I (We) hereby authorize SmartNote
to make payments to, give instructions to, and receive information from my/our creditor on my/our behalf for the life of this
agreement. I have read the arbitration clause on the reverse side this Agreement and agree to be bound by the same.

I (we) agree to pay an enrollment feeof - - . ofwhich_ il . is a deferred payment to be
collected as described above.

mava. SHAEE VPR i AeaTiEas CTRRR bR
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PURCHASE AGREEMEN 1
EALERSH i ADDRESS:
DTYR R I?HONE: TR
CITY, STATE: v —

Cash Price of Vehicle

Selling Price of Vehicle

maisance Fhons Butiness Prone Less Rebate(s)
Adaveys Busness
*NOTICE TO BUYER * Dmsler Addad Accessorias
lOptional Equi or i lled on this Vehicle, itemized fo the right, hay

not been manufactured by or for the Vehigle manufacturer, and these ltems are not| 2R,

[included in warranties furnished by the Vehick er.
VEHICLES SOLD AS EQUIPPED UNLESS OTHERWISE STATED HEREIN,

== ‘ New __ Demo___ Used ]__ Car _ Truck | .
ST r- o i 7o PRV
- . (Codor
r— r.um- reSdton, Cash Price with Accessories
TER Trade(s) Allowance
l;:u. : Difference
Sl Ty Gadn VNS L% o Sales Tax
oG fYasy

Luxury Tax

Desler's Vehicle Inventory Tax
Documentary Fee
DOGL

¥ FEE IS NOT AN OFFICIAL FEE. A
fale FEE i8 NOY LAVY GUT W/AY BE
|=RARSED [Q BUVEAS FOR HANDLING DOGUMENTS AND:
PERF: ELATING TO THE CLOSING OF A,
SALE. A DOCUMENTARY FEE MAY NOT EXCEED 550 FORA
MDTMVBHGEWNWMARWDNAB[&MQIHT
‘MEDTOB\’THEFMHESFORANE&WGGWEFCM
VEHICLE COMTRACT. THIS HOTICE S REZUIRED v AV

]
Full Service Deputy Fee
Regisication Fee - . | | o
—— 3 muh-mamﬁcﬁn:mmnmm

TRADE 2 Title Fee
Vaar Mae Lz oo

County Road & Bridge Fes
- ——

Total Cash Price

Fayario Trade 3

alance of Trade(s)

PR v

- Sma. J¢ By

o IV AT OTE 18 AT [53 -
Ah}‘ﬁ,y;-Lﬁ.MHmmmMme“m IFTHE PAYOFF(S) 15 MORE, THE "
‘m mmmmmmummemmammvs OF HOTIFICATION OF THE
[ ENCE. WWMMPEMTWYHMWDWSETK\WMWWRWAWWE
LO00 BAMAGED OR RECONDMONED. TITLE. IF BUVER PAOVIDES FALSE INFORMATION, BUYER WiLL REPURCHASE THE RELATED
[FRADE: ¥ FROM SELLER FOR THE FRL FRICE ALLOWED TO BUYER PLUS ALL COSTS SELLEN Wouns i
INCLUDOG BUT WOT Liirre 1o RECOSDITIONING COSTS, LEGAL FEES, COURTAND COLLECTION cosTs

Cs L A g CO-BUYER

FOR PERFORMANCE UNDER SUCH WARRANTIES, UNLESS DEALER FURNISHES BUYER wiI
s THA

EPARATE WRITTEN WARRANTY OR SERVICE CONTRACT MADE BY DEALER ON ITs OWN
. DEALER NEITHER ASSUMES NOR AUTHORIZES ANY PERSON TO ASSUME FOR IT ANY

ISERVICE CONTRACT WITHIN 80 NAYS FROM THE NATE AF LIS ABRCD +ue meason s . 1DEDOSH
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HAT THE MANUFAGTURER OR SUPPLIER MAY PROVIDE.

uyer agrees that this Agresmant des ai of tha lerms and condtions on all pages of th
, With any retsil Baks age

[Cealer's aulhorized repressntative.
Fawmmmvmm-mmmmmmu o by a signad retll

sales

BWER HAS READ THE O
IAGREEMENT.

BUYER SIGNS X _|

| DATE

Agreament. Buyer agrons that this Agresment

of lease. the complste and sciusive statemisnt of the terms of the agreement ratating to the sublect maiters covered by this Agresment. Buyer by signing
fihls. Am&uﬂoﬂeﬂ“ﬂsﬂﬂhﬂukd Innllmnruldlr'and acknowisdges tat hesha has rnead &% terms and has necoved @ rus coay of his Agreemenl

If Buyer s buying the Vehicle for cash (this incfudes a Buyer arranging Buyer's own financing from a pany ofher than dealer), this Agreement snall become final and tinding when it is signed by

this Agrsament-becomes binding when Buyor sgim i and the retall installment sales
oz s Agr wmm.wmwumhmma-mu { mstgilmant

E ARBITRATION CLJIUSE AND AGREES TO ALL TERMS AND CONDITIONS IN THIS

and suaponds any prior agmemen end ax of the dale below

saies contiact 1o g financial inetikslon.

<R o IVED QIGNS DATE

MANAGER'S APPROVAL
(6wt Ba Asoeptad By An Authorsed Iepesssda e of the Desier)

DATE
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BUYER
ADDRESS

47

zP -

The Buyer is refarred to as “you" of “your” The Seller is referred to as *we" or “us." This contract may be transferred by the Seller.

PROMISE TO PAY: The credit price is shown below as the “Total Sales Price" The "Cash Price” is elso shown below. By signing this contract, you
choose to purchase the vehicle on credit according 1o the terms of this contract, You agree to pay us the Amount Financed, Finance Charge, and
any other charges in this contracl. You agree to make payments according to the Payment Schedule in this contract. If moie than one person signs
as @ buyer, you agree 1o keep all the promises in this agreement even if the others do not.

You have thoroughly inspected, accepted, and approved the vehicle in all respects.

VEHICLE IDENTIFICATION
YEAR MAKE | MODEL VEHICLE |DENTIFICATION NUMBER O NEW USE FOR WHICH PURCHASED
[ DEMONSTRATOR
[ FACTORY [ PERSONAL, FAMILY, OR HOI_JSEHOLD
3 - OFFICIAL/EXECUTIVE | (] BUSINESS OR COMMERCIAL
- ool — UsED 1 AGRICULTURAL
Trade-in: Year - Make =Zi Model Lthiz i VIN ki elin?l - License No
FEDERAL TRUTH-IN-LENDING DISCLOSURES PROPERTY INSURANCE. You must keep the coltaterat
ANNUAL FINANCE Amount Total of Total Sale insured against damaga of loss in the amount you
PERCENTAGE CHARGE Financed Payments Price W'h""“ must kesp this nsurancs. urtil you have pald
RATE The dollar The amount of The amountyou | The total costof all thal you owe undar this contract. You may obtaln
The cosi of amount the cradil provided | will have paid after | your purchase on Properly insurance from enyone you want or provide
your credit as credit will 10 you or you have mads all | eredit, including E:"“' of insurance you aiready heve. The insurer must
a yearly rate, , “cost yau. on your behalf, < |~ payments as your dawn authorized lodo buslness inTexas. You agree 1o give
scheduled. payment of property insurance. You must name us as the
padd = pe:sunluhnpmdundmﬂnwilqlnlmmmoidamage
2 g o A = : OF 083
S opl @ AEIGS S | S ABENE NS | § st sl ¥ Ha%lns;m?celschmwbdm policles or ceri
cates from the Insurance compames will describe th
Your Payment Schedule Wiil Be: tlerms conditions, and c\educ"b!mt;;a s
Number of Amount of When Paymenis
Payments Payments Are Due
L T A MOﬂWY'beQ‘nn_'ng TR LAY R Optional Credit
Qcar ol Life and Credit Disability Insurance

Credil lfie irsurance and credi disabiity insurance are nol

pay a late charge of 5% of the scheduled payment.
you will rothave 1o pay & penalty.

218810 e 8Ty

Leing suttzssd

Lale Charge: If we do not receive your sniite payment within 15 days afler i |s due (10 days it you-are buying a
heavy commarcial vehicle), you wﬂm

RN M.

Admuonui Intormation; See this document lor more mtmmaucn about nonpayment, delaull. secunty inlerests,

“{J Credil Lite, one buyer 5 _ :

8

and any required repayment in full before the schadulsd
ITEMIZATION OF AMOUNT FINANCED
Cash Frk;e iinciunlng any accessories, services, Iaxea. —,..;_,,___f
shan sdou e 81551 32, -
5. jand = § 18 i)

Grass Trads-In

=Nel Trade [n
+Cash
+ Mfrs. Rebate

Zimgan, o

Life

seZemra

~ Pay Off Made By Seller

+ Other (descrbe)
Total Downpayment
3 Unpaid Balance of Cash Price (1 minus 2)
4 QOther Charges Including Amounts Paid to Others on Your Bahalf
(Seller may keep part of these amounts. ]
A Nattrade-in payoft 10 ’
B Cast 0! Optional Cradit insugince Pard o nsutance

FEWES.

2 Tolsi Downpaymen! = (Il negative, enfer ‘0" and see Line 4A below)

1A ) §

$

Disability

§

€ Other Optional Ln—a_u;axloa Paid to the Insumm:ﬁ Comgny

' [] Credit Disabily, one biyer-§

required o cbiain ceadt, They wil not be provided uniess you
sign and agres to pay the axtra cost Your decision to buy or
not buy these insurance coverages will nal be 2 factor in 1he
orefd gocmel orcess,

< Torm

[ Credit Ufe, both buyers §

Frerm

] Crodit Disabiity; both buyers §

(mme :mpmn.:]

seivdga s HIS A0

{Home Office Address)
Credit lite insurance pays only e amount you would owe |l
you paid all your paymants on time, Credit disability Insurance
does ol cover any Increase in your payment or In the number
ol paymanis.
It the term of the Insurance fs 121 menths or longer, the
;p‘rernﬁ.:_m_(s not fixed or approved by the Texas Insurance

You want the insurance Indicated sbove.

B 13 vawe |
X
Co-Buyefs signaturg Date

Opﬂonal Insurance Coverages

sl b vt nhiain rredl
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o i . A S L i
Bl ®i for nin $ Coverage Wonths
E Daalers Invertory Tax (il Not Ingluded in Cash Price] $ GAP* ' PER X
F Sales Tax (1 ol Included in Cash Price) $ ' o g
G Other Taoxes (1 Notncluded in Cash Price) s oy b1
H “If the vehicle is dmrm-nm 1o be 3 olal loss, GAP Insurance

Govanmen: Ur.enso andlor Heg}sllatton Fees
R ) (s} will pay us ihe difference batwoen the proceeds of your basic
- collision policy end the amaunt you owe on the vehicle, minus
your deductible. You can cancel that insuranice without charge
!D« 10 daystram the date of this conlract,
i r mmaurancscmmga InGluded
nal fized or approved by the

$
Governmen! Certificals of Titls Fess $
Government Vehicle Inspection Fees 5
S
N e

I

4

K Deouty Service Fee Paid lo Dealer

L Documentary Fee (Cargo Documentai) i

A DOCUMENTARY FEE 18 NOT AN OFFICIAL FEE. A DDCUME#TAHY FEE IS NOT 0 BY LAW,
BUT /MAY BE CHARGED TO BUYEHS FUR:HANDLING DO - AND i

RELATING TO THE CLOSING OF A SALE. A DOCUMENTARY FEE MAY NOT EXCEED 350 FOR A MOTOR {Inswance Company)

VEHICLE CONTRACT OR A REASONABLE AMOUNT AGREED TO BY THE PARTIES FOR A HEAVY | ; . - pazy)

COMMERCIAL VEHICLE CONTRACT. THIS NOTICE IS REQUIRED BY LAW. i ] Diadies 5

UN CARGO DOCUMENTAL NO ES UN CARGO OFICIAL. LA LEY NO EXIGE QUE SE IMPONGA UN | | Mo e Aoyt
CARGO DOCUI!ENTA.L PERO ESTE PODSIA COBRARSE A LOS COMPRADORES POR EL MANEJO

| DE LA DOCUM Y LA PﬂES‘I‘ACl N DE SEHV?C!OS EN RELACION CON EL CIERRE DE LINA

VENTA, UN CARGO DOO!JIIENTAL E $50 PARA UN CONTRATO DE VEHIGULO

AUTOMOTOR O UNA CANTIDAD HAZDNABLE ACORD DA POR LAS PARTES PARA UN CONTRATO

DE YEHICULO COMERCIAL PESADO. ESTA NOTIFC SE EXIGE POR LEY.

M Other Charges (Seller must identify who is paid and
desuribe purpose.)

Nummeoplbna)emmcsmﬂmpemm \

lo:m" L BG RIS Cﬂ-wuyulaa’l.ﬂll!lm: s
A #C Ll’A‘BILITY INSUHARCE: THIS CONTRACT
o QES N C D INSURANCE
‘ CDVEHAGE FO RSONAL LIABILITY
0 AND PROPERTY DAMAGE CAUSED TO
la OTHERS.
0 1
TJolal Other Charges and Amounts Paid to Othars on Your Behall
§ Amgunt Financed (3+4) -
| CONSUMER CREDIT CDMMISSIONERNOTICE
To contact L il about this acocount, vall """ . . This contract is

subject in whole arin par! toTexas law which is enforced by the Consumer Credit Commissloner, 2601 N! L-nmar Blvd., Austin,
Texas 78705-4207; (800) 538-1579; www.occe.state.tx.us, and can be contacled relative to any inquiries or comptlaints. : |

The Annual Percentage Rate may be negotiable with the Seller. The Seller may assign this contract
and retain its right to receive a part of the Finance Charge.

Any change to this contract must be in wriling. Both you and we must sign it. No oral changes to this contract are enforceable.

Buyer X_ CovBuye% X

See back for ower IMporEnT agreements,

CONSUMER WARNING: Notice to the buyer--Do not sign this contract before you read i or4 contaims afy oiank spaces,
You are entitled to a copy of the contract you sign. Under the law, you have the right to pay off In advance all that you
owe and under cartain conditions may save a portion of the finance charge. You will keep this contract to protect your
legal rights.

BUYER'S ACKNOWLEDGEMENT OF CONTRACT RECEIPT: YOU AGREE TO THE TERMS OF THIS CONTRACT AND
ACKNOWLEDGE RECEIPT OF A COMFLETED COPY OF I1. YOU CONFIRW THAT BEFORE YOU SIGNED THIS CONTRACT,
WE GAVE ITTO YOU, AND YOU WERE FREE TOTAKE IT AND REVIEW IT.

- Date.”~* * ___Date

Buyer Signs X _ Co-Buyer Sign:

Co-Buyers and OfhEe esponsibie for paying the enlite Jebt. An olh g &!_e 1o the vahicle but
deas nol have lo pay the cm;l }’he a!h,ergmmagmas talhe. sacumy Interest in the vehicle given tc us fp this contract, -
Other ownat SIDTE nere X ____ ___ Data___ Address.. e e e N e
Sellersigns "2~ - Fhhie Date "'~ i e Titla'
THIS CONTRACT |8 NOT VALID UNTIL YOU AND WE SIGN IT.
Seller assigns lts inletest In thisconfractte &~ _ (Assignee) under the 1erms of Sellar's agieement(s) with Assignes

(] Aacioned wi ratourea - ¢ FERASSIe0 WO 6course [ Pssignag wilh limied recouree

. oyt ik € H

L oponige
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9 CT Corporation Service of Process
] Transmittal
05/10/2011
CT Log Number 518490644

N A

TO: Chns Dzbansk
Fard Mator Company
One Amenican Road, WHQ 433-E3
Dearborn, Ml 48126

RE: Process Served in Maryland

FOR: Ford Motor Company (Domestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLOWS:

TITLE OF ACTION: _Pl(f. vs, Ford Mator Company, Dft.

DBOCUMENT(S) SERVED: Letter, Writ of Summons, Return Form, Case Information, Complaint, Demand for
Jury Trial, Exhibit(s)

COURTIAGENCY: Baltimore Coun:y Circuit Caurt, MD

Case # 03-C-11-004263

HATURE OF ACTION: Product Liability Litigation - Lemon Law - Failure to correct and/or repair defects

on a new 2010 Ford Fusion, Vin 3FAHPOHA4ARJI - Seeking $27,278.00

The Corparation Trust Incorporated, Baltimore, MD

By Certified Mail on 05/10/2011 postmarked on 05/06/2011
JURISDICTION SERVED : Maryland

ON WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:

APPEARANCE OR ANSWER DUE: Within 30 days after service - Written response

ATTORNEY(S) /| SENDER(S): Jacqueline C. Herrritt
Kimmel & Silverman, P.C.
10 East Butler Pike
Ambler, PA 19002
215-540-8888

ACTION ITEMS: SOP Paspe;’s with Transmittal, via Fed Ex Priority Overnight , 7970803427315
Image 50

Email Notification, Chris Dzbanski CDZBANSK@FORD.COM

Fax Transmittal, Chris Dzbanski B88-868-8312

SIGNED: The Corporation Trust Incorporated
PER: Billie Swoboda
ADDRESS: 351 West Camden Street
Baltimore, MD 21201
TELEPHONE: 410-539-2837 &
m
= pu ==
> 2ah
-= s PO
- E‘ ~m
5 et — o
m> - a5
- =
22 - =
(= 2o w o=
= N m
| a (i

Page1of 1/RL

Information displayed on this transmittal s lar CT Corparation s
record keeping purposes only and is provided Lo the recipient for
quick reference. This informatian doss nat constitute 3 legal
opinion as ta the nature of actian, the smount of damages, the
answer date, or any information contained i the documents
themselves. Recipient is responsible for interpreting said
documents and far taking aporopriate action. Signatures an

certilied mall receipts confirm receipt of package only, ot
contents.
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ROBERT M SILVERMAN ..E IACQUELING C, HIRRITT ™

e KIMMEL & SILVERMAN kT

" Memher. A Bur AMY L WENNTECORF ™
* Memher, N1 Bar KIS TTNA GILL ROSEMAN*F

' Mensher. DE Bar MICHARD A SCHOLER'™
Afember, NY Nar = TARA L. PATTERSON
Sianher. MA Hor 1-800-LEMON LAW W ...;u\IE:;.II;::(CP:W?Y;J.
Menher, ML) Bar www lemonlaw.com SARAN YOUNG™

¥ Member, (11 Kar lemaor
Manther, MI Bar

Alinber, N CORPORATE HEADQUARTERS
Meishér, 1T lay \0 . Butler Pike
Member, [N Bar Ambler, PA 19002
Memsber. W1 Hew I (21%) $40-8888

' Member, 16 Har

¥ Member U4 Hor F (215) 540-8817

WESTERN PA OFFICE, 210 Grant Sireet, Swite 202, Piusburgh, PA 15219, P (412) 566-1001, T (412) 5661103
NEW JERSEY OFFICE, Executive Quarters, 1930 E Marlion Pike, Suite ()29, Cherry Hill, NJ 08003, P (856) 429-8334, I (856) 216" 144
DELAWARE OFFICE, 501 Silverside Rond, Suite 118, Wilmington, DE 19809, P (302) 791-9373_ F (302) 791-9476
CONNECTICUT OFFICE, 60 Hartford Pike. P O. Box 325, Dayville, CT 06241, P (860) 866-4380, I (B60) 263-0919
NEW YORK OFFICE, 100] Avenue of the Americas, 12th Floor, New York, MY 10018, P (212) 719-7543, F (877} 617-2515
PLEASE REMIT ALL CORRESPONDENCE TO THE AMBLER OFFICE

May 5, 2011

CERTIFIED MAIL/RETURN RECEIPT REQUESTED

Ford Motor Company

c/o The Corporation Trust Company
351 West Camden Street

Baltimore, MD 21201

RE: _v. Ford Motor Company

Docket No. 03-C-11-004263 CN

Dear Sir/Madam:

Enclosed please find a copy of the Summons and Complaint which has been filed in the
Circuit Court for Baltimore County Circuit. You are being served pursuant to the Maryland
State Rule, 2-321.

Please refer the attached to the legal department. Note: a responsive pleading is due 30
days afler the receipt of the Complaint, 2-321.

Very truly yours,

< ——
- \ G 2
(. -Jacqueline'C. Herritt; Esquire
. [”
JCH\jh
Enclosure

DP12-006 002055LC



CIRCUIT COURT FOR BALTIMORE COUNTY
Julie L. Ensor
Clerk of the Circuit Court
County Courts Building
401 Bosley Avenue

P.0O. Box 6754

Towson, MD 21285-6754

(410)-887-2601, TTY for Deaf: (800)-735-2258
Maryland Toll Free Number (800) 938-5802

WRIT o ® SUMMONS

_vs Ford Motor Co

STATE OF MARYLAND, BALTIMORE COUNTY COUNTY, TO WIT:

i T R AT

To: FORD MOTOR CO
C/0 The Corporation Trust Company
351 West Camden Street
Baltimore, MD 21201

You are hereby summoned to file a written response by pleading or motion,
within 3 days after service of i iry this court, to
the attached Complaint filed by:

Windsor Mill, MD

WITNESS the Honorable Chief Judge of the Third Judicial Circuit of

Maryland
it
L 5.8
Date Issued: 05/02/11 € 0[. gr\s '.J A
lAlie L. Ensor \E%Egjf ( /U
Clerk of the Cireuit Court. per N/ #
To the person summoned:
FAILURE TO FILE A RESPONSE WITHIN THE TIME ALLOTTED MAY RESULT IN A JUDGMENT

BY DEFAULT OR THE GRANTING OF THE RELIEF SOUGHT AGAINST YQU.

Personal attendance in court on the day named is NOT required.

DP12-006 002056LC



To: FORD MOTOR CO
¥ % xS HBERIFEFFEF B RBETIRNY® &
(Please Print all information)

Case Name :_ vs Ford Mctor Co

ID# of the

(Serving Sheriff’'s Name)

County Sheriff’s Office represent to the Honorable Court the I:

(1) Served,

(Name of Person Served)

on at
({Date of Serwvice) (Location of Service)
with the following:
Summons Counter complaint
Complaint Interrogatories
Mot ion Domestic Violence Order
Show Cause Order Other

(Specify Documernt Served)
(2) Was unable to serve because:

Moved left no forwarding address No such address
Address nct in jurisdicticn Other

(Please Specify)

Sheriff’'s Fee $

(serving Sheriff’s Signature and Date)

INSTRUCTIONS TO SHERIFF'S OFFICE:

1. This summons is effective for service only if served within 60
days after the date it is issued.
2. Proof of service shall set out the name of the person served, date and

the particular place and manner of service. If service is not made,
Please state the reasons.

3. Return of served or unserved process shall be made promptly.

DP12-006 002057LC



Circuit Court for Baltimore County

City or County

CIVIL - NON-DOMESTIC CASE INFORMATION REPORT

DIRECTIONS:
Plaintiff: This Information Report must be completed and atiached lo the complaint filed with the Clerk of Court
unless your case is exempled from the requirement by the Chief Judge of the Court of Appeals pursuant to Rule 2-111{a).
1 copy must be included for each defendant to be served.
Defendani: You must file an Information Report as required by Rule 2-323(h).
THIS INFi [ATION REPORT CANNOT BE EPTED AS AN ANSWER OR RESPONSE.

|FORM FILED BY: PLAINTIFF DEFENDANT CASE NUMBER —
lerk o insent]
CASE NAM_ vs. FORD MOTOR COI\-SIPANY :
Plainnfl Delendant
[URY DEMAND: Yes BNo Anticipated length of trial: hours or days
RELATED CASE PENDING?[ ] Yes [KINo  ifyes, Case #(s), if known:
Special Requirements? [} Interpreter (Please attach Form CC-DC 41)
D ADA accommodation (Please attach Form CC-DC 49)
NATURE OF ACTION DAMAGES/RELIEF
(CHECK ONE BOX)
TORTS LABOR A. TORTS
DMnmr Tort D Workers' Comp. Actual Damages
DPremisas Liability (] Wrongful Discharge under $7,500 [ Medical Bills
DAssault & Battery D EEO UST,SOO - $50,000 $
[IProduct Liability (T other [J550,000-$100,000  [JProperty Damages
[ erofessional Malpractice CONTRACTS (Jover $100,000 g :
DWmngful Death Dlnsurance DWW
Business & Commercial DCGH fessed Judgment $
[dLibel & Slander & other e
Jratse Amrest/Imprisonment REAL PROPERTY B. CONTRACTS C. NONMONETARY
DNuisancc Dludicial Sale
DToxic Torls DCundemnalion D Under $10,000 DDecla ralory Judgment
[Vraud (I Landtord Tenant (1 510,000 - 520,000 |Finjunction
[IMalicious Prosecution Cother D overs200000  |Jother
Jiead paint OTHER |
DAsbestos DCMI Rights
Other D Environmental
Oapa
other

ALTERNATIVE DISPUTE RESOLUTION INFORMATION
Is this case appropriate for referral (0 an ADR process under Md. Rule 17-1017 (Check all that apply)

A. Mediation Yes XINo C. Settlement Conference |_J Yes |_INo
B. Arbitration [)] Yes [] No D. Neutral Evaluation  [] Yes [ JNo
TRACK REQUEST

With the exception of Baltimore County and Baltimore City, please fill in the estimated LENGTH OF TRIAL.
THIS CASE WILL THEN BE TRACKED ACCORDINGLY,
’ 1/2 day of trial or less 3 days of trial time
1 day of trial lime More than J days of trial time
2 days of trial time

I'LEASE SEE PAGE TWO OF THIS FORM FOR INSTR ONS PERTAININGTO T
TECHNOLOGY CASE MANAGEMENT PROGRAM A MPLEX SCIENCE ANDIMIR MEDICAL CASE
MANAGEMENT PROGRAM (ASTAR), ASWELL AS A
COMPLAINT IN BALTIMORE CITY, PRINCE GEOR:

Date 04/07/11 Sign

CC/DCM 002 (Rev. 2/2010)
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For all jurisdictions, if Busi) and Technology track designation under Md. Rule 16-205 is requested, attoch o dupli

copy of complaint and check one of the tracks below.

Expedited Standard
Trial within 7 months Trial within 18 months
of Filing of Filing

D EMERGENCY RELIEF REQUESTED

" FOR PURPOSES OF POSSIBLE SPECIAL ASSIGNMENT TO AN ASTAR RESOURCE JUDGE under Md. Rule 16-202.
Please check the applicable box below and aitach a duplicate copy of your complaint.

[ Expedited - Trial within 7 months of Filing [ standard - Trial within 18 months of Filing

IF YOU ARE FILING YOUR COMPLAINT IN BALTIMORE CITY, PRINCE GEORGE'S COUNTY, OR BALTIMORE
COQUNTY PLEASE FILL QUT THE APPROPRIATE BOX BELOW.

CIRCUIT COURT FOR BALTIMORE CITY (CHECK ONLY ONE)

D Expedited Trial 60 to 120 days from notice. Non-jury matters.
[ standard-Shont Trial 210 days.

] standard Trial 360 days.

D Lead Paint Fill in: Birth Date of youngest plainti{f’

D Asbestos Events and deadlines set by individual judge.

D Protracted Cases Complex cases designated by the Administrative Judge.

CIRCUIT COURT FOR PRINCE GEORGE'S COUNTY

Ta assist the Court in determining the appropriate Track for this case, check one of the boxes below. This mformation is not
\an admission and may not be used for any purpose other than Track Assignment.

[ Liability is conceded.

[TJ Liability is not conceded, but is not seriously in dispute.

D Liability is seriously in dispute.

CC/DCM 002 (Rev. 2/2010) Page 2 of 3
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CIRCUIT COURT FOR BALTIMORE COUNTY

D Expedited Attachment Before Judgment, Declaratory Judgmen! (Su'np[e), Admlmslrauvc Appeals, District
(Trial Date-90 days) Court Appeals and Jury Trial Prayers, Guardi nj
D Standard Condemnation, Confessed Judgments (Vacated), Contract, Employment Related Cases, Fraud and
(Trial Date-240 days) ~ Misrepresentation, International Tort, Motor Tort, Other Personal Injury, Workers' Compensation
Cases.

D Extended Standard ~ Asbestos, Lender Liability, Professional Malpractice, Serious Motor Tort or Personal Injury Cases
(Trial Date-345 days)  (medical expenses and wage loss of $100,000, expert and out-of-state witnesses (parties), and trial
of five or more days), State Insolvency.

D Complex Class Actions, Designated Toxic Tort, Major Construction Conlracts, Major Product Liabilities,
(Trial Date-450 days) ~ Other Complex Cases,

CC/DCM 002 (Rev. 2/2010) Page 3 of 3
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IN THE CIRCUIT COURT FOR

Windsor Mill, M BALTIMORE COUNTY
Plaintifl
CASE NO:
FORD MOTOR COMPANY

¢/o The Corporation Trust Company
351 West Camden Street
Baltimore, MD 21201

Defendant

COMPLAINT AND STATEMENT OF FACTS

i, l'LuntJff,_ is an adult individual citizen and legal resident of the State of
Marylam.— Windsor Mill, MD-.

2. Defendant, Ford Motor Company, is a business corporation qualified to do and regularly
conduct business in the State of Maryland, with its address and principal place of business
located at 300 Renaissance Center, P.O. Box 43301, Detroit, MI 48243, and can be served at c/o
The Corporation Trust Company, 351 West Camden Street, Baltimore, MD 21201.

3. On or about May 28, 2010, Plaintiff purchased a new 2010 Ford Fusion, manufactured
and warranted by Defendant, bearing the Vehicle Identification Number
seaHPOHAAH.

4. The vehicle was purchased in the State of Maryland and is registered in the State of
Maryland

5. The contract price of the vehicle, including registration charges, document fees, sales tax,
finance and bank charges, but excluding other collateral charges not specified, yet defined by the
Lemon Law, totaled more than $27,278.00. A true and correct copy of the contract is attached
hereto, made a part hereof, and marked Exhibit "A". .

6. In consideration for the purchase of said \:?l.;}cle, Defenidant issued to Plaintill several

3 PY
warranties, guarantees, affirmations or undertakings with respect to the material or workmanship
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of the vehicle and/or remedial action in the event the vehicle fails to meet the promised
specifications.

7. The above-referenced warranties, guarantees, affirmations or undertakings are/were part
of the basis of the bargain between Defendant and Plaintiff.

8. The parties' bargain includes an express 3-year / 36,000 mile warranty, as well as other
guarantees, affirmations and undertakings as stated in Defendant's warranty materials and
owner's manual,

9. However, as a result of the ineffective repair attempts made by Defendant through its
authorized dealer(s), the vehicle is rendered substantially impaired, unable to be utilized for its
intended purposes, and is substantially diminished in value to Plaintiff.

10. During the first fifteen (15) months following the date of original delivery on the motor
vehicle to the consumer and/or the period of the wvehicle's first 15,000 miles of operation,
Plaintiff complained on at least four (4) occasions about defects and or non-conformities to the
following vehicle components: engine and stalling condition. True and correct copies of all
invoices in Plaintiff's possession are attached hereto, made a part hereof, and marked Exhibit

"B".

COUNT I
MARYLAND AUTOMOTIVE WARRANTY ENFORCEMENT ACT

11, Plaintiff hereby incorporates all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.
2. Plaintiff is a "Consumer” as defined by §14-1501(b) of the Commercial Law article of the
Annotated Code of Maryland (hereinafter the "Code™).

13. Defendant is a "Manufacturer” as defined by §14-1501(e) of the Code,

DP12-006 002062LC



14. Koon's Ford, Woodlawn is and/or was at the time of sale a Motor Vehicle Dealer in the
business of buying, selling, and/or exchanging vehicles as defined by §14-1501(b) of the Code.

15. On or about May 28, 2010, Plaintiff took possession of the above mentioned vehicle and
experienced nonconformities as defined by §14-1502 et seq., which substantially impair the use
and/or market value of the vehicle.

16. The nonconformities described violate the express written warranties issued to Plaintiff
by Defendant.

i7. Section 14-1502(c)(1) of the Maryland Automotive Warranty Enforcement Act
(hereinafler the "Maryland Lemon Law") provides:

I£. during the warranty period, the manufacrurer or factory branch, its agent, or its authorized dealer is
unable to repair or correct any defect or condition that substantially impairs the use and market value of the
motor vehicle to the consumer after a reasonable number of attempts, the manufacturer or factory branch, at
the option of the consumer, shall: (i) replace the motor vehicle with a comparable motor vehicle to the
consumer; or (ii) accept return of the motor vehicle from the consumer and refund to the consumer the full
purchase price including all license fees, registration fees, and any similar governmental charges, less: (1) a
reasonable allowance for the consumer’s use of the vehicle not to exceed fifteen (15) percent of the
purchase price; and (2) a reasonable allowance for damage not attributable to normal wear but not to
include damage resulting from a nonconformity, defect, or condition.

18. Section 14-1502(d) of the Maryland Lemon Law provides a presumption of a reasonable
number of repair attempts if:

(1 The same nonconformity, defect, or condition has been subject to repair four (4) or more
times by the manufacturer or factory branch, or its agents or authorized dealers, within the warranty period
but such nonconformity, defect, or condition continues to exist; or

(2) The vehicle is out of service by reason of repair of one (1) or more nonconformities, defects, or
conditions for a cumulative total of thirty (30) or more days during the warranty period.

19. Plaintiff has satisfied the above definition as the vehicle has been subject to repair more
than four (4) times for the same nonconformity, and the nonconformity remained uncorrected.

20. In addition, the above vehicle has or will be out-of-service by reason of the
nonconformities complained of for a cumulative total of thirty (30) or more calendar davs.

21. Plaintiff has delivered the nonconforming vehicle to an authorized service and repair

facility of the Defendant on numerous occasions as outlined below.
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22. Plaintiff avers that the Maryland Lemon Law statute contains no prohibition on claims
for vehicles having less than four (4) repair attempts by the manufacturer or factory branch, or its
agents or authorized dealers.

23. Plaintiff avers that the Maryland Lemon Law statute contains no prohibition on claims
for vehicles out of service by reason of repairs for a cumulative total of less than thirty (30) days
during the warranty period.

24. Plaintiff avers that the Maryland Lemon Law statute does contain a provision that a
rebuttable presumption exists when there have been either four (4) repair attempts for the
condition or thirty (30) days out of service during the warranty period, but such section §14-
1502(d) is not a pre-requisite to a claim under the statute.

25. Plaintiff avers that what constitutes a “reasonable number of repair attempts”™ is an issue
that is properly determined only by the trier of fact.

26. Plantiff avers that upon presenting the case to the trier of fact, the facts and
circumsiances of this case will demonstrate a reasonable opportunity to repair and/or reasonable
number of repair attempts to prove their claim under the statute.

27. After a reasonable number of attempts, Defendant was unable to repair the
nonconformities.

28. Pluntiff avers the vehicle has been subject to additional repair attempts for defects and
conditions for which Defendant's warranty dealer did not provide or maintain ilemized
statements.

29. Plaintiff avers that such itemized statements, which were not provided also include
technicians’ notes of diagnostic procedures and repairs, and Defendant's Technical Service
Bulletins relating to this vehicle.

30. Plaintiff avers the vehicle has been subject to additional repair attempts for defects and

conditions for which Defendant's warranty dealer did not provide notification.
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31. Plaintiff has and will continue to suffer damages due to Defendant's failure to comply
with the provisions of §14-1502 of the Code.

32. Pursuant to §14-1502(h) and (1), Plaintiff seeks relief for losses due to the vehicle's
nonconiormities, including the award of reasonable attorneys' fees and all court costs.

WHEREFORE, Plaintiff respectfully demands judgment against Defendant in an amount
equal to the price of the subject vehicle, plus all collateral charges, attorneys' fees, and court
costs, or in the altemative repurchase or replacement of the subject vehicle plus all collateral

charges, incidental and consequential damages, reasonable attorneys’ fees.

COUNT II
MAGNUSON-MOSS (FTC) WARRANTY IMPROVEMENT ACT

33. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.

34. Plaintiff is a "Consumer” as defined by 15 U.S.C. §2301(3).

35. Defendant is a "supplier”, "warrantor”, and a "service contractor” as defined by 15 11.5.C.
§ 2301 (4),(5) and (8).

36. The subject vehicle is a "consumer produet” as defined by 15 U.S.C. § 2301(1).

37. By the terms of its written warranties, affirmations, promises, or service contracts,
Defendant agreed to perform effective repairs at no charge for parts and/or labor.

38. The Magnuson-Moss Warranty Improvement Act requires Defendant to be bound by all
warranties implied by state law. Said warranties are imposed on all transactions in the state in
which the vehicle was delivered.

39. Defendant has made attempts on several occasions to comply with the terms of its
express warranties; however, such repair attempts have been ineffective.

40. The Magnuson-Moss Warranty Improvement Act, 15 U.S.C. §2310(d)(2) provides:

11 & consumer finally prevails on an action brought under paragraph (1) of this subsection, he may be
allowed by the court to recover as part of the judgment a sum equal to the amount of aggrepate amount of
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costs and expenses (including attorney fees based upon actual time expended), determined by the court to
have been reasonably incurred by the Plaintiff for, or in connection with the commencement and
prosecution of such action, unless the court, in its discretion shall determine that such an award of
attorney’s fees would be inappropriate.

41. Plaintiff has afforded Defendant a reasonable number of opportunities to conform the
vehicle to the aforementioned express warranties, implied warranties and contracts.

42. As adirect and proximate result of Defendant’s failure to comply with the express written
warranties, Plaintiff has suffered damages and, in accordance with 15 U.S.C. §231({d)(1),
Plaintiff is entitled to bring suit for such damages and other legal and equitable relief.

43, Defendant's failure is a breach of Defendant's contractual and statutory obligations
constituting a violation of the Magnuson-Moss Warranty Improvement Act, including but not
limited to: breach of express warranties and breach of implied warranty of merchantability.

44, Plaintiff avers that Defendant’s warranty was not provided to Plaintiff until afier the
vehicle was delivered, making any and all limitations, disclaimers and/or alternative dispute
provisions ineffective for a failure of consideration.

45, Plaintiff avers Defendant’s Dispute Resolution Program was not in compliance with 16
CFR 703 for the model year of the subject vehicle.

46. Plaintiff avers that Defendant’s warranty did not require Plaintiff to first resort 10 a
Dispute Resolution Program before filing suit.

47. Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss claim herein,
all attorney fees are recoverable and are demanded against Defendant.

48. Section 2-714(2) of the Commercial Law, Annotated Code of Maryland (hereinafier the
“Code”) defines the measure of damages for breach of warranty as “the difference at (he time
and place of acceptance between the value of the goods accepted and the value they would have
had if they had been as warranted, unless special circumstances show proximate damages of a
different amount.”

49. Section 2-715(1) of the Code authorizes the Court to award the Consumer incidental

damages, including expenses reasonably incurred in the inspection, receipt, transportation and
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care and custody of goods rightfully rejected, as well as any commercially reasonable charges,
expenses or commissions in connection with effecting cover and any other reasonable expense
incident {o the delay or other breach.

50. Section 2-715(2) of the Code also authorizes the Court to award the Consumer
consequential damages, which may include any loss resulting from general or particular
requirements and needs of which the seller at the time of contracting had reason to know and
which could not reasonably be prevented by cover or otherwise and any injury to the person or
property proximately resulting from any breach of warranty.

WHEREFORE, Plaintiff respectfully demands judgment against Defendant in an amount
equal to the price of the subject vehicle, plus all collateral charges, incidental and consequential
damages, reasonable attorneys' fees, and all court costs, or in the alternative repurchase or
replacement of the subject vehicle plus all collateral charges, incidental and consequential

damages, reasonable attorneys’ fees.

COUNT 1
MARYLAND CONSUMER PROTECTION ACT

51. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint by
reference as if fully set forth at length herein.

52. Plaintiff is a "Consumer" as defined by §13-101(c) of the Code.

53. Defendant is a "Person" as defined by §13-101(h) of the Code.

54. The subject vehicle is a "Consumer good" as defined by §13-101(d) of the Code.

55. The Code defines "Consumer goods" as goods which are primarily for personal,
household, family, or agricultural purposes.

56. Section 14-1504 of the Maryland Lemon Law provides that a violation of its provisions

shall be considered an unfair and deceptive trade practice under Title 13 of the Commercial Law

Article.
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57. The Maryland Consumer Protection Act defines “unfair or deceptive trade practices” as:

(1) False, falsely disparaging, or misleading oral or written statement, visual description, or other
representation of any kind which has the capacity, tendency, or effect of deceiving or misleading

consumers;
(2) Representation that:

(1) Consumer goods, consumer realty, or consumer services have a sponsorship, approval,
accessory, characteristic, ingredient, use, benefit, or quantity which they do not have;

(i1) A merchant has a sponsorship approval, status, affiliation, or connection which he does not
have;

(iii) Deteriorated, altered, reconditioned, reclaimed, or secondhand consumer goods are original or
new, or

(iv) Consumer goods, consumer realty, or consumer services are of a particular standard, quality,

grade, style, or model which they are not;
(3) Knowingly false statement that a service, replacement, or repair is needed

58. Plaintiff avers that Defendant has violated these, as well as other provisions, of §13-101
et seq. of the Code.

59. Section 13-301(14)(x1) of the Code provides that a violation of the Automotive Warranty
Enforcement Act is an automatic “unfair or deceptive trade practice” and, therefore, a violation
of the Consumer Protection Act.

60. Defendant’s conduct surrounding the sale and servicing of the subject vehicle falls within
the aforementioned definitions of “unfair or deceptive trade practices.”

61. Section 13-408(a) of the Code authorizes consumers to bring an action to recover for
injury or loss sustained by them as the result of a practice prohibited by the Consumer Protection
Act.

62. Section 13-408(b) of the Code further allows consumers who are awarded damages to

seek reasonable attorney’s fees.
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WHEREFORE, Plaintiff respectfully demands judgment against Defendant an amount equal
to the price of the subject vehicle, plus all collateral charges, incidental and consequential
damages, reasonable attorneys’ fees, and all court costs, or in the alternative repurchase or
replacement of the subject vehicle plus all collateral charges, incidental and consequential

damages, reasonable attorneys’ fees.

KIMMEL & SILVERMAN, P.C.

o W I
By: o= J&N\’“—’ |

JAGQQUELINE C. HERNYTT, ESQUIRE
ttorney for Plaintiff
30 East Butler Pike
Ambler, Pennsylvania 19002
(215) 540-8888
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IN THE CIRCUIT COURT FOR

Windsor Mill, M BALTIMORE COUNTY
Plaintiff
CASE NO:

\

FORD MOTOR COMPANY

c/o The Corporation Trust Company
351 West Camden Street

Baltimore, MD 21201

Defendant

DEMAND FOR JURY TRIAL

Plaintiff demands to have this case tried by a jury.

Pursuant to Maryland Rule 1-313, this is to certify that [ am licensed to practice law in
Maryland.

30 East Butler Pike
Ambler, Pennsylvania 19002
(215) 540-8888
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FROM : KATRINA WILLIAMS 1 4185979993 Mar. 11 2011 11:58AM P4

KOONS FORD or BALTIMORE
6970 SECURITY BLVD.
BALTIMORE, MARYLAND 21244

We won't be satisfied until you are!
www.koons.com

SERVICE: (410) 281-2675 SALES: (410) 298-3800
WASHINGTON: (301) 621-5030
Limited Warranty

Parts and labor are warranted for 12 months or 12,000 miles, whichever comes first. Details on back. -

P o AL T e

L 'mmao g

Adv: 195 CLIFF CLEMENTS s " | tag: 91M1 L-l.cens'el o :!EAHPOHAA‘_ Page: 1 Involice

WINDSOR MILL, "MD WII
Work:| Wor!
T =3k o
Qdemater fmi 3762 out: Dist: 1FA WAR W Prelia| 10 FORD FUSION ST 4DR SDN WRITE
MEG: 287001 Stockf: AR3I221IA

Done: 12/17/10 Production:

Begin: 12/17/10 Iavelced: 12/17/10 15:26 oC | Inservice:r 05/30/10 02/25/10 Yold: N5/28/10

ST TNER STATES VERICLE IS STALLING WHEN' AT STOPS . |oeration GEURE
Cavse e M 194 0.0 0,00 |
Corraction | TEET DROVA TRE DIAG MO CODES CHECKED NO TSBS COUL Ner

DUFLICATE
Tech 154 FITAPATRICK, EE

COND CODE t 0
CONCERN €D ; 0

Subtotal
Type: ¥ TOTAL CHARGE FOR CONGERN 0.00
| TOTAL CHARGE / 0.00
% FAC WARRANTY 0.00
z TOTAL CHARGE 0.00
"WUESDAY,  02/22/11 at 07:40 for REDLACE OIL AND FILTER UP T0'7 OF$'OF OIL TOP FLUIDS

TUESDAY , 02/22/11 at 07:30 for REPLACE OIL AND FILTER UP TO 7 QT8 OF OIL TOP FLUIDS
WRARRANTY JOB i

It you have any questions - plesse see CLIFF CLEMENTS A SH—
"fc'b‘&tln'tvvv-v'r-'ui‘b-ﬂ-i‘I‘tﬁll‘ﬁtttti..x-'iiﬁ“bf)iit.b&ﬁ'tt-l'vQ

PLEASE HELP US HELP YOU, YOU MAY RECIEVE A CUSTOMER SATISFACTION PLAINTIFF'S
SURVEY ERCM FORD IN THE NEXT FEW WEEKS IF FOR ANY REASON YOU CANNOT EXHIBIT

"‘ANGN'FR COMPLETELY SATIFIED PLEASE CONTACT TOM MILLER IMMEDIATELY
1111 YOUR OCMPLETE SATISFACTION IS dun GOAL fterittrtity

[ ACKNOWLEDGE RECEIPT DF THE PARTS AND
LABOR LISTED ABOVE
THIE COPY MUST BE RETURMED FOR AD-
JUSTMENT

Frama
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FROM : KATRINA WILLIAMS “UuNbH?-bEU%U or BALIIMORE

—

1 418597999 Mar. 11 2011 11:520AM P&

6970 SECURITY BLVD.
BALTIMORE, MARYLAND 21244

We won't be satisfied until you are!

P www.koons.com

SERVICE: (410) 281-2675 SALES: (410) 298-3800
WASHINGTON: (301) 621-5030 _
Limited Warranty

Parts and labor are warranted for 12 months or 12,000 miles, whichever comes first. Details or back.

Iﬁemam ‘ ATHORZATION TOMMIT, j |PR!0R (5] lm.m:s BRTE =

Adv: 135 CLIFF CLEMENTS Tag: 3564 |License: MD JFAIIPOHAY Paga: 1 ,.fnv-n:n

o = T TR B v T

WIN WINDS

Wor Efoma_work Ext: 2983 | Work; Hemu:_ Work Hxu;

T m—

Odematar Ln: 2998  out: Disk: LEA WAR W Pralin| 10 FORU FUSION sE ADR SON WHITE
]Ml‘ﬂl 287001 Atockl: N\:zza:c—[
Beglnt 02/18/11 | Dome: 02/21/11 | Invelced: 02/21/11 13137 <€ | Inservice: 03/30/10 Eroduct.lon: 02/25/10 Ssldl 05728710

- e " ot AL S0 3
B ek 5 i - o e 3 %

Conrerrn 51| OWNER STATES ENGINE WILL STALL WHEN COMING OFF HIGHWAY Cperation Tech Unirs Amount
LETTING COMPLETELY OFF THROTTLE--WILL RESTART
Cauae THROTTLE BODY 126500 194 0.2 13.06
Carrection TESTED AND REFLACED THROTTLE 2ODY NO CODES FOUND
s51-111 X 2926R 194 0.6 Sa.11
barts Parc Mumber POI Noke Description Qry Sell
: ™| 9Lz 9E9Z6 A INSF THROTTLE BODY AND Mo 1 107.43  107.43
‘Farkar Count 1,00 Bllowanse: 12.97 '

Teci 194 FITZPATRICK, BE

COND CODE ' 0
CONCERN CD 1 @

Subtotal
PARTS 150.40
LAB-MECHANICAL 72,24
TOTAL CHARGE FOR CONCERN 222.64

T O =
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FROM : KATRINA WILLIAMS NO. : 4185979993

6970 SECURITY BLVD.

KOONS FORD o BALTIMORE

Mar. 11 2011 11:59@M PS

BALTIMORE, MARYLAND 21244
We won'’t be satisfied until you are!

www.koons.com
SERVICE: (410) 281-2675
WASHINGTON: (301) 621-5030
Limited Warranty

SALES: (410) 298-3800

Parts and labor are warranted for 12 months or 12,000 miles, whichever comes first, Details on back,

PROGRAM AUTHORIZATION COMMIT | PRIOR RO

MILEAGE DATE

Adv: 135 CLIFF CLEMENTS Tag: 1584 | Licsnse: aranpoHA4 AR | oce Involos: WABAE3

WINDSOR MILL, MD
Nk pomo. [N v
, :

v = = z n x T T =

:Odometer, in: 30&1 out: nisr: 1IFA WAR W Pralim| 10 FORD FUSION SE ADR SuN WHITE
HIG: 20J001 . Stocks! ARIZ2IIG l_
Begin: 03/08/11 Cone: 03/08/11 | Yoveleced: 03/10/11 17:07 X Tnzervice: 05/30/10 Production: D2/25/10 | Soldt D5/28/10

Concern 51| OWNER STATES VEHICLE STALLS WHILE DRIVING--LET OFF
ACCELERATOR - ILIKE GETTING OFF INTERSTATK ONTO OFF RAMP
Causa P UPDATE
Correction | DIAG TESTS, NO ENGINE CODES PCM PASS, PREFORM 49 MILE ROAD
JTEST, coOULD NOT DUPLICATF CONCERN AT THIS TIME, REPRCGRAM
PCM WITH FORDS LATEST RUNNING CALIBRATIONS, RELEASE TO
CUSTOMER
Tech 113 RODERTS, JOHM
COND CODE &
CONCERN €D 2 0

FAC WARRANTY
TOTAL CHARGE

Op=ratlon Tech Units Amount
M 1M1 0.0 0,00
Subtaral

TOTAL CHARGE FOR CONCZRN

If you have any questions - please see CLIFF CLEMENTS

D b e e L T PSS P e
PLEASF, HELE US JIELP YOU, YOU MAY RECIEVE A CUSTOMER SATISFACTION
SURVEY FROM FORD IN THE NEXT FEW WREKS IF FOR ANY REASON YOU CANNOT
ANSWER COMPLETELY SATIFTED PLEASE CONTACT TOM MILLER IMMEDIATELY
PEITELIN M IYOUR COMPLETE SATISFACTION IS5 OUR GOAL tfitttninng

H

_ICHEDH, { /) APPROPRIATE BOX) | THE BFORUATICN GEIIAIED MEREDN I3 ACCURATE. VM-
[Te ] | |l N TR e e
3 1 [l -

i

e e e Elsaems et

| ACKNOWMLEDGE RECEIPT OF THE PARTS AND .
LABOR USTED ABOVE

THIS COPY MUST BE RETURNED FOR AD-
JUSTMENT

CUSTOMER,
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LAW OFFICES OF

ELIZABETH DELEVIE AGMON
16501 VENTURA BOULEVARD, SUITE 401
ENCINO, CALIFORNIA 91436-2068
TELEPHONE (818) 344-7022
Fax (818) 344-7032

E-MAIL delevieagmon@hotmail.com

April 15,2010

Sent Via Certified Mail/Return Receipt
Article

Ford Motor Company
Litigation Prevention Section
Executive Offices

16800 Executive Plaza Drive
Mail Drop 3NE-B

Dearborn, M1 48126

i\'E;t_vA Ford Motor Company

Dear Sir or Madam:

This letter serves to inform you that this firm has been retained by _
- to represent her in her case against Ford Motor Company arising out of her purchase of a
defective 2009 Ford Escape, Vehicle [dentification Number (VIN) IFMCU03709 from
Vista Ford on February 1, 2009. Enclosed herewith are copies of] sales

contract, current registration and repair orders.

With this letter [ also enclose a copy of the Notice of Rescission of Contract, Rejection
and/or Revocation of Acceptance of the vehicle. Pursuant to her rights under the Commercial
Code,ﬁwill be holding the vehicle to protect her secured interest in the
vehicle until Ford Motor Company returns all money and consideration paid by her and

compensates her for incidental and consequential damages, attorneys fees, costs and expenses
arising out of this matter.

Al the present time we are prepared to settle this case for $27,088.35, based upon th
damage calculation sheet enclosed herewith, plus reasonable attorneys fees. This is an offer to
compromise this claim.

You are specifically instructed not to contact my client, _ and [

suggest that you present this letter along with the enclosures to your legal counsel for review.
Please have him or her contact me so that we can determine whether or not we will be able to
resolve this matter or whether it will be necessary to file a complaint. As you are aware, if it is
necessary to file a complaint, Ford Motor Company may be liable for a civil penalty of up 10
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April 15,2010
page tw

$54,176.70.

[ look forward to hearing from you.

Very truly yours,

Elizabeth Delevie Agmon

encls.

-
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DAMAGE CALCULATION SHEET

Contract Purchase Price

Purchase Price down payment including trade-in value § 3.562.60
Payments as of April 15,2010 $ 5.719.84
Loan payoff as of April 15, 2010 $17.492.91

(good through April 26, 2010)

Incidental & Consequential Damages
Subseqguent year registration: $ 313.00

Total: $27,088.35
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OTIE RESCIQS’OJN

OF
 ANDR REVOCATION or acCEP TA
<EJECTIO

| 1

oy g tha_reseinds that certain contract 1llgrlt':d
Notice 1¥1, 20¢ at Vista Ford, an authorized Ford Motor Company dealc_rr-hw in
v her on FS: Califyhia, by the terms ofwhich . I tcred into the
@ 2009 Fod Escape, Vehicle 1dentification Number (VIN) 1FMCU03709
Wl} il purchase pice with financing was $28.076.20. A copy of the Purchase Contract is
«fached hereto as Exhibit A.

IL

_hercby exercises her rights to revoke acceptance ot this vehicle

because the vehicle was sold to her under fraud and mistake, and turther because it fails to
conform to the applicable warranties.

1L

The grounds for rescission of the contract and revocation of acceptance of the vehicle are
15 follows:

a. Violation of the Repurchase/Replacement Provisions of the Lemon Law

Since the date of purchase, the vehicle has been in for repair an unres sonable number of
times due to defective conditions in the vehicle. Such conditions substantially impair the use,
safety and value of the vehicle. Ford Motor Company and its representatives have been unable to
repair the defects and have refused to replace the vehicle or refund N -
money paid for the vehicle pursuant to the Song-Beverly Consumer Warranty Act. Asa result,
the consideration received by under the contract has failed in whole or
material part through the fault of the manufacturer and its representatives

_ entered into the contract under the mistaken belief that the
vehicle was free from defects and was in a fit and merchantable condition. In fact, the vehicle
was defective, unfit for use as safe and reliable transportation, and in an unmerchantable
condition at the time of sale. Hu_ known the condition of the
vehicle, she would not have entered into the contract and would not have taken delivery of th
vehicle.

IV.

Based on the above facts and circumstances, the vehicle has failed in material resp
comply with the representations and warranties made by Ford Maolor Company and its auf
representative Vista Ford. and justifies evoking acceptance of th
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1emcuo3709 N Page 1 of 2
|__Prini Pago Click Here |
OQASIS RESULT; USA i
1FMCUG3709! EN Fexwsa
@ Copyright 2002-2010 Ford Mator Company. All rights reserved
VEHICLE INFORMATION

VEHICLE DESCRIPTION BODY STYLE ENGINE

2009 ESCAPE 4 DR XLT MPY 42 251 DOHC

TRANSMISSION AXLE CODE ENGINE CALIBRATION

& SPEED AUTO 6F MID a6 IM71A20A

PAINT COLOR RADIO GROSS VEHICLE WEIGHT

WHITE SUEDE ELETR AM/FM STRO/DISC/CLK 4440 LB, GVW

AXLE RATIO WHEEL SIZE FRONT TIRE

2.93 FINAL DRIVE RATIO

SYNC VERSION VHR ACTIVATED
Vi N

. WARNING MESSAGES

7.0X16" ALLOY ROAD WHL-STYLE 1

P235/70R-16T BSW A-5

VERIFY STATE REGISTRATION, VIN MAY BE ELIGIBLE FOR CALIFORNIA EMISSIONS WTY

_ARN MESSAGES

.. GENERAL WARRANTY INFORMATION

WARRANTY START DATE
02/01/2009

OUTSTANDING FIELD SERVICE ACTIONS

BUILD DATE
Q7/22/12008

NO CAMPAIGN MESSAGE(S) FOUND
MARKETING MESSAGES

SALE MILEAGE

New Vehicle Base Warranty

DOWNER ADVANTAGE REWARDS: VIN HAS BEEN ASSOCIATED WITH AN OAR ACCOUNT AT THiti DEALERSHIP

VISIT OA TRACKER TO VERIFY MEMBER AND SEE COMPLETE ACCOUNT DETAILS
DEALER-FUNDED REWARDS BALANCES AS-OF-DATE: 04/07/2010

OA MEMBER®: 217 288 691

DEALER SERVICE BALANCE: $10.00 DEALER OIL CHANGE BALANCE: 0 DEALER SALES BALANCE; $100.00

EXTENDED COVERAGES

NO ESP INFORMATION AVAILABLE
WARRANTY REPAIR HISTORY

11/30/2009
DEALER: Visia Ford Lincoln Mergury

WARARANTY CLAIM NUMBER: 073741 DDDMETER 079 7am
Ny e — _—
QUANTITY LaBOROP || Tion CODE_|[CONDITION DESC. === ]

IUZZ 14SEIFIAA [~ oot 126300 E [0 [Fuaw i maTERAL
2T 14ACERAB - 003 12650081 Fgss —
='z='==‘1| i = e
08P 1 014 M 174581 P
WA TSEA | 022 1265001 1
13ASET [[1RnG assy eeC sens o0 = LK

MO PZ13S EEC TEST DCL DISPLAY MONITOR TEST PINPOINT TEST CONTACT NDHINE 103437461 CHECKED THERE LIR" 1175 V818 AND VE18 BOTH PASS CHECKED E18 IHGLF'
TOLD TO REPLACE WIFING FROM TP SENSOR T0O PCM 4 WIRES CIR CUTS VESTE BN VER1S GN VT AE134 BU OG AND LE114 YE 1 ROM CV7SE TO C 1368 MI ME S00HAS PLUS OP

11/30/2009
DEALER: Vista Ford Lincoln Mereury
WARRANTY CLAIM NUMBER: 073741

ODOMETER: 007973M

CONTACTED FSE
P 100081 000

[=___pany nunaen |FART oEscmeTion —_|[auantav[

= TAPT Jiisc 1

LABDA OF

[

[ con

TAP ) REMT A CAR FOR A TOTAL OF 270 DOLLANS CONTAACT NUMBER 13362

10/02/2009
DEALER: Vista Ford Lincoln Mercury
WARRANTY CLAIM NUMBER: 069430

C_)DOMETE_B:_UDGE-IM

I PART NUMBER Jfﬂanr DESCRIPTION =

o)
o
4
S|
3
o
E4
o
=
o
o

S GUANTITY LABOR OF
% [BODY ASY.AIR CHARGE 001 126500 [DOES NOT OPERATE PROPERLY |
= e
000 12650081 |
000 12650045 | S =
000 || GA70A = |
o || 126500%1 5 |

YES P2138 EEC TEST DCL DISPLAY MONTOR TEST PINFOINT TEST REPLACE THROTTLE BODY RETEST P1000P 1000

DP12-006 002080LC



1EMcu03709 I Page 2 of 2

10/02/2000
DEALER: Vista Ford Lincoln Mercury

WARRANTY CLAIM NUMBER]| ODOMETER: 006/i54M
PART NUMBER PART DESCRIPTION —|[auanmiry]( LABOR OF |[ cowmon cone  |[coMomion Desc 1.

[ TAPL Iﬁrsc o | I (B [FREIGHTIPOSTAGEMAINTENANCE |

TAP | RENT A Z4R FOR A TOTAL OF 210 DOLLARS CONTRACT HUMBER 13927

08/13/2009
DEALER: Vista Fard Lincoln Marcu
WARRANTY CLAIM NUMEER* ODOMETER: 004U60M
[ __PART NUMBER [PART DESCAIPTION [ouanTiv|[ LABOROP || COMINTION GOGE _|[CONOMION GESC
e LA e et = ERT. LABOROR Bl
| Tap Jpwise | o0 &2 JFREIGHTF OSTAGEMAINT H|
4960 TAP 1 REXT A CAR FOR A TOTAL OF 210 DOLLARS CONTRACT NUMSER 11451 TOB ¢ APEEALED TO RO BS486 LINE B A5 MISSED TAP CAR
0B/06/2009
DEALER: Vista Ford Lincoln Mercury
wanrantr cam nuveer JJIII ODOMETER: 004459M
|I PAHT NUMBER [PaRT DESCAIl - QUANTITY|[  LABOROP____ || COMIITION CODE _|[CONDITION DESC 1l
| BLAZ | 4AGE4A [AIR BAG CLOCK SPRING. 01 140560 Da JFLAW i MATERIAL =l
[ ] o vosens || I b
4559 CLOCK S#AmG C¥ QUT RETAIVE COOE POSEY PINPOINT TEST REPLACE OPEN CLOC K SPRING OK AT THIS TIME CLEAR Z0DES
08/04/2009
DEALER: Vista Ford Lincaln Mercus

WARRANTY CLAIM NUMBER:|
PART NUMBER PARY DESCAIPTION

ODOMETER: 004£84M

OUANTITY][ LABGRA OF [_conrimion cobe_|[coNDMION DESC il |
¥-FRONT SUSP [ 1307 S | n DOSE PART
[ARM ASY-FRONT SUSP L 000 [ MT078 ]l L I
4884 INSPECT SUSPENSION AND WHEELS TIGHTEN ALL FRT SUSPENSION
05/11/2009
DEALER: Vista Ford Lincoln Mercury
WARRANTY CLAIM NUMBER: _ ODOMETER: 002687M
PART NUMBER [PART DESCRIPTION [QUANTITY LABOR OP _CONEITION CODE__|[CONDITION DEST ]|
[ ST IEREA [BODY ASY-AIH CHARGE oo 126500 42 [DOES NOT OPERATE PROPERL Y el
i c 000 30508 =
i E [ _oe0 12650085 =2 ]
i Al — [ oo 12650045 =3
i == [ _o00 12650081 =
|8 ] [ 5264 == [ 2
l = | o0 | 1265001 [
2687 CHK OBDA P2118 YES PASS PASS CHK FLIEL PRESSURE OK AT 47 PSI CHK IGNIT ION SYSTEM PINPOINT TEST MONITOR  £ST REPLACED THROTTLE G00Y RETEST P1002 A KO HOAD TESTS MILES
05/11/2009
DEALER: Visla Ford Lineoln Mercury
warRrANTY cLAm NumeeR I ODOMETER: 00267M
[ PART NUMEER [PART DESCRIPTION 1[GuANTIY LABOR O ][ CONGITION CODE | [CONDITION DESC = |
i TAPY 5C o[ i a2 [FREIGHTOSTAGEMANTENANGE |

2687 TAP V FENT A CAR HOR A TOTAL OF 50 DOLLARS CONTRACT NUMBER 12623

Click Here for Full Warranty History
On-tine 1878

END OF OASIS REPORT FOR |Fm‘:uua709x-

DP12-006 002081LC



VISTA FORD

21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 91364

VISTA AUTO BODY
7862 DEERING AVE
CANOGA PARK, Ca 91304

CUSTOMER #: 111938 59269 SEAVICE DIRECT: (818) BB4-7601 DIRECT: (818) 347-1548
EPAs CADD7294037201024 EPAp CADO 7294037283001
B4R REG. 2 ARDOG 1819 B AR REG ¥ ARDYAI213
INVOICE
SERVICE AND PARTS DEPT, HOURS. VISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
7:00 AM. TQ 6:00 P.M 8:00 AM TO 5:00 PM
WEST HILLS, CA PAGE 1 PPt e
HOM CONT:N/A
BUS CELL: SERVICE ADVISOR: 346 KELLY EUBANKS
COLOR YEAR MAKE/MODEL VIN [ LICENSE MILEAGE IN/ OUT | TAG
WHITE 09 | FORD ESCAPE 1FMCL 0370_ 20R7/2687 __
DEL. DATE PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01FER0Y I
01FEB09 D WAIT 11MAY09 0.00| casH 13MAY09
A.0. QPENED READY CPTIONS: STK:90232 ENG:2.5 Liter
F rd
i -
11MAYQ2 13MAYO09
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUST STATES CHK ENG LT AND WRENCH LTS CAME ON WHILE DRIVING
CAUSE: 2687 CHK OBDII P2135 YES PASS PASS CHK FUEL 2RESSURE OK AT 47
v PSI CHK IGNITION SYSTEM PINPOINT TEST MONITOR TEST REPLACED
THROTTLE BODY R
12650D EEC (QUICK TEST) - DIAGNOSIS - L
201 W (N/C)
1 9LBZ*9E926*A THROTTLE BODY AND MCTCR ASY (N/C)
93508 FUEL PUMP PRESSURE TEST ON VEHICLE -
DIAGNOSIS (9A407/9H307/9350) - L
201 W (N/C)
12650D55 IGNITION SYSTEM - DIAGNOSIS - L
201 W (N/C)
12650D45 EEC SYSTEM - DIAGNOSTIC PIN POINT TEST -
I
201 W (N/C)
12650D81 RECORDER/MONITOR ROCAD TEST - DIAGNOSIS -~
L
201 W (N/C)
9926A THROTTLE BODY - AIR INTAKE - REPLACE
(9ES26) - L
201 W (N/C)
12650DX1 EEC (QUICK TEST) - DIAGNCSIS - L EXTRA
TIME TO REPEAT FINAL QUICK TEST
201 W (N/C)
FC: E29 42
PARTH: 9L8Z*9E926*A
COUNT ;
CLAIM TYPE:
AUTH CODE:
4534
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00  TOTAL LINE A: 0.00
2687 CHK OBDII P2135 YES PASS PASS CHK FUEL PRESSUERE CK AT 47 PBSI
CHK IGNITION SYSTEM PINPOTNT TEST MONITOR TEST REPLACED THROTTLE BODY
ORIGINAL s DESGRIFTION TOTALS
| EEUMATS LABOR AMOUNT
G T s | PARTS AwOUT
GAE, OIL, LUBE

AUTHORIZED
ADDL REPAIRS $

DRIVERS

LI, 40 R 1D SUBLET AMOUNT

TOTAL

DATE

5 MISZ. CHARGES

TiME I
. TOTAL CHARGES

1 ACKNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE QRIGINAL ESTIMATED PRICE

siGNATURE X

| ADJUSTMENT

DATE

| SALES TAX

X

CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREQF

PLEASE PAY
THIS AMOUNT

Notice to Consumer: Plessa read important information on back.

100 AN, b

CUSTOMER COPY

SPRVICE WVOVCE 8] 8EC

ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

DP12-006 002082LC



VISTA FORD VISTA AUTO BODY

215071 VENTURA BOULEVARD 7862 DEERING AVE.
WOODLAND HILLS, CA 91364 CANOGA PARK. CA 91304
CUSTOMER #: 111938 59269 SERVICE DIRECT! (818) 883.7601 DIRECT: (8181 347-1548
EPAR CADDT292037201024 EPAN CAO07294037293001
B.AR REG # ARDO41619 B AR REG » ARD147213
INVOICE
SERVICE AND PARTS DEPT. HOUR VISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
700 AM. TO 6:00 PiM B100 AM. TO 5:00 P.M
WEST HILLS PAGE 2 B0 e AL
HOME : CONT:N/A
BUS: CELL: SERVICE ADVISOR: 346 KELLY EUBANKS
COLUR YEAH MAKE/MODEL VIN I LICENSE MILEAGE IN / OUT j TAG
WHITE 09 | FORD ESCAPE MCL 0370&1— 2687/2687
DEL. DATE PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01FEBO09 IS
O01FEBQY D WATT 11MAYQ09 0.00] CASH 13MAYO0S9
R.O. OPENED READY QOPTIONS: STK:-90232 EN3:2.5 Liter
11MAYQS 13MAY09
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

RETEST P1000 AND ROAD TEST 5 MILES
de de de ek de g de ok de e okt b de e e ke ek e ke e e ok e ok sk sk ok ke e e ok de ok ok ke ke e ok ok ke e e ke ok ke ke e ok ok
B** TAP 1 RENT-A-CAR
“CAUSE: 2687 TAP 1 RENT A CAR FOR A TOTAL OF 90 DOLLARS CONTRACT NUMBER

12623
LOANER TAP 1 RENT-A-CAR
9999 W (N/C)
1 RENTAL (N/C)
FC: A99 B2
PART#: TAP1
COUNT:
CLAIM TYPE: TAP1
AUTH CODE
PARTS: 0.00 LABOR: 0.00 OTHER: Q.00 TOTAL LINE B: 0.00

2687 TAP 1 RENT A CAR FOR"A 'TOTAL OF 90 DOLLARS GOMNTRACT NUMBER
12623

Kk khokhkkkkhdhhdk kkhhkdokkhkrdkhkrhkhkdhkhd xkkdiokdoh ko kkhkkkht

OAIGINAL s DESCRIPTION TOTALS
ESTIMATE
LABOR AMOUNT 0.00
AUTHORIZED ADOL REPAIAS 1N PERSON ey
g P |orem mrency [————— PARS AMOUNT 0.00
AUTHORIZED " pRiveRs GAS OlL. LUBE 0.00
anoLREPARS S LIC, NG 0 1D SUBIET AMOUNT 0.00
bave TIME MISC. CHARGE
ToTAL § B s 0.00
TOTAL CHARGES 0.00
1 ACKNOWLEDGE NOTICE & ORAL aFFROVAL OF AN INCREASE (N THE ORIGINAL ESTIMATED PAICE L
ADJUSTMENT 0.00
siGuatuRe X e o T GALES TAY 0.00
CUSTOMER ACKNOWLEDGES A RECEIFT OF A COPY HEREDF '—E'E—“SE PAY -
X THIE AMOUNT 0.00
Notice to Consumer: Please read important information on back. ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED
Sprvgh 2000 ATP.in SEMKCEMVEICE 47 NI CUSTOMER COPY

DP12-006 002083LC



VISTA FORD
!a‘- i ba Vista Ford Lincaln Mercury  VISTA AUTO BODY
7862 DEERING AVE

CANOGA PARK. Ca 313049

"'!
b s B 21501 VENTURA BOULEVARC
k . 3 NOODLAND HILLS, CA 91364

CUSTOMER #: 111938 65291
SERVICE DIRECT: (818]1 884-7601 DIRECT (B18] 347.1548
IWO - CE‘ EFAF CADO7294037201024 EPA® CAOO72940372583001
- n B8R REC » ARDO41E 1Y @AR REG # ARDVATZI]
SERVICE AND PARTS DEPT HOURE, VISTA AUTQ BODY HOURS,
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
WEST HILLS, M PAGE 1 730:’:!3295;\?0““ 8:00 AM, TO 5,00 P M
HOME:_ CONT:N/A U0 aM TO 1:00 P M
BUS: CELL: SERVICE ADVISOR: 173 KEN NAZARIAN
COLOR YEAR MAKE/MODEL VIN J LICENSE j MILEAGE IN / QUT TAG
17 T -
WHITE 09 | FORD ESCAPE 1FEMCU03709 48R4/4884
DEL DATE [PROD. DATE| WARR, EXP PROMISED ] PO NO RATE [ PAYMENT INV. DATE
01FEB09 IJ ‘ [
01FEBQ3 DI l WAIT DQAUGO9{ 0.00 CASH 04AUG09
R.O. OPENED READY OPTIONS: STK:90232 EN3:2.5 Liter
04AUGOY 04AUG09
LINE QOPCODE TECH TYPE HOURS LIST NET TOTAL

A LUBE/OIL/FILTER/AND TIRE ROTATION PLUS MULTI POINT INSPECTIONS. 40
HEk AR KRk Ak Ak kR kA kkkakhk* khhhrk k4t **THANK YOU FOR ALLOWING

VISTA FORD** *% TQ PERFORM THE FIRST SERVICE ON #** %% ¥YQUR
BRAND NEW VEHICLE, ** ** WE WANT TO SEE YOU AGAI[N, **

khkdhkhkhkbhkbhkhhkhkhkhkhkdbkdkd bk ddrkhhkdkdnkdik

* MAINTENANCE SERVICES

o R

PERFORMED: *

W ook g ek e ok ok ok ok ok w

AND FILL ALL FLUID

ok ek ko ke ok ek ok ok ek ok ke kKK A e
*-CHANGE ENGINE OIL AND w@gE g il
LEVELS. * *-RQTATE TIRES ; INCLUDING SPARE. *

*-CHECK EXHAUST SYST. FOR LEAKS, DAMAGE, LOOSE PARTS. * *-CHEC
OPERATION OF HORN, EXTERIOR LIGHTS, HAZARD LIGHTS* + AND TURHN
SIGNALS. * *-CHECK RADIATOR, HEATER, AIR CONDITIOMNINZ HOSES FOR
* % LEARKS OR DAMAGE., #* *-INSPECT HALF SHAFT BOOTS, IF EQUIPPEL.
*
QCM5000 LUBE/OIL/FILTER/AND TIRE ROTATION PLUS

MULTI POINT INSPECTIONS. 40

LR R R R R R R R R R R R i*THANK

YOU FOR ALLOWING VISTA FORD** +** TO PERFORM

THE FIRST SERVICE ON ** ** YQUR BRAND NEW

VEHICLE., ** ** WE WANT TO SEE YOU AGAIN. **

et ke e etk ke ke R W ke ke ke R gk e ok ek e ke ok e e ke ko ok ke ke

LA R R R S AR R SRR RS R RS SRS EE R R EREE RS &R *
MATNTENANCE SERVICES PERFORMED: * *#kxkksxk#
LA R R R RS R R R E R R R E R R R EEEEE SRR
*-CHANGE ENGINE OTL AND OIL FILTER *
*-CHECK AND FILL ALL FLUID LEVELS, *
*-ROTATE TIRES-CHECK ATR PRESSURE, INCLUDING
SPARE. * *-CHECK EXHAUST SYST. FOR LEAKS,

DAMAGE, LOOSE PARTS. * *-GHBCK OPERATION OF
HORN, EXTERTOR LIGHTS, HA HE K
TURN SIGNALS. * *-CHECK RAl L HEA o

AIR CONDITIONING HOSES FOR * * LEAKS OR

*okR

DAMAGE ., * *-TNSPECT HALF SHAFT BOOTS, TIF

ORIGINAL s DESCRIPTION TOTALS
ESTIMATE

LABOR AMOUNT
AUTHORIZED ADDL REPAIRS N PERSON
ADOL REPARS D 0 8y PHONED }———‘ PARTS AMOUNT
AUTHOHIZED DRIVERS: GAS, OIL, LUBE
acoL Aepams P LG, NO, O 10 [SLUBLET AMOUNT

RATE IE MISC. CHARGES

TOTAL $

TCTAL CHARGES

1 ACKNOWLEDGE NOTICE & ORaL APPAOVAL OF AN INCAEASE (N THE ORIGINAL ESTIMATED PRICE
ACJUSTMENT

siGNaTURE X bate SALES TAX

CUSTOMER ACXNOWLLDGES A RICEPT OF A COPY HEREQF
e 5 5 FLEASE PAY
‘ X THIS AMOUNT

Notice 1o Consumer: Please read important information on back. ALL PARTS ARE NEW UNLESS OTHERW!SE DFSIGNATED

SERUCE ey o g CUSTOMER COPY

Cusuh 000 ABF g

DP12-006 002084LC



. VISTA FORD
dba Vista Ford Lincaln Mercury
21501 VENTURA BOULEVAR
WOOOLAND HILLS, CA 91 364

VISTA AUTO BODY

7862 DEERING AVE
CANQOGA PARK.CA 81304

CUSTOMER #: 111938 65251
SERVICE DIRECT: (818) B84 7601 DIRECT: (818) 347-1548
Ly - EPAT CAD07294037201024 EPAN CADOTZ9A01728700)
INVOICE 8.4R REG 2 ARDOS1619 BAR REG ¥ ARD1A7213
SERVICE AND PARTS DEPT. HOUAS; VISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
WEST HILLS, PAGE 2 700 AM TO E:00 P M 500 AM TO S00PM

HOME :
BUS:

CONT:N/A
CELL :

SERVICE ADVISOR:

SATURDAY
2:00 AM TO 1:00 P v

172 KEN NAZARIAN

COLOR YEAR MAKE/MODEL VIN | LICENSE |  MILEAGE IN/0OUT TAG
I L
WHITE 09 | FORD ESCAPE 1FMCU037_QB_ | _4834/4884 ;
DEL. DATE |PROD. DATE| WARR. EXP. PROMISED =1, PO NO. RATE [ PAYMENT INV. DATE
D1FEB0Y9 I i
01FEBQ9 D WAIT 04AUG09 0.00 CASH 04AUGOS
fi.0. CPENED READY OPTIGNS:  STK:90232 EN3:2.5 Liter
04AUGOY 04AUGOS
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
EQUIPPED. *
885 IQCM (N/C)
1 FL*2017*B FILTER ASY - ENGINE OIL - ELEM (N/C)
6 OIL MOTORCRAFT OIL (N/C)
PARTS : B0 LABOR : 0.00 QOTHER : 0.00 TOTAL LINE A: 0.00
4884 PERFORM L O F AND TIRE ROTATION BRAXKES F8MM R4MM DRUMS
E b T o I S S I O S e
B PERFORM MULTI-POINT INSPECTION 40
99P PERFORM MULTI-POINT INSPECTION 40
885 IQCM (N/C)
GBK GREEN- MEASUREMENT (DISC:COVER 5MM) - (DRUM:OVER
2MM) BRAKES GOCOD
885 IQCM (N/C)
GTIRE GREEN 7/32 OR GREATER
8285 IQCM (N/C)
GBATT BATTERY TESTED GOOD AT THIS TIME.
885 IQCM (N/C)
PARTS: 0.00 LABOR: 0.00 OQTHER: Q.02 TOTAL LINE B: Q.00
4884 MULTI POINT INSPBRAKES F8MM R4MM DRUMS
ok ok ok ok ok ko ok ok ok dk ok ok Mok ko ok k kR koo ok ko ek ok ke ke ko b ok ke R ok ko ok R
ngUST STATES CLICKING NOISE WHEN TURN STEERING WHEEL EITHER DIRECTION
FULL TURN
CAUSE: 4884 INSPECT SUSPENSION AND WHEELS TIGHTEN ALL FRT SUSPENSION
MT3078 INSPECT AND TIGHTEN ALL FRONT SUSPENSION
112 W {N/C)
FC: N50 33
PARTH: 3078
COUNT :
CLAIM TYPE:
AUTH CODE:
1610
PARTS : 0.00 LABOR : Q.00 OTHER : 003 MOTAL LINE C: 0.00
Fomamac s DESCRIPTION TOTALS
{EST.MME I—l.i-!()ﬂ AMOUNT
s & i e | ————| PAITE AVOUNT
( AUTHORIZED DRIVERS GAS, OIL, LUBE
aDDL REpams | L. wo, or SUILET AMOUNT
- 5 Dare [me MI5SC. CHARGES
[ TOTAL CHARGES
T ACKNOWLLDGE NOTICE & ORAL AFTHOVAL OF AN INCREASE (N THE ORIGINAL ESTIMATED PRICE L
ADJUSTMENT
|sm~uuwz X DATE _ [SA_ES TAX
[\:usrawn ACKNOWLEDGES & RECE®T OF A COPY HEREOF i FLEASEPAY
[ x 2 1) THIS AMOUNT

Notice to Consumar: Please read important information on back.

CUSTOMER COPY

Coapgn 2000 408, iac SEMVICE WUTICL #7 YEHC

ALL 2ARTS ARE NEW UNLESS OTHERWISE DESIGNATED

DP12-006 002085LC



VISTA FORD

dba Vista Ford Lincoln Mercury VISTA AUTO BODY
250" VENTURA BOULEVAR 7862 DEERING AVE
CUSJ—.OMER #_ 111918 55791 WOODI AND HILLS. CA 3136 CaNQGA PARK CA 91304
SERVICE DIRECT. (818) 8847601 DIRECT - (81B) 347 1548
INVOICE i ey
SERYVICE AND PARTS DEPT. HOULAS VISTA AUTO BODY HOURS.
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
weEsT HILLS, cA N PAGE 3 700 A 1. 706,00 8. 800 A M T0 5008 M
SATURDAY
HOME CONT:N/A 3:00 A M. TO 100 P.M
BUS: CELL: SERVICE ADVISOR: 172 KEN NAZARTIAN
COLOR YEAR MAKE/MODEL VIN I LICENSE J MILEAGE IN ) OUT TAG
T
WHITE 09| FORD ESCAPE 1EMCT 01709_ | 4884 /4884
DEL. DATE PROD, DATE| WARR. EXP. PROMISED PO NO. RATE ] PAYMENT l INV. DATE
01FEB09 IS 1 l
01FEB09 D WATT 04AUG09 0.00l casn 04AUGOS
R.0. OPENED READY [ orTIONS: STK:90232 EN3:2.5 Liter
| o
04AUGOS 04AUG09 |
LINE OPCODE TECH TYPE HOURS LIST NE'? TOTAL

4884 INSPECT SUSPENSICON AND WHEELS 'TIGHTEN ALL FRT SUSPENSION

J gk gk ok e dode ok ke ek e ke e ek ek ke ke ok ke ko ko ke ok Ak o ek ke ke e ke ke ok

oRIGIHAL | DESCRIPTION TOTALS
| ESTIMATE $
= T | LAHOR AMOUNT 0.00
AUTHOAIZED ADDL REPAIRS W PERSON I -
ADOL REPAIRS s | 0x 0 ay PHONED | PANTS AMOUNT D . O 0
AUTHORIZED DRIVERS GA3, OIL, LUBE 0.00
ADOLREPAIRS D UL NO_ OR ID SUBLET AMOUNT 0.00
[ DATE TIME T HAR g
= s | MIC. CHARGES 0.00
TO"AL CHARGES 0.00
| ACKNOWLEDGE NOTICE & DAAL APPROVAL OF AN INCALASE N THE DRIGINAL ESTIMATED PRICE E -
AD.JUSTMENT 0.00
SIGHATURE X DATE I SALES TAX 0.00
CUSTOMIA ACAHOWLEDGES A RECEI OF A COPY HEREOT i PLEASE PAY 1 ?
X TH S AMOUNT 0.00

Notice to Consumer: Please read important information on back.

Cooran 1000 40K 1 SURVICE WVOICH 1) 44 CUSTOMER COPY

ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

DP12-006 002086LC



PARTS & SERVICE Advanfago Rewards Service Balance: _
Multi-Point Inspection Report Card as Recomm Z ;,ed by Ford Motor COmpany

Tuday (0 O State
RO/Mag: 89\ Inspec. Month:
S S e e e — Make/Model/Yezr M_ _ Mileage:

— VNS = Plala#:

D D MA A D OR SER 0 F C VEHICLE HE H REPORT (VHR) ACTIVATED]
SERVICED | | DUE ot T”“F

e . e _Jsmwennl | yypactvation [ Jves [Tvo [ Jwa R = §

] cabin Air Filter [ D D 0il Filter i3]

D Engine Air Filter Qrﬁ D SparkPlugs g _[_J%
]

GENUINE | l WNOr  Rewards AT N S SR

Name: _

E-Mail Address: __

m—j Conlributes 1o vehicle efficiency anda geeen environment |

Checked and May require Requires
OK at Ihis time future attention immediale attention

CK FOLLOWING SYSTEMS/ICOMPONENTS
BRAKE SYSTEM

- Brake system (including lines, hoses, and parking brake)

STEERING AND SUSPENSION CED
. Shiocks/struts and other suspension components far leaks lji

M1
= =
D Fuel Filter D Transrmssmn Filter J |
D 0il Change D Transmlssmn Fluni (7} :

“This is only a partial usz of vehicle maintenance ltems and is NOT all-i mcluslva
Please consull your Owners Manual or visit www.genuineservice.com for vehicle
e <

[_] Engine Cootant . l [=l [] Tire Rotation a

P 1ce req

CHECK FLUID LEVELS AND FILL

W o andior tuid leaks

0K FILL 0K FILL

D Engine 0l D

arrdful damage
. Steering, sleering lmkages and ball joints

ok FILL

Transmission

{il equipped wilh dipslick ) D . Exhaust system (leaks, damage, loose parts)

-@. Clutch uueraHun (if equrpped) D

ﬁ. Canstant velocity (CV) drive axle bools (il 2quipped) L i

100% /-/5‘006 - Bad . Dnve shaft, ransmission, u- ]omtancl and shift li linkage (if equipped) '*"
{Clean il necessary) ' an{ lubricale (as needed)

LIGHTS/BLADES/WINDSHIELL orvs
eration of horn, Interior lights, exterior lamps, turn signals,

] : []
hazard and bvake lamps 2

- anshleld washer spray, wiper nperallon and wiper blades _ j

Condition of Terminals

0%

| Faclory spec cold cranking amps '_ J‘ Actual cold cranking amps L |

EXTERIOR BODY
Note any existing exlerior body damage or defects on diagram

ﬂj‘jm

|
. Windshield for cracks, chips and pitting I

D. HVAC system and hoses/lines for leaks and/or namage

D. Em;mz Cuollng sySIem fadlalor hoses and clamps

TIRE TREAD 7132" and greater 132" and less
BRAKE LINING Qver Smm or 7/32" (Disc) or Over Zmm or 332" (Drum)

re Tread Deplh

[ e Wear Pattern/Damage

. Tire Pressure - sel to factory recommended PSI U

ik s
]-i. Brake meg E mm _ ,7.'32" |

TIRE WEAR_INDICATES. SERVICED! ﬁ LEFT REAR Q s:mnc:n

] S 3 RIGHT REAR @ S
l.-[l. Tire Tread Deptn _// IJ?“ .D. ﬂlefrean Depln /_.'32"

D . Ture Weav Panern/ﬂamage = |_—] (.D . Tire Wear Pattern/Damage

| 7. Tire Tread Depm

D . Tire Wear Faﬂernlnamaqe

- Tre Pressure setto factory rr*r.umrner!ded 2] |

(\:)
[__I- Brake leng ,mm , !32‘

Alignment check needed

l D Wheei balance needed

D Tire repair needed IC

Brake measurements nal
taken this service visit

. Tire Plessure sel to factory ¢ N.ummenden‘ PSI

. Brake lenq MME g

- Tire Pressure - set ta factory lewmmended PSI =

[j. Brake meg_Dﬂ/I,Li/Z ﬂﬂ D .

Jomments:

service Advisor; = { 7 - ____ Customer Sigrature: o . - ¥
echnician: %(X S LA SO . . 12 34
111008 Rev 10/08 @200, Ford Molar Cdrgany, All Rignis Reserved Customer Copy 7
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VISTA FORD
dba Vista Ford Lincoln Mercury VISTA AUTO BODY

21501 VENTURA BOULEVARD 7862 DEERING AVE

CUSTOMER ﬂ _ 111938 65486 WOOPLAND HILLS, CA 91364 CANOGA PARK, CA 91304
’ SERVICE DIRECT (B18) BE4-7607 DIRECT (B18) 347-1548
fPag CADODT294037201024 EPAXF CADOT 284037281001
INVOICE et s S5 Foos = A tarina
SERVICE anD PARTS DEPT HOUAS VISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
WEST HILLS C pAGE 1 700 AM TOGBOOPM 800 AM. TOS00PM
L = SATURDAY
HOME CONT:N/A B:00 A 4. TO 1:0Q.P M
BUS : CELL: SERVICE ADVISOR: 172 KEN NAZARIAL
COLCAR YEAR MAKE/MODEL VIN | LICENSE MILEAGE IN / OUT r TAG
WHITE 09 | FORD ESCAPE 1EMC 03709_\ —4959/4959
DEL. DATE PROD. DATE| WARR. EXP. PROMISED PO NO RATE PAYMENT INV. DATE
01FEB09 I9
01FEB09 DO 17:00 11AUG09 0.00] CASH 13AUGOS
R.0. OPENED READY OPTIONS: STK:90232 ENG:2.5 Liter
& =
06AUG0S” 13AUG09"
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUST STATES CHECK ENGINE LIGHT IS BACK ON AGA[N==8SEE HIST
MT MTIME
= 152 INP (N/C)
PARTS : 0,00 LABOR: 0,00 OTHER: 0.00 TOTAL LINE A: 0.00

4959 CHECK OBD II AND ALL MODULES - CODED P2135 & P0581; FUEL
PRESSURE TEST - OKAY AT 52 PSI; RELATIVE INJECTOR FLOW TEST; IGNITION
SYSTEM TEST; PINPOINT TEST; MONITOR TEST; CLEAR CODES - TRIED TO
REDUPLICATE P2135 - UNABLE TO. ROAD TEST OVENITGHT 108 MILES - UNAELE
TQ VERIFY CONCERN AT THIS TIME,
B AR S S SR S e R SRR R R R SR R R RS R RS AR RS RS R R R R R R EREEEEEE]
B*# PER TUNE UP DEPT SEND TQ QUICK SERVICE TECH FOR ENGINE LIGHT
CAUSE: 4959 CLOCK SPRING CK OUT RETRIVE CODE POS581 PINPOINT TEST
¥ REPLACE OPEN CLOCK SPRING OK AT TUIS TIME CLEAR C0NDES
140560 AIR BAG RESTRAINT SYSTEM - DIAGNOSIS - L
113 W (N/C)
1 BLEZ*14A664*A COVER AND CONTACT PLATE ASY (N/C)
14056D6 AIR BAG SLIDING CONTACT - CLOCKSPRING -
REPLACE (14A664) - L
113 W (N/C)
FC: S39 D4
PARTH: EBLBZ*14RE64*A
COUNT :
CLAIM TYFPE:
AUTH CODE;
8135
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TCTAL LINE B: 0.00

4959 CLOCK SPRING CK OQUT RETRIVE CODE P0581 PINPOINT TEST REPLACE
OPEN CLOCK SPRING OK AT THIS TIME CLEAR (CODES
KA kk ko k ok ok h ok kN ok kh ok kk ok ko h ok ko r Ak ko kA sk kkok h ok ok ok ok ok ok ok k ok ko k
C** OK FOR OVERNIGHT ROAD TEST GIVEN IN PERSON 8/10 2.38
NC DONE
9999 INP (N/C)

ORIGINAL DESCRIPTION TOTALS

ESTIMATE 3
LABCR AMOUNT

AUTHORIZED ADDL REPAIRS ™ PERSON e
A0DL REPAIRS. ¥ Bl e I.- PARTS AMOUNT

GAS, OIL, LUBE

AUTRORITD DRIVERS
aooLnepans ¥ WC. HO: DA 1D SUBLET ANGUNT
s OATE TIME MISC. CHARGES
ToTAL
TOTAL CHARGES
| AGRNOWLEDGE NOT:CE B URAL ARPROVAL OF AN INCREASE 1N THE DRIGINAL ESTIMATED PRICE
| ADJUSTMENT
siGrarure X BATE SALES TAX
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREQF PL EASE PAY
X THIS AMOUNT
Notice to Consumer: Plaase read impaortant information on back. ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

Coungs) 1000 358, ine. IACE mVGICH 03 4912C CUSTOMER COPY

DP12-006 002088LC



VISTA FORD
dba Vista Ford Lincoln Mercury

21501 VENTURA BOULEVARL
WOOOLAND HILLS. CA 91364

VISTA AUTO BODY

7862 DEEAING AVE
CANOGA PARK. CA 31304

CUSTOMER H#: 111938 65486
SERVICE DIRECT . (B18) 844-7601 DIRECT  (B18) 347 1548
EPAR CADOT294037201024 EPAN CADD7284037293001
INVOICE §.4.R REG # AG0041815 8.4 R AEG ¥ ARD147213
SERVICE ANL PARTS DEPT. MOURS VISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THAU FARIDAY
WEST HILLS, ‘:‘A PAGE 2 ?ODASF\:T‘TWOUEA(V)UPM BO0CAM TOS00F M.
HOME CONT:N/!‘\ 300 AN TO 1,00 PV
Us CELL: SERVICE ADVISOR: 172 KEN NAZART
YEAR | MAKE/MODEL VIN [ LICENSE MILEAGE IN /OUT | TAG
WHITE cm FORD ESCAPE 1EMC 03709-\ 4959/4959
DEL. DATE |PRUD. DATE| WARR. EXP, PROMISED PO NO RATE PAYMENT INV. DATE
Q1FEBQY9 I
01FEB0S9 DO 17:00 11AUGQ9 0.00] CASH 13AUGOS
R.0. OPENED READY | OPTIONS STK:90232 ENG:2.5 Liter
06AUG0O9 13AUGOS |
LINE OPCODE TECH TYPE HOURS LIST TOTAL
PARTS : 0,00 LABOR: 0.00 COTHER: 9.00 TYTAL LINE C: 0.00
AR RS S S SRS R R R SR RS S S R S SR R RS R R R R R R RS
[orGma s [ DESCRIPTION TOTALS
ESTIMATE
| | L£BOR AMOUNT 00
AUTHORIZED AGDL REPAIRS N PERSON |

[y PLRTS AMOJNT

—
PHONED [}

| apoe esams

GAS, OIL, LUBE

[auTHomizED DAIVERS

UG NO. ORID SUBLET AMCUNT

A0OL AEPalRS ¥

DATE [ rime MISC. CHARGES

ToTaL §

| TOTAL CHARGES

‘ 1 ACKNQWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE ORIGINAL ESTIMATED PRICE

oppPloloRrlole o
(=]
=3

ADJUSTMENT 00
siguatuRe X BaTE SKLES TAx 00
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREOF -
PLEASE PAY

THIS AMOUNT

X <1

0.00

Notice to Consumer: Please read important information on back,

CUSTOMER COPY

Corbprngn TO00 ACW, bne. SERICE IMUOUSS ¢4 HEIC

ALL PARTS ARE NEW UNLESS DTHEAWISE DESIGNATED

DP12-006 002089LC



VISTA FORD
dba Vista Ford Linceln Mercury
21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 81364

VISTA AUTO BODY

7862 DEERING AVE
CANDGA PARK, CA D1304

CUSTOMER #: 111938 66001
SERVICE DIRECT: (818) 884-7601 DIRECT: (818) 347-1548
WARR_AN TY EPAK CADOT254037201024 EPAS CADOTZ94037293001
B.AR REG. # ARDOATRYS BAR REG FARDVATI]
SERVICE AND PARTS DEPT HOURS WIETA AUTO BODY HOURS:
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
T T P
WEST HILLS, CA PAGE 1 e TR R0 A R 00 P
CONT:N/A B00AM TO 1:00 P M
CELL: SERVICE ADVISOR: 172 KEN NAZARTIAN
MAKE/MODEL VIN [ LICENSE MILEAGE IN / OUT TAG
|
WHITE 09 | FORD ESCAPE 1FMCU03 705 4960/4960
DEL. DATE | PROD. DATE| WARR EXP. PROMISED PO NO RATE PAYMENT INV. DATE
01FERO9 IS
Q1FEB0S DO 17:00 13AUGOS 0.0 CASH 18AUGQ39
R.O. OPENED READY OPTIONS! STK:90232 ENG:2.5 Liter
13A0CG0S 18AUGD9
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A TAP1==REFER TO RO# 65486
USE: 4960 TAP 1 RENT A CAR FOR A TOTAL OF 210 DOLLARS CONTRACT NUMBER
13453 TO BE APPEALED TO RO 65486 LINE B AS MISSED TAP CAR
LOANER TAP 1 RENT-A-CAR
9299 W 0.00 g.a0 0.00
1 RENTAL 210.00 210.00 210.00
FC: AS9 B2
PART#: TAP1l
COUNT : 0 21000 TPARTS
CLATM TYPE: TAPL
AUTH CODE:
0 0 TLABOR
TECH: 9999 ACTUAL HRS. : 0.00 SOLD HRS. : 0.00
SALE-LBR: 0.00 PTS: 210.00 MSC: 0.00 LUB: @ .09 :5UB¢ 0.00 TOTAL 210.00
COST-LBR: 0,00 PTS: 0.00 MSC: 0.00 LUB; 0.00 SUB: 0.00 TOTAL 0.00
4960 TAP 1 RENT A CAR FOR A TOTAL OF 210 DOLLARS CONTRACT NUMBER
13453 TO BE APPEALED TO RO 65486 LINE B AS MISSED TAP CAR
e de e de e e ek e W gk e kW ok o W ok e ok o e e e e ke W ke e o e e e W ek ko ke e o R
TECH: 4oL ] ACTUAL HRS.: 0.00 SOLD HRS.: 0
SALE-LBR: 0;00 PTS: 210.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TCTAL 210.00
COST-LBR: 0.00 PTS: 0.00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL Q00
**% NO RO PUNCH TIMES ON FILE #*#*%*
ACCOUNT SALE COST CONTRCL ACCOUNT SALE COST CONTROL
57200 0 ] 77610 21000 0
11400 21000 b bk
COST, SALE, & COMP TQTALS 0 21000 Q
[[oniama s DESCRIPTION TOTALS
rff“”g LABOR AMOUNT 0.00
AUTHORIZED ADDL REPAIRS INPERSON
ACOLREPARS  © | oxo ey PumzsnlL‘ PAF.TS AMOUNT 210.00
AUTHORIZED CRIVERS GAS;, OIL, LUBE 0.00
ADDLREPARS P LIC O, DR D SULLET AMOUNT 0.00
TaraL $ R e MISC, CHARGES 0.00
TACRNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE DRIGINAL E STIMATED PRICE FatAL CHARGES 210.00
ADJUSTMENT 0.00
SiGHATURE X . DATE SALES TAX T 0.00
’(usroumAcxuﬂMEDGESAI--:cErF'UF ACOFY HEREOF -
| PLI:ASE PAY I
X THIS AMOUNT 210.00

Notice to Consumer: Please read important information on back.

Copymyhl 2000 A0F. 1t TERVIEE Min i 17 XERE

ALL FARTS ARE NEW UNLESS OTHERWISE DESIGNATED

WARRANTY COPY

DP12-006 002090LC



VISTA FORD
dba Vista Ford Lincoln Mercury
21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 91364

PSSR Shie A iag SERVICE DIRECT: (218) 884-7601
EPA# CADD7294037201024 B.AR, REG. # ARDO41813
WORKCRDER
VISTA AUTO BODY
~ 7862 DEERING AVE.
WEST HILLS, CA PAGE 1 CANOGA PARK, CA 91304

DIRECT: (B18) 347-1548

HOME CONT:N/A EPAZ CADO7294037293001 8.AF. REG, 7 ARD147213
BUS CELL: SERVICE ADVISOR: 172 NAZARIAN, KEN
COLOR YEAR MAKE/MODEL VIN LICENSE MILEAGE IN/ QUT L TAG
WHITE 09 | FORD ESCAPE 1emcuo3zoo <R 6654/
DEL DATE PAROD, DATE| WARR. EXP. PROMISED PO NO, RATE PAYMENT INV. DATE
01FEBQS IS
Q1FEBQOS DIy 17:00 020CTO9 0.00 | CASH
R.O. OPENE! READY OPTIONS: STK:90232 ENG:2.5 Liter
020CT2009 09:23
LINE OP CODE TECH. TYPE DESCRIPTIONS/INSTRUCTIONS
# A W CUST STATES CHECK ENGINE LIGHT & WRENCH LIGHTS ARE
ON==SEE HISTORY==ADVISE
O OUR CUSTOMERS
VISTA'S LABOR CHARGES ARE NOT BASED ON THE MECHANIC'S ACTUAL TIME SPENT ON X Date:
et CUSTOMER ACKNOWLEDGES RECEIPT OF A COPY OF THIS DOCUMENT

Our “esumate” is actually the estimated toral ol Vista's Menu Price for each ilem 1o be perfarmed.
Our Menu prices are based on yesrs of automotive servicing experienca, Your job’'s estmated 1o1al
price is guoted 10 and authorized by you in advance of any work being done. If aher beginning your
jobs, we lind addiional work s necessary, you will be advised and your approval of a revised
estimata will ba requested

We believe ou menu pricing sysiem (S BAyantageous 10 ouf cuslomers, because your ence fad a
rescribed repair remains the sa
It you desire a detailed breakdown of our charge [parts or labor), please feel free 10 Bsk either your
service writer or our Service Manager, Both are here to help you

ORIGINAL ESTIMATE: § _
(Estimate does not include Sales Tax)

TEARDOWN ESTIMATE: | Und
date shawn above il | choose n

tand that my vehicle will be reassembled within days of the
10 autharize the services recomanded.

Chemani 2000 AOK. (ne. SEAVICE WORKOROAY 77 KEWC

CUSTOMER

SAVE PARTS? [ ves On~o

| hateby authoriz: the repair work described herein to be dorw aleng with the appropriale parts
andfor accessonies. | agree thai Vista is not responsible for loss or damage to the vehicle ot 10
articles lett in the vehicle as the result of theft, tye, vandalism of any olther cause, and thar Vista
is nat responsible tor any delays caused by unavailability of parts. | hereby grami Vista's
emplayees permiision 10 operate the vehicle on streets, highways or elsewhere for the purpase
of testing and inspection. Vista is autharized ta deliver the velwcle ar any of its contents to any
peison presenting this receipt. Appraval is granted lor sublet repais

NOTICE TO CONSUMER: PLEASE READ IMPORTANT INFORMATION ON BACK, REMOVE ALL
PERSONAL PROFERTY FROM YOUR VEHICLE. WE DO NOT ASSUME RESPONSIBILITY FOR
LOSS OR DAMACE TQ YOUR VEHICLE OR TO ARTICLES LEFT IN YOUR VEHIGLE

COPY

DP12-006 002091LC



VISTA FORD
dba Vista Ford Lincoln Mercury

21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 97384

VISTA AUTO BODY
7862 DEERING AVE
CANOGA PARK, CA 91304

CUSTOMER #: 111938 69490
SERVICE DIRECT: (818) RE4-7607 DIRECT (B18) 3a7-1548
INVOICE P ey i tiripreedi ol
SERVICE AND PARTS DEPT, HOURS: VISTA AUTO BOOY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
WEST HILLS, CA PAGE 1 Hagm s TG e 8:00 AM. TO 5:00 P.M
HOME CONT:N/A 8:00 AM. TO 1:00 P.M
BUS: CELL: SERVICE ADVISOR: 172 KEN NAZARIAN
COLOR YEAR "MAKE/MODEL VIN LICENSE MILEAGE IN / OUT J TAG
WHITE 09 | FORD ESCAPE 1rvcuo3 799 i 6654/6654
DEL. DATE |PROD. DATE| WARR. EXP. PROMISED PO NO. RATE | PAYMENT INV. DATE
01FEB09 I3 !
Q01FEB0S DO 17:00 020CT09 O.Qol CASH 090CT09
R.O. OPENED READY OPTIONS: STK:90232 ENG:2.5 Liter
020CT09 090CT09
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUST STATES CHECK ENGINE LIGHT & WRENCH LIGHTS ARE ON==SEE
HISTORY==ADVISE
\GAUSE: YES P2135 EEC TEST DCL DISPLAY MONITOR TEST PINPOINT TEST
REPLACE THROTTLE BODY RETEST P1000P1000
12650D EEC (QUICK TEST) - DIAGNOSIS - L
152 W (N/C)
1 9LHZ*9E926*A THROTTLE BODY AND MOTOR ASY (N/C)
12650D81 RECORDER/MONITOR ROAD TEST - DIAGNOSIS -
L
152 W (N/C)
12650D45 EEC SYSTEM - DIAGNOSTIC PIN POINT TEST -
L
152 W (N/C)
9926A THROTTLE BODY - AIR INTAKE - REPLACE
{9E926) - L
152 W (N/C)
12650DX1 EEC (QUICK TEST) - DIAGNOSIS - L EXTRA
TIME TO REPEAT FINAL QUICK TEST
152 W (N/C)
FC: E29 42
PARTH#: 9LBZ*SE926*A
COUNT :
CLAIM TYPE:
AUTH CODE.
9632
PARTS: 0,00 LABOR: 0.00 QTHER: 0.00 TOTAL LINE A: 0.00
6654 YES P2135 EEC TEST DCL DISPLAY MONITOR TEST PINPOINT TEST
REPLACE THROTTLE BODY RETEST P1000P1000
gk e deodk %k ok gk ok ok ok e gk b e e e gk gk e sk e ok g o ok s ok ke e e ke sk e e e Jt ke e ok e e e ke ek ke ke ok
B**_TAP 1 RENT-A-CAR
CAUSE: TAP 1 RENT A CAR FOR A TOTAL OF 210 DOLLARS CONTRACT NUMBER
13927
LOANER TAP 1 RENT-A-CAR
E:f::;; $ DESCRIPTION TOTALS

LABOR AMOUNT

IN PERSON
FHDNED

ADDL REFAIAS
oK' BY

AUTHORIZED &

ADDL ALPAIRS 7 PARTS AMOUNT

{______

AUTHORIZED DRIVERS GAE, OIL. LUBE

ADOL AEPAIAS UC, MO, ORID SUBLET AMOUNT

$ B L MISIZ. CHARGES
TOTAL
TOTAL CHARGES
| ACKNOWLEDGE NOTICE & ORAL AFPPHOVAL OF AN INCREASE IN THE ORICINAL ESTIMATED PRICE
ADJUSTMENT
sicnatuRe X DATE SALIS TAX =
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HERLOF S
PLEASE PAY
X THIS AMOUNT

Notice 10 Consumer: Pleasa read important information on back.

CUSTOMER COPY

Cappiam 2000 ADF inc SERVICE INVOICE #1 ASIC

ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

DP12-006 002092L.C



VISTA FORD
dba Vista Ford Lincoln Marcury
21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 31364

VISTA AUTO BODY

7862 DEERING AVE
CANQGA PARK, CA 91304

CUSTOMER #: 111938 69490
SERVICE DIRECT: 1818) 884-760Q1 DIRECT. (B18] 347-1548
P, ar Al Pag CAl 7294037 1
INVOICE PR oy L et s
SERVICE AND PARTS DEFT. HOURS VISTA AUTO BODY HOURS
MONDAY THAU FRIDAY MONDAY THRU FRIDAY
WEST HILLS, CA PAGE 2 7:00 4M. TO 6:00 P.M: 8100 AM. T2.6:00-7:M
‘ - SATURDAY
HOME 4 CONT :N/A e
] CELL: SERVICE ADVISOR: 172 KEN NAZARIAN
COLOR | YEAR MAKE/MODEL VIN [ LICENSE MILEAGE IN/ OUT | TAG
WHITE FORD ESCAPE 1FMCT 0370_ 6654/5654
DEL. DATE | PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01FEBQO9 IS
O01FEBQY9 DO 17:00 02QCT09 0.00] CASH 090CCT03
R.O. OPENED READY OPTIONS: STK:90232 EN3:2.5 Liter
020CTO0S 090CT0S
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
9559 W (N/C)
1 RENTAL (N/C)
FC: AS9 82
PART#H#: TAP1l
COUNT :
CLAIM TYPE: TAPL1
AUTH CODE
PARTS: 0.00 LABOR;: 0.00 _QOTHER: 0,00 TOTAL LINE B: Q.00
6654 TAP 1 RENT A CAR FOR A TOTAL OF 210 DOLLARS CONTRACT NUMBER
13927
Fhhhkhhkhdhk bk kA kI rhrkhhdbhhdrdhbhkdrhdhdhkhhkkd kdddkhk bk k ki
ORICINAL s DESCRIPTION TOTALS
Em‘:t LA 3J0R AMOUNT 0.00
AGTHORTED DD FEPARS T PERSON
ADOLREPARS 3 m-uan P:uruED !;— PA3TS AMOUNT 0.00
AUTROAIZED ORIVERS GAS, OIL, LUBE 0.00
ADOL REPAIRS s LIC. NO, OR ID SU3LET AMOUNT O ? OO
rmm s DATE TIME MISC. CHARGES 0.00
T - - - TOTAL CHARGES 0.00
1 ACKNOWLEDCE NOTICE & ORAL AFPROVAL OF AN INCREASE IN THE ORIGINAL ESTIMATED PRICE =
ADJUSTMENT 0.00
siguaTuRE X — — CATE SALES TAX 0.00
CUSTOMER ACKNOWLEDUES A RECEFT OF A COPY HEREOF =
PLZASE PAY
X THIS AMOUNT 0.00

Notice to Consumer: Please raad important information on back,

Camwighs 2000 A% we SEAVEE

MUDICE 41 X513

ALL 2ARTS ARE NEW UNLESS OTHERWISE DESIGNATED

CUSTOMER COPY

DP12-006 002093LC



VISTA FORD

dba Vista Ford Lincoln Mercury VISTA AUTO BODY

LOSC BECPEDoNS D 10 HGOBLAND HILLS, o 01364 PPty
CUSTOMER < 111938 j?%l W L AN ILLS, CA 91 Al A PAl .Ca89
# 7 SERVICE DIRECT: (818) 884-760 1 DIRECT: (B18) 347-1548
INVOICE prasigeatichiog b i
SEAVICE AND PARTS DEPT. HOUARS MISTA AUTO BODY HOURS
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
WEST HILLS \?A pAGE 1 7:05A§T1S2Di$DPM B:00 AM, TO 500 P.M.
HOME CONT:N/A 8:00 AM. TO 1:00 P,
BUS: CELL SERVICE ADVISOR: 172 KEN NAZARIAN
COLOR YEAR MAKE/MODEL VIN | LICENSE MILEAGE IN/OUT [ TAG
WHITE 09 | FORD ESCAPE 1FMCT 037093_1 M973/7973
DEL DATE |PROD. DATE| WARR. EXF. PROMISED PO NO. RATE PAYMENT INV. DATE
01FEB0S T
01FEB09 D 17:00 30NQVO09 0.00] CASH 09DEC09
R.0. OPENED READY OPTIONS:  8TK:90232 ENS:2.5 Liter 1)0A217288691
SoNOVOS 09DECOY
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
A CUST STATES WRENCH LIGHT IS ON NOW ALSO HAD CHECK ENGINE LIGHT
P ON==5EE HISTORY==
CAUSE: NO P2135 EEC TEST DCL DISPLAY MONITOR TEST PINPOINT TEST CONTACT
HOTLINE 103487461 CHECKED THERE CIRCUTS VE8B18 AND VE819 BOTH
PASS CHECKED
12650D EEC (QUICK TEST) - DIAGNOSIS - L
152 W (N/C)
1 3U2Z*%14S411*FJAA WIRE ASY (N/C)
3 3U2Z*14A088*AB KIT - TERMINAL (N/C)
1 XR3Z*14A411*AA KIT - WIRING (N/C)
14 OSP 105484 TERMINAL (N/C)
22 WA*7*3BA STRAP - WIRING (N/C)
12650D81 RECORDER/MONITOR ROAD TEST - DIAGNGSIS -
L
152 W (N/C)
12650D45 EEC SYSTEM - DIAGNOSTIC PIN POINT TEST -
L
152 W (N/C)
MT12A581 MT TO DIARG, TEST; AND REPLACE WIRES PER
HOTLINE
152 W (N/C)
12650DX1 EEC (QUICK TEST) - DIAGNOSIS - L EXTRA
TIME TO REPEAT FINAL QUICK TEST
152 W (N/cC)
FC: G32 D4
PART#: 12A581
COUNT :
CLAIM TYPE:
AUTH CODE:
9632
PARTS: 0.00 LABOR: 0.00 OTHER: 0.0) TOTAL LINE A: 0.00
7973 NO P2135 EEC TEST DCL DISPLAY MONITOR TEST PINPOINT TEST
CONTACT HOTLINE 103487461 CHECKED THERE CIRCUTS VE318 AND VEBS819 BOTH
[omanas 5 DESCRIPTION TOTALS

ESTIMATE LABOR AMOUNT

ADDL REPAIRS
ox'o 8y

AUTHORIZED PAITS AMOUNT

1N PERSON
PHONED

ADOL REPAIRS

GAS, OIL, LUBE

AUTHORIZED DRAIVEARS

ADDL REPAIRS $ LIC KO, ORID SUILET AMOQUNT

oaTE TIME

MISC. CHARGES

TOTAL s
TOTAL CHARGES

| ACKNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE ORIGINAL ESTIMATED PRICE

ADJUSTMENT
sicnatuRe X st SA_ES TAX
CUSTOMER ACKNOWLEDGES A RECEST OF A COPY HEREDF

PLEASE PAY
X THIS AMOUNT

Notice to Consumar: Please read important information on back. ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

CUSTOMER COPY

Coprigr 2000 ADF ime, SERWICE IMWOICE 7 =80T

DP12-006 002094LC



VISTA FORD
dba Vista Ford Lincoln Mercury VISTA AUTO BODY

ON : 5 ENTURA BOULEVARD 7862 DEERING AVE
SERVICE DIRECT: {818) 884-7601 DIRECT: (818) 347-1548
PAK 7201024 EPAN CADQ729903729300Y
INVOICE AR NG A ETE SN, R, 4 AR
SERVICE AND PARTS DEPT. HOURS: VISTA AUTO BODY HOURS.
MONCAY THRU FRIDAY MONDAY THRU FRIDAY
1 - i A A 500P M
WEST KILLS, CA DAGE 2 ADIAN D Do el Bl
HOME 3 8:00 A.M._TO 1:00 P.M
BUS - SERVICE ADVISOR: 172 KEN NAZARIAN
COLOR YEAR VIN _[ LICENSE MILEAGE IN / CUT | TAG
WHITE 09 | FORD ESCAPE 1rmeu03 709G 7973/7
DEL, DATE PROD. DATE| WARR. EXP. PROMISED PO NO. RATE PAYMENT INV., DATE
D1FEBOS I§
01FEB0OQ9 DO 17:00 30NOVQ9Y 0.00| CASH 09DEC09
H.Q: GIPENEOD READY OFTIONS:  g§TK:90232 ENG:2.5_Liter 1)0A217288691
310NOVOY 09DECO0Y
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

PASS CHECKED ETE ANGLES AND CONTACTED FSE TOLD TO REPLACE WIRING FROM
TP SENSOR TC PCM 4 WIRES CIRCUTS VE818 BN VE819 GN VT RE134 BU OG AND
LE134 YE FROM C17SE TO C1368 MTIME 600HRS PLUS OPS RETEST P1000P1000
dede de e ok ek gk ke ok ke de ok o ok e e e ok ok ek e ok ok b ok ok o e ok e ok o ke e ok ok ok e e R ok ke e e
B** TAP 1 RENT-A-CAR
CAYSE: TAP 1 RENT A CAR FOR A TOTAL OF 270 DOLLARS CONTRACT NUMBER

14382
LOANER TAFP 1 RENT-A-CAR
9999 w (N/C)

1 RENTAL (n/C)
FC: A99 82 '
PART#: TAP1

COUNT :
CLAIM TYPE: TAP1
AUTH CODE
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE B: 0.00

7973 TAP 1 RENT A CAR FOR A TOTAL OF 270 DOLLARS CGONTRACT NUMBER
14382

dodk ok ok ok ok o ke ok ok kR ok ek e Rk e ok ok ok e e e ok ok ke o e ok ke Sk ke R kb e e e kb e ok ok ok ok ok o

OAIGINAL . [ DESCRIPTION TOTALS
ESTIMATE
LABOR AMOUNT 0.00
AUTHORIZED ADDL REPAIRS IN PERSON it
ADDL REPAIRS s ox'o 8y PHONED PARTS AMCUNT O e OO
[AUTnoRizen DRIVERS GA’. OlL, LUBE 0.00
ADDL REFAIRS $ LIC. NO. OR (D SUBLET AMOUNT O 00
OATE TIME
e s = M MISC. CHARGES B 0.00
1 ACKNOWLEDGE NOTICE & ORAL AFFROVAL OF AN INCREASE IN THE ORIGINAL ESTIMATED PRICE TOTAL-BHARBES O D 0
ADJUSTMENT 0.00
signature X DaTE SALES TAX 0.00
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREQF FLEASE PAY -
X THIS AMOUNT 0.00
Notice to Consumer: Plansa read important information on back. ALL FARTS ARE NEW UNLESS QTHERWISE DESIGNATED
Copoghn 2000 40P ing. SERVEE IMVAICE 47 ABIC CUSTOMER COPY

DP12-006 002095L.C



VISTA FORD
dba Vista Ford Lincoln Mercury VISTA AUTO BODY

LOT" LOCATION: D& 21501 VENTURA BOULEVARD 7862 DEERING AVE,

CUSTOMER ﬂ £ 111938 77750 WOODLAND HILLS, CA 91364 CANDGA PARK, CA 81304
SERVICE DIRECT: (818) 884-760 ! DIRECT: (§18) 347-1548
EPAR CADD7294037201024 EPA# CADOT294037293001
*INVOICE* P i AR LT
-\" - SERVICE AND PARTS DEPT HOUAS: VISTA AUTO BODY HOURS:
MONDAY THARU FRIDAY MONDAY THRU FRIDAY
WEST HILLS - CAl PAGE 1 7:00 Aé’x‘rllgnﬁp:go PM 8:00 AM, TO 5:00 P.M,
CONT:N/A 8:00 A.M, TO 1:00 .M
BN CELL: SERVICE ADVISOR: 811 STEWART HENTON
YEAR MAKE/MODEL VIN | LICENSE MILEAGE IN / OUT I TAG
WHITE 0¢ | FORD ESCAPE 1EMC 0370_ 9254 /9254
DEL. DATE PROD. DATE| WARR, EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
“01FEBD9 IS
01FER09 DO 11:00 30JAN1O 0.00| casH | 30JAN10
R.O. OPENED READY OPTIONS:  STK:90232 EN3Z:2.5 Liter 1)OA217288691
30JANIO 30JANI1O
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

A LUBE/OIL/FILTER/AND TIRE ROTATICN PLUS MULTI POINT INSPECTIONS. 40
LR AR E R R R R R R R E R R TR **THANK YOU FOR ALLOWING
VISTA FORD** ** TO PERFORM THE FIRST SERVICE ON ** ** YOUR
BRAND NEW VEHICLE. ** ** WE WANT TC SEE YOU AGAIN. **
hhkkbhhhkhkrhhhhhdh kbbb dbhhhhdhdrhk ik
LR R R R R R R R R TR R R EE R R RS MAINTENANCE SERVICES
PERFORMED: *
hAkhkdhhkkxhkrhkhhhdbhhhbkrhkhbhbhkohbhkdbkbhbhhbhbhhhbhikhdbrrhkhhkhkhkhdhdh
*-CHANGE ENGINE OIL AND CIL FILTER * *-CHECK AND FILL ALL FLUID
LEVELS. * *-ROTATE TIRES-CHECK AIR PRESSURE, INCLUDING SPARE. *
*-CHECK EXHAUST SYST. FOR LEAKS, DAMAGE, LOOSE PARTS. * *-CHECK
OPERATION OF HORN, EXTERTOR LIGHTS, HAZARD LIGHTS* * AND TURN
SIGNALS. * *-CHECK RADIATOR, HEATER, AIR CONDITIONING HOSES FOR
* * LEAKS OR DAMAGE. * *-INSPECT HALF SHAFT BOOTS, IF EQUIPPED
*
QCM5000 LUBE/OIL/FILTER/AND TIRE ROTATION PLUS

MULTI POINT INSPECTIONS. 40

kR hkhhkhhhkhkbhhdb bbb b A b bbb A b bk ANT N AR E N il*THANK

YOU FOR ALLOWING VISTA FORD** ** TQ PERFORM

THE FIRST SERVICE ON ** ** YOUR BRAND NEW

VEHICLE. ** ** WE WANT TO SEE YOU AGAIN. *+

e ek de de ok ek ke de ke e e ok e ok ek e ok ok ke R ok ok ok ok ok A ok ok ok ke

LA R RS AR SRS R R RS AR R RS RRREREEESESES *
MATNTENANCE SERVICES PERFORMED: * *k*%%&&%k%
LA AR SRS R RS R SRS RS R R R R R R R R RS RERE R EEEERERS
*%%% *-CHANGE ENGINE OQLL AND OIL FILTER *
*-CHECK AND FILL ALL FLUID LEVELS. *
*-ROTATE TIRES-CHECK AIR PRESSURE, INCLUDING
SPARE. *+ *-CHECK EXHAUST SYST. FOR LEAKS,
DAMAGE, LOOSE PARTS. * *-CHECK OPERATION OF
HORN, EXTERIOR LIGHTS, HAZARD LIGHTS* * AND
TURN SIGNALS. * *-CHECK RADIATOR, HEATER,

ORIGINAL s DESCRIPTION TOTALS

ESTIMATE
; LABOR AMOUNT

ATR CONDITIONING HOSES FOR * * LEAKS OR ' l(iyg;(i)
DAMAGE, * *-INSPECT HALF SHAFT BOOTS, IF I
|

AUTHORIZED AUOL REPAIRS I PERSON
ADUL REPARS i3 | ax'o By PHONED PARTS AMOUNT

AUTHORIZED [orvens GAS, OiL, LUBE

acDLREPAlS 9 LIC. 1D O 1D SUBLET AMOQUNT
s DATE TiME MISC. CHARGES

| tomac T
TOTAL CHARGES

| ACKNOWLEDGE NOTICE A ORAL AFPROVAL OF AN INCREASE (N THE DRIGINAL ESTIMATED FRICE
ADJUSTMENT

SIGNATURE X QATE SHLES TAX
" | CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREQF Pl EASE PAV

X THIS AMOUNT

Notice to Consumer: Please read important information on back. ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED
Cobrigh) 2000 AT, ins. SERVEK WVOACE #7 4S1IT CUSTOMER COPY

DP12-006 002096LC



VISTA FORD
dba Vista Ford Lincoln Mercury  VISTA AUTO BODY

LOCT LOCATION: D6 21501 VENTURA BOULEVARD T8E2 DEERING AVE
WOODLAND HILLS, CA 91364 CANOGA PARK, CA 91304
CUSTOMER #: 111938 77750
SERVICE DIRECT: 1818) 884-7601 DIRECT: (818) 337.1548
EFAN CADD7280037201024 EPAF CADOT294037293C01
* INVOI CE* BAR REG. # ARDCA1819 BAR AEG # ARDIATZNI
SERVICE AND PARTS DEPT HOLRS: VISTA AUTQ BODY HOURS.
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
7:00 A.M.TO 6:00 P.M B:00 A M. TO 5:00 F.M
PAGE 2 SATURDAY

B:00 AM. TO 1:00 P.M.

SERVICE ADVISOR: 811 STEWART HENTON

YEAR MAKE/MODEL VIN LICENSE MILEAGE IN / OUT L TAG
WHITE 09 | FORD ESCAPE 1rMcuo 3702 9254 /9254
DEL. DATE PROD. DATE | WARR. EXP. PROMISED PO NQ_ RATE I PAYMENT INV. DATE
01FEB09 I [
01FEBQOS DI 11:00 30JAN10] 0.00] CASH 30JAN1O
R.O. OPENED [ READY OPTIONS:  STK:90232 EMG:2.5 Liter 1)0OA217288691
30JAN1O 30JAN10 o
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
EQUIPPED. *
886 IQCM (n/c)
1 FL*2017*B FILTER ASY - ENGINE OIL - ELEM (N/C)
5 OIL MOTORCRAFT OIL (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE A: 0.00

9254 PERFORMED I Q C SERVICE BRAKES FS5MM R5MM DEMS
de s dodk ok e A de d ok e e ok ek e ok ok e e ok ke R ko e e ok ek ek b g ok ok e e ok b e b e ke e e ke ok ke e
B PERFORM MULTI-POINT INSPECTION 40
99P PERFORM MULTI-POINT INSPECTION 40
886 ISP (N/C)
GBK GREEN- MEASUREMENT (DISC:OVER 5MM) - (DRUM:OVER
2MM) BRRKES GOOD

886 ISP (N/C)
GTIRE GREEN 7/32 OR GREATER
Bee ISP (N/C)
GBATT BATTERY TESTED GOOD AT THIS TIME.
BBE ISP (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE B: 0.00

9254 BRAKES FS5MM RS5MM DRMS
AR A A A AR A A AR AR AR A AR R AR AR A KA AR A A AR AR A A AR A AR A AR A A h A
C THIS IS THRU OWNERA ADVANTAGE PROGRAM SEE ATTACHED LETTER
NC NO CHARGE
9999 ISP (N/C)
_PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE C: 0.00

2 A S S S S SRR RS RS E RS R R R RS SR EE RS R R SRR RS R RS E R R SRS

QREINAL s DESCRIPTION TOTALS
ESTIMATE ——
LABOR AMOUNT

0.
AUTHORIZED AROL REPAIRS I PERSON
Acol RepAIRs Y oKD 8y "Hﬂ: PARTS AMOUNT 0.00
AUTRORIZED DRIVERS GAS, OIL, LUBE 0.00
ADOL REPAIRS $ LIC, MO, OR (D SUBLET AMOUNT 0.00
DATE TME MISC. CHARGES

ToTAL $ 0.00

TOTAL CHARGES . B0
TACKNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE [N THE ORIGINAL ESTIMATED PRICE z —

ADJJSTMENT 0.00
SIGNATURE X DATE | SALES TAX 0.00
CUSTOMER ACKNOWLEDGES A RECEWT OF A CORY HEREQF -

' PLEASE PAY
N
X THIS AMOUNT 0.00
Notice to Consumer: Please read important information on back. ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

Capan 2000ADF o6 SERVICE IWOICE 12 m3iTs CUSTOMER COPY

DP12-006 002097LC



GENUINE ,,...me&_ Rewards Member #:

| @
AR s s SERvicE — Advantage” pewards service al
Multi-Point Inspection Report Card as Recommended by Ford Motor Company

Today' oy
el -30-2000  pomg: 3—}73&) oot Mo

Name:_____ — - — makeiModeirvear: O A LSMQ_Q MileagelA 2 S A

E-Mail Address: _ = VIN #: Plate #:

SCHEDULED MAINTENANCE ITEMS DUE FOR SERVICING ON THIS VISIT* C VEHICLE HEALTH REPORT (VHR) ACTIVATED
e ves [ w0 [ |wm ; ;
_Eou Filter
E)’

[] cabin A Filter a

‘m

= 1 il i and a environment
D Engine Air Filtes a u Spark Plugs Q Contributes lo vehicle efficiency qreen envi
Checkid and May require Requires
D Engine Coolant J;—'ﬁm Rotation OK at this time | fulure attention immediale attention

ﬁ ‘II

HCK FOLLOWING SYSTEMSJCOMPONENTS
D Transmission Filter __@__“, ~ BRAKE SYSTEM -

[:: Transmission Fluid
_.‘I:l. Brake system (including lines, hoses, and uan\mgbrake]

[] pue Fintes
D 0l Change a

I

Ef:l

fl’ﬂs is only a partial lisi of vehicle maintenance Items and Is NOT all-mcluslve. = -
Please cansull your Owners Manual or visit www.genuineservice.com for vehicie | G AND
specific maintenance requirements. /struts and other
CHECK FLUID LEVELS AND FILL seRviceo ~ACm and/or damage =g
| I ot andor uid leaks (] I ]I stering. steering inkages and ball joints L]
— . . :

0K FilL

ok FilL e FLL - .
Dgﬁuine ol D Pawer Steering _/BD Hﬂ:ﬁf;uwm .E. Ex7aust system (leaks, damage, loose parts) [ D

| D Dyakp Reservair ngmw Washer /B I:, Coolant Recovery Reservair
BATTERY .E- Clutch operation (if equipped) H

State of Health Condition of Terminals . [_:. Constant yelocity (CV) drive axle boots (if 2quipped)
] —— -1 ~ = e =
o 0% J—EWH . Bad .-D . DOrive shaft, transmission, u-joint and shift linkage (it equipped) |
0% B an lubricate (as needed) =)

(Clean il necessary)
=3} O ";" i

' . Dperalmn 01 ham lnlenor thts exlerior lamps, turn signals, [—1
hatard and brake lamps i |

Factory spec cold cranking amps | Actual cold cranking amps |
_! -

EXTERIOR BODY
Note any exisling exterior body damage or delects on diagram

B e

. . Windshield washer spray, wiper operation and wiper blades

5

r.’ . Windshield for cracks, chips and pitting

il L e\ —"

L
. HVAC system and hoses/lines for leaks and/or damage B E

! ._., - Engine Cooling system, radiator, hoses and clamps |
.D. Accessory drive bell(s)

TIRE TREAD 732" and greater g - 332" and less
BRAKE LINING Over 5mm or 1/32" (Disc) or Over 2mm or 3/32" (Drem)
LEFT FRONT & [senviceo | RIGHT FRONT &

I —— = l} |
M. Tire Tread Depth 32" | [l 7ire Tread Depth e E '

m . Tire Wear Pattern/Damage & Valve Stem | - Tire Wear Pattern/Damage & Valve Stem | | =1

|
-_D. Tire Pressure - sel to factory recommended PSI . Tire Pressure - sel to faclory recommended PSI E

-m- Brake Lining §me B (< Vi ' G. Brake Lining 5, wmm ___ /32" D |

|LEFTREAR &J [seavicen | RIGHT REAR (@ smuscm]

]-E]- Tire Tread Depth sz | ] (I e Tread neptn 2 L
I

J-EI. Tire Wear Pattern/Damage & Valve Stem D \ .D. Tire Wear Pattern/Damage & Valve Stem D

D Tire repair needed J.D- Tire Pressure - set 1o factory recommended PS| J-D. Tire Pressure - set to factory recommended PSI ‘ b

Brake measurements nol i = : - o

taken this Service visit ,,J.D. Brake Lining —mm /32 J..D. Brake Lining = \ L—

TIRE WEAR INDICATES
D Alignment check needed

[ ] whee! balance needed

ijD

‘EF

e x = e
Service Advisor: : [(Ge ] C«/‘f Customer Signature:
J oW A
Technician: Sl 12
2111008 Rev. 04/09 ©2008, Ford Moltor Campany, ANl Rights Reserved Customer Copy

DP12-006 002098LC



VISTA FORD
dba Vista Ford Lincoln Mercury
21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 91364

CUSTOMER #:111938 82546
SERVICE DIRECT: (818) 884-7601
EPA® CADD7294037201024 B.AR. REG, # ARDO4'E19
WORKORDER
VISTA AUTO BODY
- - : 7862 DEERING AVE
WEST HILLS, PAGE 1 CANQGA PARK, CA 91304

DIRECT: (818 3471548

CONT:N/A £PAZ CADO729a037293001 B.AR REG. ¥ ARDTA7213
CELL 4 SERVICE ADVISOR: 172 NAZARIAN, KEN
MAKE/MODEL VIN LICENSE MILEAGE IN/ QUT J TAG
WHITE 05 | FORD Esca 1rvcuo37oo N 10901/
DEL DATE PROD. DATE| WARR. EXP, PROMISED PO NO. RATE PAYMENT INV. DATE
01FEB09 IS
01FEBQ9 DD *% WATTER ** 0.00 | CASH =
0.0, GPENED READY OPTIONS:  STK:90232 ENG:2.5_Liter 1)OA217288691

02APR2010 14:27

LINE OP CODE TECH. TYPE

DESCRIPTIONS/INSTRUCTIONS

& A W CUST STATES WRENCH

AGAIN==VEHICLE RUNS ROUGH AT IDLE & BANGS

& DRIVE GEARS

o

CHECK ENGINE LIGHTS
INTO

ARE ON
REVERSE

LIGHT

iz

TO OUR CUSTOMERS
VISTA'S LABOR CHARGES ARE NOT BASED ON THE MECHANIC'S ACTUAL TIME SPENT ON

T
X Date. al et

THE JOB

Our “estimate” is actually the csumated total of Vista's Menu Price for each item (o be performed
Our Menu prices are based o yesrs ol BUTOMOtive Servicing expetience Your job's astimated foral
ptice is quoled 1o and authorized Uy vou In advanca al any wark being done. If alter beginning your
1ob. we Hng additionsl work | necessary, vou will be advised and your approval ol a revised
esumate will ba requested

We believe our menu pricing s¥S1eMm is AdVaNIageous 10 Oul CusStamers, because your once tor a
prescifibed repait remasing the sams regardiess ol how long the repair actually (akes to be completed
il you desire a detallad breskdown of our charge (parts or laborl, plaase fesl frea 1o ask elther your
seryice writer 0r owr Service Manager, Both are here to help you,

e

DRIGINAL ESTIMATE: § _
[Estimata doas not include Sale:

TEARDOWN ESTIMATE: | Understand that my vehicle will be reassembled within ___ days of the
date shown above if | choose not (o authorize the services recamented
Camrogn) 2000 0P, s SIRVICE WORGADES o7 3SWIC CUSTOMER

CUSTOMER ACKNOWLEDGES RECEIPT OF A COPY OF THIS DOCUMENT

Ovyes [Owo

| hateby authorize 1he repait work described herein 1o be dare along wih 1he appropriate paris
and/or accessorie:. | agree that Vista is nat responsible for loks ar damage 1o the vehicle of to
articles lelt in the vehicle as the result of theh, fire, vandalism or any other cause. and thal Vista
s ot responsibl: tar any delays caused by wnavailability ol parts. | hereby gram Visia's
emplayees permission o operate the vehicle on streets. highways or elsewhere lor the purpose
ot 1esting and inspection, \Vista is authorized to deliver the venicla o any of s contenrs ta any
pefson presenting this teceipt, Approval is granted for sublet (ecans

SAVE PARTS?

NOTICE TO CONSUMER: PLEASE READ IMPORTANT INFORMATION ON BACK, REMOVE ALL
PERSONAL PROPERTY FROM YOUR VEHICLE, WE DO NOT ASSUME RESPONSIBILITY FOR
LOSS OR DAMAGE TO YOUR VEHICLE OR TO ARTICLES LEFT IN YOUR VEHICLE

COPY

DP12-006 002099LC



L el

22 VISTA FORD
T A dba Vista Ford Lincoln Mercury VISTA AUTO BODY
LOT LOCATION: W24 21501 VENTURA BOULEVARD 7662 DEERING AVE
3 S WOODLAND HILLS, CA 91364 CANGGA PARK, Ca 81304
CUSTOMER #: 111538 82546
SERVICE DIRECT: (818) B84.7601 DIRECT, (818} 347-1548
S EPAX CADD7294037201024 EPAN CADDT 2940237293001
INVOICE B.AR REG # ARDDA1819 B AR HEC, # ABDT4T213
SEAVICE AND PARTS DEPT HOURS VISTA AUTO BODY HOURS.
MONDAY THRU FRIDAY MONDAY THRU FRIDAY
[ ] 7:00 AM. TO 6,00 P.M 800 AM TO 500 PIM
WEST pAGE l SATURDAY

HOME CONT - 800 AM.TO 100 PM
CELL SERVICE ADVISCR: 172 KEN NAZARIAN

COLOR | YEAR MAKE/MODEL VIN | LICENSE MILEAGE IN/OUT | TAG

WHITE 09 | FORD ESCAPE 1FMCT 03709_\ 10901/10901

DEL. DATE _[PROD. DATE | WARR. EXP. PROMISED PO NO. RATE PAYMENT INV. DATE
01FEBO® IS
O1FEBOS D WAIT 12APRI1O 0.00| CASH 12APR10

R.0. OPENED READY OPTIONS:  STK:90232 ENG:2.5 Liter 1)OA217288691
0SAPRI10 12APR10

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL

A CUST STATES WRENCH LIGHT & CHECK ENGINE LIGHTS ARE ON AGAIN==VEHICLE
\ RUNS ROUGH AT IDLE & BANGS INTO REVERSE & DEIVE GEARS
CAUSE: CHECK OBD II P2135 PINPOINT TEST RESISTANCE SHOWS WITHIN FACTORY
SPECS PERFORM STRESS TEST ON ALL 4 COILS PASS PERFORM RIPPLE
TEST ON ALTE
12650D EEC (QUICK TEST) - DIAGNOSIS - L

201 W ; (N/C)
1 88S4EZ%10346*A ALTERNATOR AS¥E i F7% HE:JQ'_ (N/C)
12650D45 EEC SYSTEM - DIAGNOS%%’ EoN b o N ﬁ -
v o B
201 W (N/C)
MTSTRESSTEST STRESS TEST COILS
201 W (N/C)
MTRIPPLE RIPPLE TEST ALTERNATOR
201 W (N/C)
10346A ALTERNATOR - REMOVE AND INSTALL OR REPLACE
(10346) - L
201 W (N/C)
12650DX1 EEC (QUICK TEST) - DIAGNOSIS - L EXTRA
TIME TO REPEAT FINAL QUICK TEST
201 W (N/C)
FC: E28 42
PART#: 8S4Z*10346*A
COUNT:
CLAIM TYPE:
AUTH CODE:
4534
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00  TOTAL LINE A: 0.00
Wil 2% e e s
10901 CHECK OBD II P2135 PINPOINT TES@QHEQiFjANhE&mﬂ@ﬂS WITHIN
FACTORY SPECS PERFORM STRESS TEST ON ALL 4 COILS PASS PERFORM RIPPLE
TEST ON ALTERNATOR CONTACTED HOTLINE ID NUMBER 103698265 SUBMITTED WAVE
PATTERN RESPONSE FROM HOTLINE THAT ALT IS BAD REPLACE ALTERNATOR ASSY
AND RETEST P1000
::f.:'.‘,: $ DESCRIPTION TOTALS
LAEOR AMOQUNT
i i o " s [————] PAFTS AMGUNT
AUTHORIZED DRIVERS GAt, OlL, LUBE
ADDL REPAIRS s LIC. NG, ORID SUELET AMOUNT
L & DATE TiME MISC. CHARGES
TOTAL -
1 ACKNOWLEDGE NOTICE & ORAL APPROVAL OF AN INCREASE IN THE ORICINAL ESTIMATED PRICE. TBTAL CHARGES
ADJUSTMENT
siGaATuRE X DATE SALES TAX
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREOF } PLEASE PAV
X THIS AMOUNT

Notice to Consumer: Please read important information on back. ALL FARTS ARE NEW UNLESS OTHERWISE DESIGNATED

Capyy 40 1000 ADF. nk, SERVICE IWVOICE £ 3511C CUSTOMER COPY

DP12-006 002100LC



VISTA FORD
dba Vista Ford Lincoln Mercury

VISTA AUTO BODY

AUTHORIZED
A0OLREFARS O

ADDL REPARS
ax'oay

N FERSON
PHONED

LABOR AMOUNT

LOT: LOCATION: W24 21501 VENTURA BOULEVARD 7862 DEERING AVE
CUSTOMER #: 111938 82546 WOODLAND HILLS, CA 91364 CANOGA PARK, CA 91304
SERVICE DIRECT: 1818) BB4-7601 DIRECT. (8181 347-1548
INVOICE EPAR Ez[;z??ﬂdlﬂ?lﬂ“}zd EPAS CADDT284037283001
BAR ® ARDOAYETS B.AR REG # ARD1VA7213
SERVICE AND PARTS DEPT. HOURS VISTA AUTD BODY HOURS
MONDAY THRU FRIDAY MONDAY THAU FRIDAY
PAGE 2 7:00 AM. TO 6:00 P.M 8:00 A M. TO 5:00 P M.
CONT:N/A 8:00 As;rggurgro BM.
| CELL NSNS SERVICE ADVISOR: 172 KEN NAZARTAN
MAKE/MODEL VIN | LICENSE MILEAGE IN/OUT | TAG
WHITE 05 | FORD ESCAPE lFMCUGB-?OS‘ld 10901/10901
DEL. DATE |PROD. DATE| WARR. EXP. PROMISED | PO NO. RATE PAYMENT | INV. DATE
01FEB0O9 IS
Q1FEBO9 D WAIT 12APR10| 0.00] CASH L 12APR10
R:0 OPENED READY OFTIONS:  gTK:90232 ENG:2.5 Liter 1)O0A217288691
09APR10 12APRI1OQ
LINE OCPCODE TECH TYPE HOURS LIST NET TOTAL
-B** TAP 1 RENT-A-CAR
CAUSE: TAP 1 RENT A CAR FOR A TOTAL OF 90 DOLLARS CONTRACT NUMBER 15303
LOANER TAP 1 RENT-A-CAR
D999 W (N/C)
1 RENTAL (N/C)
FC: ASS 82
PARTH: TAP1
COUNT :
CLAIM TYPE: TAP1
AUTH CODE
PARTS : 0.00 7 LAROR: 0.00 QTHER: 0.00 TOTAL LINE B: 0.00
10901 TAP 1 RENT 2 CAF FOR A TOTAL QF 90 DOLLARS CONTRACT NUMBER
15303
de deode g de gk de g de ok ok gk b kb e ok e e ok b b ok ke e ok T ke e e e ok ok ke ke ok 9k ok ok ke ok e e e e ok ok o ok
C** ROCHELLE CALLED 11.52 AM LEFT MESSAGE VOICEMAIL NO TO REPAIR UNLESS
ALREADY REPATIRED HAS RETAINEDAN ATTORNEY 4/12 AND WILL PICK UP
VEHICLEIF IS SAFE TO DRIVE TECH ALREADY HAD GOTTEN ALTERNATOR &
STARTED REPATIRING WENT TO TELL TECH HE WAS PUTTING VEHICLE BACEK
TOGETHER FROM REPAIRING ALTERNATOR / /
NC INFO ONLY
9999 ISP (N/C)
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE C; 0.00
hkkdkdhhdhdkhbhkhohhrhhkbhkhkhdhbhkhAbrb kb hbdb bbbl dh bbbk ddddrrk
D** RON CALLED IN SHORTLY AFTER AROUND 12.15 AND TOLD HIM PART WAS HERE
& REPAIR OF ALTERNATOR ALMOST DONE==SPOKE TO ROCHELLE AT 12.50
WILL PICKX UP VEHICLE SHORTLY PER ATTORNEY INSTRUCTIONS / /
NC INFQO ONLY
9999 ISP (N/C)
PARTS : 0.00 LABOR: 0.00 OTHER: 0.0C TOTAL LINE D: 0.00
dhhk ko kA A bk kA rkhh kb Ak bk kb ko sk hkd A ok ok kk ek kb ok dkkh
[omigimiac s DESCRIPTION TOTALS
ESTIMATE

PARTS AMOQUNT

AUTHORIZED s
ADOL REFAIRS

DAIVERS
LI NO. OR IO

GAE, OIL, LUBE

SUBLET AMOUNT

TOTAL $

DATE

TIME

MIS 2. CHARGES

| siguatuRe X

| ACKNOWLEDGE NOTICE & DRAL APPADVAL OF AN INCAEASE IN THE ORIGINAL ESTIMATED PRICE

DATE

TOTAL CHARGES

ADJUSTMENT

[CUSTOMER ACKNOWLEDGES A RECLWT OF A COPY HEREQF

X

SALES TAX

PLEASE PAY
THIS AMOUNT

Notice to Consumer: Pleass read important information on back.

Capyiight H0TADS e

ERUAE HVOICE BT R3IC

ALL PAATS ARE NEW UNLESS OTHERWISE DESIGNATED

CUSTOMER COCPY

DP12-006 002101LC



LOT+» LOCATION
CUSTOMER #:

W24
111938

SERVICE ADVISOR:

VISTA FORD
dba Vista Ford Lincoln Mercury
21501 VENTURA BOULEVARD
WOODLAND HILLS, CA 91364

82546
SERVICE DIRECT: (818) B84.7601
EPAR CADO7294037201024
INVOICE AR AEG. ¥ ARDD41A19
SERVICE AND PARTS DEPT. HOURS:
MONDAY THRU FRIDAY
PAGE 13 7:00 A M. TO 6:00 P.M

SATURDAY
800 AM_TO 1:00P M

172 KEN NAZARTIAN

VISTA AUTO BODY

TH62 DEERING AVE
CaNOGA PARK, CA 91304

DIRECT: (818) 347.1548
EPA# CADO7234037293001
8 A.R.REG. # AAD1AT213

VISTA AUTO BODY HOURS.
MONDAY THRU FRIDAY
8:00 A.M. TO 5:00 P.M

YEAR MAKE/MODEL VIN LICENSE T MILEAGE IN / OUT | TAG
WHITE 0% | FORD ESCAPE 1FMCUQ3 709 10901 /10901
DEL. DATE PRCD. DATE| WARR. EXP. PROMISED PO NO, RATE PAYMENT INV. DATE
01FEBOS I
O1FEBQ9 D WAIT 12APR1Q 0.00] CASH 12APR1Q
-0, OPENED READY OPTIONS:  8TK:90232 ENG:2.5_Liter 1)OA217288691
0SAPR10 12APR10
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL
[ omana s DESCRIPTION TOTALS
SATwATE LABIR AMOUNT 0.00
o T ] — YT 000
AUTHORIZED DRIVERS GAE, OIL, LUBE 0.00
ADDLRERARS ¥ LC N0, GR 1D SUBLET AMOUNT 0.00
5 o TimE MISZ. CHARGES 0.00
TOTAL
| TOTAL CHARGES 0.00
| ACKNOWLEDGE NOTICE & QRAL APPROVAL OF AN INCREASE IN THE DRIGINAL ESTIMATED PRICE
[ ADJUSTMENT 0.00
sighatuRe X DaTE SALZS TAX 0.00
CUSTOMER ACKNOWLEDGES A RECEIPT OF A COPY HEREOF 1 PLEASE PAY -
(X J THIS AMOUNT __0.00

Notice to Consumer: Pleass read important information on back.

Capright 2000 ADP. inc. SERVICE INVOICE 41 350

ALL PARTS ARE NEW UNLESS OTHERWISE DESIGNATED

CUSTOMER COPY
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ISSUE LIST

Last[il.:a[r;?lmg Name/ Vin/ Model Year and Vehicle  Issue
lsSm: Stalls Reason Desc Case No. Line Type
oot NN 1FMCU0370o I 2009 ESCAPE b

BOEET F::[éi-m . SERVICE REPAIR - AT At
gorot0 (NG 1EMCU0370oKG 2009 ESCAPE 04
D éjti"” - SERVICE REPAIR - AT 114400420

w0 | 1rmcuoa7oo I 2009 escare 04
closep  Cub-IN-SERVICEREPAR - AT -

Ford Confidential
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vin: 1Fmcuoazos Year: 2009 Model: ESCAPE  Case: 114490429

name: NG Owner Status: Original WSD: 2009-02-01

Symptom Desc: GENERAL INQUIRIES REQUEST/INON-VEHICLE RELATED  Primary Prmne:-
Reason Desc: CLP - IN - SERVICE REPAIR - AT RISK Secondary Phone!

Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact: 04/12/2010

Action: TIER Il ESCALATION - UNABLE TO DUPLICATE

Dealer; 07923 VISTA FORDLINCOLN MERCURY Origin Desc: US CONCERN CASE BASE
Odometer: 10900 Mi Comm Type: PHONE

Analyst Name: ALBERT (NALBERT3)NICOLE  Analyst: NALBERT3

Action Date: 04/09/2010 Action Time: 20,01.58 388 Action Data: No

comments CUSTOMER SAID: -SIGNIFICANT OTHER CALLED 1: | P s 701/ R IN THE
BACKGROUND AS WE SPOKE -VEHICLE AT THE DEALER -BEEN AT DEALER : TAKEN TODAY-CHECK ENGINE
LIGHT/ WRENCH -PER DEALER: NOT ABLE TO FIX-VEHICLE BEEN TO DEALER: ONCE THIS YEAR -DEALER SAID. -
VISTA FORD LINCOLN MERCURY21501 VENTURA BLYDWOODLAND HILLS CA 91364(877) 466-0828CRC ADVISED: |
WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A SPECIALIST WILL CONTACT YOL WITHIN 2
BUSINESS DAYS,**NOTE TO CCR: IF THE VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE ADVISE
THE CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FOR THEIR VEHICLE-ADVI =

NOT HAVE ONE-NOT INTERESTED IN WWE VEHICLE- CELLM

(CUSTOMER/ROCHELLE)-CALLED IN:

Action; AWAITING ASSISTANCE - TECHNICAL HOTLINE

Dealer; 07923 VISTA FORDLINCOLN MERCURY Origin Desc: DEALER
Odometer: 10900 Mi Comm Type: VISIT

Analyst Name: JEFF HARKNESS Analyst; J-HARKN4

Action Date: 04/12/2010 Action Time: 10.49 56 398 Action Data: No

Comments NOTE CUSTOMER VEHICLE IS HERE AND HOTLINE HAS BEEN CONTACTED AGIAN HOT LINE
#102698265 CUSTOMER IS SEEKING BUY BACK NOT HAPPY THIS IS THE FOURTH TIME BACK FOR SAME
PROBLEM | HAVE ALSD SPOKE WITH FSE THE TAR IS BRYAN JENKINS

Action: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 07923 VISTA FOROLINCOLN MERCURY Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 10900 MI Comm Type: PHONE

Analyst Name: COLL MARK  Analyst: MCOLL

Action Date: 0412/2010 Action Time: 11.59.46.542  Action Data: Yes

Comments “CCS MARK EXT 7021, AFTER REVIEW OF CASE NOTES, AWS LISTS FOUR PRICR VISITS FOR CHECK
ENGINE LIGHT, FIRST REPAIR ON 05-11-09 @ 2687 MILES. OASIS, CUST HAS NO FORD ESP, GCQIS REPORT #
9HCEAJ366 AND CUST LTV IS 72 *OBC TO DLR * LVM FOR SIM JEFF, REQUESTING DLR FAX ADMIN COPIES OF
R.O.5 TO ME AT 8669343061 * 818-632-7686 " ADVISED C/W THAT OUR GOAL IS TO WCRK WITH DRL AND
ENGINEERING TO HAVE ISSUES RESOLVED THROUGH REPAIRS’ C/W SAYS CUST IS SEEKING A VEH
REFLACEMENT , SAYS DLR HAS EXHAUSTED ALL REPAIR ATTEMPTS AND CANNOT FIX VEH . SAYS VEH IS WELL
BEYOUND NUMBER OF REPAIRS AND DAYS OUT OF SERVICE TQ BE CONSIDERED FOR BUY BACK *CCS OFFERS
TO REVIEW CASE FOR VEH REPLACEMENT AND F/U ON 04-16 BETWEEN 12 AND 4 PM PT * GAVE CONTACT INFO

Data Element Name Data Value
DATE OF FOLLOW UP: 04-16-2010 7
TIME OF FOLLOW UP (HH:MM) 20:00
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Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 07923 VISTA FORDLINCOLN MERCURY Origin Desc: DEALER
Odometer: 10900 MI Comm Type: VISIT

Analyst Name: JEFF HARKNESS Analyst: J-HARKN4

Action Date: 04/13/2010 Action Time: 12.23.42.935 Action Data: No

Comments WE REPLACED ALT-AND CUSTOMER TOLD US TO STOP WORKING ON VEHICLE SHE HAD A LAWYER
INVOLVED THE VEHICLE IS DONE AND FINISHED

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 07923 VISTA FORDLINCOLN MERCURY Origin Desc; CUSTOMER CARE SOLUTIONS TEAM
Odometer: 10900 MI Comm Type: PHONE

Analyst Name: COLL MARK ~ Analyst; MCOLL

Action Date: 04/16/2010 Action Time: 14.17.53.094  Action Data; Yes

Caller Information If Dilferent From Vehicle Owner:
[l e Middle Initial Relationship
“ | FRIEND

Comments * CCS MARK EXT 7021* OBC TO C/W @ 818-832-7686* C/W SAYS CUST HAS RETAINED LAWYER BUT
HAS NOT FILED ANY SUIT AGAINST FMC AS YET , SAYS CUST WAS WAITING TO HEAR FROM FMC FIRST . TO SEE
WHAT FMC WAS WILLING TO DO * CCS ADVISES THAT | CAN OFFER TO REPLACE OR REFUND VEH BASED ON
MILEAGE FEE OF 2687 MILES * C/W SAYS CUST JUST WANTS ANOTHER ESCAPE , SAYS SHE LOVES THE VEH
BUT HAS HAD TO MANY CONCNERS WITH THIS ONE * CCS REQUESTS CUST FAX SALES AGREEMENT S0 THAT |
CAN START PROCESS OF HAVING OFFER LETTER SENT ,* CUST IS DRIVING AND CANNOT WRITE * CCS SETS
NEXT F/IU FOR 04-20 AFTERNOON AND OFFERS TO CALL BACK IMEDIATELY TO LVM WITH FAX # * NOTE CALLED
CIW, LVM WITH FAX #

Data Element Name Data Value
DATE OF FOLLOW UP: 04-20-2010
TIME OF FOLLOW UP' (HH:MM): 20:00

Action: CUSTOMER RETAINED LAWYER

Dealer: 07923 VISTA FORDLINCOLN MERCURY Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 10900 MI Comm Type: PHONE

Analyst Name: COLL MARK  Analyst: MCOLL

Action Date: 04/20/2010 Action Time: 13.07.01.750  Action Data: No

Comments *CCS MARK EXT. 7021, OBC TO C/W @ 8166327686 * CCS ADVISES WE HAVE NOT RECEIVED FAX OF
SALES AGREEMENT * C/2 SAYS THAT LAWYER SAID NOT TO SEND IT AND LAWYER IS WORKING ON THIS CASE
WITH FORD * CCS ADVISES THAT SINCE LAWYER IS WORKING ON THE CASE * CCS WILL NO LONGER BE
INVOLVED * LAWYER WILL WORK DIRECTLY WITH QGC TO HAVE CASE RESOLVED * CCS WISHES C/W WELL *
CCS CLOSING CASE

Action: DOCUMENT ADDITIONAL INFORMATION

Dealer: 07923 VISTA FORDLINCOLN MERCURY Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odameter: 10900 MI Comm Type: PHONE

Analyst Name; COLL MARK  Analyst: MCOLL

Action Date: 04/20/2010 Action Time: 13,10,38.186  Action Data: No

Caller Information If Different From Vehicle Owner:
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First Name Middle Initial LastName  DayPhone  Relationship
ROB RIBSTEIN 81868327686 FRIEND

Camments *CCS MARK EXT 7021 NOTE: UPDATING CASE TO INCLUDE C/W INFO * ABOVE CONTACT WAS WITH
C/W NOT WITH CUSTOMER

Ford Confidential
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VIN: 1. Year: 2009 Model: ESCAPE Case: 114490429

Name Owner Status: Original WSD: 2009-02-01
Symptom Desc: EV/HYBRID DRIVEABILITY INDICATOR CONCERNS WRENCH/MIL Primary Phone:
Reason Desc: CLP - IN - SERVICE REPAIR - AT RISK Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact:

Action: CLOSE - DOCUMENT MULTIPLE SYMPTOMS

Desler: 07923 VISTA FORDLINCOLN MERCURY Origin Desc: US CONCERN CASE BASE
Odometer: 10900 Mi Comm Type: PHONE

Analyst Name: ALBERT (NALBERT3)NICOLE  Analyst: NALBERT3

Action Date: 04/09/2010 Action Time: 20.04.56 673 Action Data: No

Comments CUSTOMER SAID: -SIGNIFICANT OTHER CALLED IN: I s ToNER (M THE

BACKGROUND AS WE SPOKE -VEHICLE AT THE DEALER -BEEN AT UEALER . TAKEN TODAY-CHECK ENGINE
LIGHT/ WRENGH -PER DEALER: NOT ABLE TO FIX-VEHICLE BEEN TO DEALER: ONCE THIS YEAR -DEALER SAID: -
VISTA FORD LINCOLN MERCURY21501 VENTURA BLVDWOODLAND HILLS CA 91364(877) 486-9828CRC ADVISED: |
WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A SPECIALIST WILL CONTACT YOU WITHIN 2
BUSINESS DAYS."*NOTE TO CCR: IF THE VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE ADVISE
THE CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FOR THEIR VEHICLE-ADVISED THE ABOVE-EMAIL- D
NOT HAVE ONE-NOT INTERESTED IN PURCHASING AND ESP FOR THE wmcm-caﬂ

(CUSTOMER/ROCHELLE)-CALLED IN: —‘

Ford Confidential

DP12-006 002107LC



VIN: 1
Name

Year: 2009
Owner Status: Original

Symptom Desc: INDICATOR CHECK ENGINE
Reason Desc: CLP - [N - SERVICE REPAIR - AT RISK

Issue Type: 04 REGION

Issue Status: CLOSED

Inisal Customer Contact:

Model: ESCAPE Case: 114436429

WSD: 2009-02-01

Primary Phone
Secondary Phone|

Action: CLOSE - DOCUMENT MULTIPLE SYMPTOMS
Dealer: 07923 VISTA FORDLINCOLN MERCURY

Odometer: 10900 M

Action Date: 04/09/2010

Comm Type: PHONE
Analyst Name: ALBERT (NALBERT3) NICOLE Analyst: NALBERT3

Origin Desc: US CONCERN CASE BASE

Action Time: 20,02.44 592 Action Data: No

comments CUSTOMER SAID: -SIGNIFICANT 0THER cALLED IN: [ NG

BACKGROUND AS WE SPOKE -VEHICLE AT THE DEALER -BEEN AT DEALER : TAKEN TODAY-CHECK ENGINE
LIGHT/ WRENCH -PER DEALER: NOT ABLE TO FIX-VEHICLE BEEN TO DEALER, ONCE THIS YEAR -DEALER SAID: -
VISTA FORD LINCOLN MERCURY?21501 VENTURA BLVOWOODLAND HILLS CA 91364(877) 466-9828CRC ADVISED |
WILL ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM. A SPECIALIST WILL CONTACT YOU WITHIN 2
BUSINESS DAYS.***NOTE TO CCR: IF THE VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE ADVISE
THE CUSTOMER TO SCHEDULE A SERVICE APPOINTMENT FOR THEIR VEHICLE-ADVISED THE ARBOVE-EMAIL: DO
NOT HAVE ONE-NOT INTERESTED IN PURCHASING AND ESP FOR THE VEHICLE-CELL

-CALLED IN|

CUSTOMER IN THE

Ford Confidential

DP12-006 002108LC



Repoart Mgme Query flepor: Mgmt

GCQIS Report Analysis

Rpt. Analysis Home Report Mgme Primary

Report Summary
Report 1 of 2
Query Name: REPORT RETRIEVAL

Folder Number: | File Report To This Folder

Report Detail Section : |View Details |

Indicator SUMmMary

File Report To A Folder §EXists in lder[s]

Download Options

Attachments: 0

Report# : 9LADDOO6 NHL Received: 12/01/2009
CCRG/EPRC: *’I Reviewed Status: Date:
Vehicle: 2009,escAPE 4x2,xLT ,MPv ,1FMcu0370o< ]l Build pate: 07/22/2008
Odometer : 7,973 M Engine: 250 ver  Calibration: gu50a50a
Transmission: 6SP 6F MID Axle: 3800F2,73C A/C: YES
Dealer: USA 07923 Vista Ford Lincoln Mercury Phone#: (T?E:':gi) s
City: Woodland Hills State: California Country : USA
Originator: JIM TWITCHELL
Symptom: 6 98 2 98 DRVABL,INDICATOR,CHECK ENGINE,MIL ONLY
Status:
VFG: V29 CHECK ENGINE LIGHT
Additional
Symptom: P2133
Fix: Causal Component :
Condition Code:
Hotliner: TROMANO7 Phone: 313 337-9132 Regn Cd: W1 Los Angeles
Engineering: Phone:; TAR:
DIr Contact: JIM TWITCHELL Phone: 818 710-1364 Title Cde: T

Help Exit
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KOEO:

KOEC: P2135

KOER:

Comments:

REPAIR

RECOMM

REPAIR

RECOMM

12/01/2009 04:57PM TONY ROMANO MSS - FCSD - TECH SVC HOTLINE

WEB FORM DATA - CONCERN: ENG AND WRENCH LIGHT ON DIAGNOSTICS:
THROTTLE BODY REPLACED 2 TIMES ON OTHER RQOS PINPOINT TEST DV DOESNT
HELP INTER PARTS REPLACED:: THROTTLE BODY ON OTHER ROS APPROX

1000 MILES BEFORE TECH QUESTION: PINPOINT TEST ARE NOT HELPING

WOQULD LIKE TO SPEAK TO SOME ONE PLEASE LIST ANY PERTINENT FREEZE
FRAME DATA PLEASE LIST ANY VEHICLE MODIFICATIONS, OR TYPE NONE.

NONE

12/01/2009 04:57PM TONY ROMANO MSS - FCSD ~ TECH SVC HOTLINE
JIM, RECOMMEND CHECKING THE CIRCUITS VE818 (BN) AND VE819 (GN-VT)
FROM THE ETB TO CONNECTOR C175E PINS 58 AND 41. RECOMMEND OVERLAYING
BOTH CIRCUITS PIN TO PIN AND RETEST. MONITOR THE ETC_TRIM OR ETC
ACTUAL VS. ETC DESIRED THROTTLE ANGLES. THE ETC_ACT AND ETC_DSD SHOULD
NOT VARY MORE THAN 3.5 DEGREES FROM EACH OTHER. IF THE READING DOES
VARY MORE THAN 3.5 DEGREES, REPLACE THE ETB AGAIN AND RETEST. IF YOU
WOULD LIKE TO CALL THE HOTLINE DIRECTLY TO DISCUSS THE CONCERN IN
GREATER DETAIL, PLEASE FEEL FREE TO CONTACT THE HOTLINE AND USE THE
CONTACT ID AT THE TOP OF THE REPORT IN RED.

12/01/2009 06:39PM SALAH TEKKO MSS - FCSD - TECH SVC HOTLINE
VEHICLE HAS A CHECK ENGINE LIGHT ON WITH CODE P2135, HAS REPLACED THE
THROTTLE BODY TWICE AND THE CONCERN IS STILL PRESENT. SEEKING
DIRECTION.

12/01/2009 06:39PM SALAH TEKKO MSS - FCSD - TECH SVC HOTLINE

JIM, BASED ON THE INFORMATION GIVEN AND TESTS PERFORMED RECOMMEND:
~-OVERLAY CIRCUITS VE818 BN, VE819 GN-VT, LE134 YE AND RE134 BU-QOG

PIN TO PIN FROM THE TP SENSOR TO PCM CONNECTOR 175 AND RETEST. -IF
THE CONCERN IS STILL PRESENT SUSPECT A PCM CONCERN.

Download Dptior
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Folder Number: | File Report To This Folder File Report To A Folder jExists in Folder(s)
Add Commerts l Provious Jf o |

Requester: LBINGHAM 26-Apr-2010
Report Summary Ford Proprietary, Private Retention: None
Server: ECCWS686
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Report Mgmt Queary Report Mgmt

GCQIS Report Analysis

Nk Analys:is Home Report Mgmt Primary

Report Summary
Report 2 of 2
Query Name: REPORT RETRIEVAL

Folder Number: | File Report To This Folder

Report Detail Section : |View Details =l

Report# : 9HGAJ366 NHL

CCRG/EPRC: | '[ Reviewed Status:

Vehicle: 2009,ESCAPE 4X2 XL T MPV , 1FMCcU03709K I
Odometer : 10,901 M Engine: 2.5L IvCT
Transmission: 65P 6F MID Axle: 3800F2.73C
Dealer: USA 07923 Vista Ford Lincoln Mercury

City: Woodland Hills State: California
Originator: JIM TWITCHELL

Symptom: 6 98 2 98 DRVABL,INDICATOR,CHECK ENGINE,MIL ONLY
Status:

VFG: V29 CHECK ENGINE LIGHT

Additional

Symptom: MIL LIGHT ON

Fix: Causal Component :

Condition Code:

WSMITH46 Phone: 000 317-0000
Engineering:

Dir Contact: JIM TWITCHELL

Hotliner:
Phone:

Phone: 818 710-1364

Indicator SUummary

File Report To A Foider JExists in Folder(s)

Download Qptions

Attachments: 0

Received:
Date:

Build Date:
Calibration:

A/C:
Phone#:

Country :

TAR:

08/07/2009

07/22/2008
9M71A20A

YES

(818) 884-
7601

USA

Regn Cd: W1 Los Angeles

Title Cde: T

Help Exit

DP12-006 002112LC



KOEO:

KOEC: P2135 P0581

KOER:
Comments:

REPAIR

RECOMM

REPAIR

RECOMM

08/07/2009 06:23PM WALTER SMITH MSS - FCSD - TECH SVC HOTLINE

WEB FORM DATA - CONCERN: CHECK ENG LIGHT ON DIAGNOSTICS: HAS A

P0581 IN IT ALSO FOR CRUISE HAD CLOCK SPRING REPLACED FOR CRUISE
PROBLEM PARTS REPLACED:: THROTTLE BODY ON EARLIER VISIT AND CLOCK
SPRING ON THIS VISIT TECH QUESTION: LOOKING FOR INFO TO FIX VEH

MANY MILES ON IT SINCE P2135 ON FIRST TIME AND DONT SEE PO581 AS A
PROBLEM CAUSING P2135 PLEASE LIST ANY PERTINENT FREEZE FRAME DATA
PLEASE LIST ANY VEHICLE MODIFICATIONS, OR TYPE NONE. NONE

08/07/2009 06:23PM WALTER SMITH MSS - FCSD - TECH SVC HOTLINE

HI JIM, WITH THE INFORMATION PROVIDED FOR THE P0581 CODE CHECK FOR
OPENS OR SHORTS IN CIRCUIT VES 10 WH WIRE TO SPEED CONTROL SWITCHES
AND CIRCUIT RESO8 GN/BN ALSO PIN FIT AT THE CLOCK SPRING. SEE THE
WORKSHOP MANUAL SECTION 310-03 DIAG. PIN POINT TEST C. FOR THE P2135
INSPECT THE PIN FIT TERMINAL CRIMPS AND WIRING SHORTS OPENS ON THE ETB
THROTTLE POSITION SWITCHES FOR FAULTS.MONITOR TP VOLTAGES AND PERFORM
SWEEP TEST SEE DV PIN POINT TEST. THE HOTLINE DOESN'T HAVE ANY
MESSAGES OR LIKE REPORTS FOR THESE CODES.

04/09/2010 06:45PM ALEX BOUGHAN MSS - FCSD - TECH SVC HOTLINE
WEB FORM DATA - CONCERN; WRENCH AND CHECK ENG LIGHT ARE ON AGAIN 4TH
TIME DIAGNOSTICS: RIPPLE TEST AND STRESS TEST STRESS TEST IT

PASSED RIPPLE TEST I NEED TO SEND U COPY I NEED EMAIL TO

SEND PARTS REPLACED:: NONE TECH QUESTION: THE SAME CODES 1S BACK
AGAIN WE HAD HOTLINE INVOLVED BEFORE THIS VEHICLE HAS MADE 2100

MILES 4TH TIME BACK ----HELP PLEASE LIST ANY PERTINENT FREEZE

FRAME DATA PLEASE LIST ANY VEHICLE MODIFICATIONS, QR TYPE NONE.

NONE

04/09/2010 06:45PM ALEX BOUGHAN MSS - FCS5D - TECH SVC HOTLINE
JEFF, SEND YOUR E-MAIL TO ABOUGHAN@FORD.COM AND PJACOB45@FORD.COM.
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AFTER REVIEW OF THE WARRANTY HISTORY ON THIS VEHICLE, THE THROTTLE
BODY HAS BEEN REPLACED TWICE AND THE WIRING HAS BEEN OVERLAYED. AT
THIS TIME A PCM CONCERN WOULD BE SUSPECT,

AUDIT 04/09/2010 06:45PM ALEX BOUGHAN MSS - FCSD - TECH SVC HOTLINE
ODOMETER 4959 M CHANGED TO 10901 M BY ABOUGHAN

REPAIR 04/10/2010 08:56AM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE
JEFF EMAILED A SCREEN SHOT OF THE ALTERNATOR RIPPLE TEST PERFORMED.,

RECOMM 04/10/2010 D8:56AM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE
JEFF, BASED ON OUR INTERPRETATION OF THE WAVE PATTERN SENT, THE
ALTERNATOR HAS FAILED THE RIPPLE TEST. RECOMMEND TO REPLACE THE
ALTERNATOR AND RETEST. IF THE CONCERN IS STILL PRESENT, SUSPECT THE
PCM.

REPAIR 04/12/2010 10:36AM RICHARD MAILLOUX MSS - FCSD - TECH SVC HOTLINE
TECHNICIAN REPLY: DID U GET THE EMAIL I SENT

RECOMM 04/12/2010 10:36AM RICHARD MAILLOUX MSS - FCSD - TECH SVC HOTLINE
JEFF, THE EMAIL WAS RECEIVED BY HOTLINE. BASED ON THE INFORMATION
PROVIDED, THE ALTERNATOR FAILED THE RIPPLE TEST AND WILL NEED TO BE
REPLACED. IF THE CONCERN PERSISTS, THE PCM IS SUSPECT. Download Options

Folder Number: | File Report To This Folder File Report To A Folder jExists in Folder(s)
(ot JlSove [l wail Report

Requester: | BINGHAM 26-Apr-2010
Report Summary Ford Proprietary, Private Retention: None
Server: ECCWS686

DP12-006 002114LC
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BEGINNING OF CONTACT

08/03/2012 VOICE OF THE CUSTOMER TRACKING SYSTEM

OGC ISSUE CASE NBR:
REGION: W1 LOS Al ZONE: A0S OPENED:
VIN:  3FAHPOHADA) ENGINE: A VEHTYPE: C CLOSED:
LAST NAME: STATUS:
TITLE: | FIRsT Nnave: [ MI:
aooress: (NN
CITY: STATE: CA ZIP:
HOME PHONE:
MODEL YEAR: 2010 MODEL: FUSION
MILEAGE: 20000
DEALER NAME: KEN GRODY FORD SALES CODE: F71089 P&A
REASON CODE: 0799 ACCIDENT/PRODUCT LIABILITY
SYMPTOMS: 801000 GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED
ORIGIN: CRCBCP - TIER ONE - MELBOURNE COMMUNICATION: PHONE
ACTION; T1120 - TIER ONE CLOSE ISSUE
DOCUMENT ANALYST: MBEVERI1 BEVERIDGE MARK

DATE: 2012/08/02 TIME: 10,57.36:
ACTION DATA/ICOMMENTS

~CUST SAYS:--VEH WAS IN CAR ACCIDENT ---CUST STATES THAT SHE
WAS DRIVING VEH AND THE SPEED OF THE VEH DROPPED AND
CAUSED THE VEH BEHIND HER TO HIT HER--CUST STATES THAT
EVERYOME IS OK BUT THAT SHE IS STUCK IN A HOTEL AND IN THE
MIDOLE OF A TRIP-CUST |S FROM CA AND IS NOW IN MI--DAMAGED VEH
IS CURRENTLY —1. DATE OF THE ACCIDENT --08/12/12-2, WHAT THE
CUSTOMER IS ALLEGING THE PRODUCT DEFECT IS THAT CAUSED
ACCIDENT-YELLOW LITE ON VEH -- ENGINE LOST POWER WHEN
PRESSING ON GAS PEDAL--3. IF THERE WERE ANY INJURIES
SUSTAINED-DAUGHTERS HEAD HIT THE BACK OF THE CAR SEAT--4.
LOCATION OF THE VEHICLE WHEN THE ACCIDENT OCCURRED--RT 63 IN
LANSING MI-5. WHETHER OR NOT THERE WAS A POLICE REPORT
FILED.--YES--6. IF A POLICE REPORT WAS FILED, WHAT THE FINDINGS
WERE.—VEH WAS HIT FROM BEHIND--7. THE POLICE REPORT NUMBER
AND THE CITY OR COUNTY IN WHICH THE REPORT WAS
FILED.--12-482-8, WHETHER OR NOT THE CUSTOMER HAS FILED A
CLAIM WITH THEIR INSURANCE COMPANY --NO--9. IF A CLAIM HAS BEEN
FILED WITH THE INSURANCE COMPANY, WHAT IS THE STATUS OF THE
CLAIM.--N/A--10, WHETHER OR NOT THE VEHICLE IS REPAIRABLE.—-DOES
NOT KNOW--11, NAME AND ADDRESS OF CUSTOMER'S ATTORNEY
(ONLY IF THE CUSTOMER MENTIONS THEY HAVE SOUGHT ONE).--12.
WHAT THE CUSTOMER |S SEEKING - A RENTAL TO GET BACK HOME
AND FINISH HER TRIP AND A NEW VEH--DLR:KEN GRODY FORD

6211 BEACH BLVD.BUENA PARK CA 90621(888) 289-3596 --CRC SAYS"|
WILL FORWARD YCUR INFORMATION TO FORD'S OFFICE OF THE
GENERAL COUNSEL. YOU SHOULD RECEIVE A WRITTEN RESPONSE
WITHIN 15 BUSINESS DAYS TO YOUR CONCERN_***NOTE TO CCR: USE
CORRECT SYMPTOM FOR ALLEGED DEFECTIVE SYSTEM (FIRE/SMOKE
AS SYMPTOM FOR ALL INCIDENCES INVOLVING VEHICLE FIRE). VERIFY
CUSTOMER CONTACT INFORMATION AND DOCUMENT ALL REQUIRED
INFORMATON OF INCIDENT/ACCIDENT PER AAF "

CONSUMER AFFAIRS 08/03/2012 FAXOGC1 CONFIDENTIAL

07.55.01

394562152,
2012/08/02
2012/08/02

CLOSED

00123
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CT Corporation

TO: Chris Dzbanski
Ford motor Company

Service of Process
Transmittal
06/07/2010

CT Log Number 516747079

0 00 00 OO 0

WHQ 433-E3, One Amenican Road

Dearborn, Ml 48126

RE: Process Served in Pennsylvania

FOR:

Ford Motor Company (Domestic State: DE)

ENCLOSED ARE COPIES OF LEGAL PROCESS RECEIVED BY THE STATUTORY AGENT OF THE ABOVE COMPANY AS FOLLDWS:

TITLE OF ACTION:
DOCUMENT(S) SERVED:

COURT/AGENCY:

WATURE OF ACTION:

(N WHOM PROCESS WAS SERVED:

DATE AND HOUR OF SERVICE:
APPEARANCE OR ANSWER DUE:

ATTORNEY(S) | SENDER(S):

BCTION ITEMS:

SIGNED:
PER:
ADDRESS:

TELEPHONE:

_ Pltf, vs, Ford Motor Company, Dft.

Letter, Writs, Notice to Defend, Complaint, Venfication, Exhibits

Luzerne County, Court of Common Pleas, PA
Case # 6490-2010

Product Liability Litigation - Lemon Law - o correct and/or repair defects
on 2009 Ford Escape, VIN: TFMCU3GX9

CT Corporation System, Harrisburg, PA
By Certified Mail an 06/07/2010 postmarked on 06/04/2010
Within 20 days

Robert A. Rapkin

Kimmel & Silverman, P.C.
210 Grant Street

Suite 202

Pittsburgh, PA 15219
412-566-1001

SOP Papers with Transmittal, via Fed Ex Priority Overnight , 792185284405
Image SOP
Email Notification, Chris Dzbanski CDZBANSK@FORD.COM

CT Corparation System
Sabra Dudding

116 Pine Street

3rd Floor, Suite 320
Harrisburg, PA17101
717-234-6004

Page1of 1/KJ

Information displayed on this transmittal 15 o
recard Keeping purposcs only and Is provio
quick reference, This information does not
opmion as to the nature of actian, the amaunt of damages, the
answer date, or any information contained in 1he documents
themselves, Recipient is responsible for #it@iprpiing said
documents and for Laking appropriate action. Signatures on
carlified mail receipts cantirm receipt of package only, not
contents.

i Carporation's
the recipient for
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ROBERT M SILVERMAN '
CRAIG THOR KIMMEL

Mewmbar, 144 fiow
Viemher N o
Mumher, D0, Bor
Menrier NY Nar
Mewher VA Jin
Meniber, 810 Bur
* Member, € Har
Me

Noember IN flur

KIMMEL & SILVERMAN

1-800-LEMON LAW
wwy leianlaw.com
CORPORATE HEADQUARTERS
30 F. Butler Pike
Ambler, PA 19002
P (215) 540.-8838
F (215) 540-8817
WESTERN PA OFFICE . 210 Grant Streel, Swie 202, Pinsburpl, PA 15219, P (412} 566-1001, I (412} 566- 1005
NEW JERSEY OFFICE, Exccutive Quaners, 1930 E. Marhon Pike, Sunte Q29, Cherry Hill, NJ 08003, P (850 429-8304, | {836} 21641
DELAWARE OFFICE, 501 Silverside Road, Suite |18, Wilmington, DE 19809, P (302) 791-2373, F (102) 791-9476
CONNECTICUT OFFICE, 60 Hanford Pike, PO Box 123, Dayville. CT 0624 |, P (860) B66-4180, I (860) 263-0919
NEW YORK OFFICE, 1001 Aveniie olthe Amérieas. 12th Floor. New York, NY 10018, P (212) 718-7543, F (877) 617-2514
PLEASE REMIT ALL CORRESPONDENCE TO THE WESTERN PA OFFICE

May 28, 2010

Ford Mator Company

c/o C7T Corporation System
|16 Pine Street

Suite 320

Harrisburg, PA 17101

Re: _ v. Ford Motor Company
Luzerne County Docket No.: 6490-2010

Dear Sir or Madam:

Pennsylvania.

TACOH Lo INE © HERRITY
ROBEKT A RAPKIN

AMY L RENSECOM™
TAKRA L. PATTERSON
ARGELA K. TROCCOLI
KATL G, SHUMARER ™
CHRISTINA GILL ROSEMAR **
FRED DAVIS
RICHARD A, SCHOLER'

Enclosed please find a copy of the above-referenced Complaint that has been filed
against Ford Motor Company in the Court of Common Pleas. Luzerne County.

Procedure, Rule 403.

RAR/jh

You are being served pursuant to the Pennsylvania Rules of Civil

Please submit the enclosed to your legal department. A responsive pleading is
due 20 days after the receipt of this complaint.

obert A. Rapkin
KIMMEL & SILVE

Enclosures
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IN THE COURT OF COMMON PLEAS OF LUZERNE COUNTY, PENNSYLVANIA
_ CIVIL DIVISION
Plaintiff, oy
Vs, NO.: A \ [ ! v
FORD MOTOR COMPANY,
Defendant. COMPLAINT IN CIVIL ACTION

Filed on behalf of Plaintiff:

COUNSEL OF RECORD FOR THIS PARTY:

Robert A. Rapkin, Esquire
Identification No. 61628

KIMMEL & SILVERMAN, P.C.
210 Grant Street, Suite 202

Pittsburgh PA 15219
(412) 566-1001

WRIT WAIVED
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IN THE COURT OF COMMON PLEAS OF LUZERNE COUNTY, PENNSYLVANIA
I CIVIL DIVISION
Plaintiff,
vs. NO.:
FORD MOTOR COMPANY,
Defendant. COMPLAINT IN CIVIL ACTION

Filed on behalf of Plaintiff:

COUNSEL OF RECORD FOR THIS PARTY:

Robert A. Rapkin, Esquire
Identification No. 61628

KIMMEL & SILVERMAN, P.C.
210 Grant Street, Suite 202

Pittsburgh PA 15219
(412) 566-1001

WRIT WAIVED
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IN THE COURT OF COMMON PLEAS OF LUZERNE COUNTY, PENNSYLVANIA

CIVIL DIVISION
Plaintiff,
Vi No.:
FORD MOTOR COMPANY,
Defendant.

NOTICE TO DEFEND

YOU HAVE BEEN SUED IN COURT. If you wish to defend against the claims set forth in the following pages,
you must take action within TWENTY (20) days after this complaint and notice are served, by entering o written
appearance personally or by attorney and filing in writing with the court your defenses or objections to the claims set
forth against you. You are warned that if you fail to do so the case may proceed without you and a judgment may be
entered azainst you by the court without further notice for any money claimed in the complaint or for any other
claim or relief requested by the plaintiff. You may lose money or property or other rights important to you

YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE. IF YOU DO NOT HAVE A
LAWYER OR CANNOT AFFORD ONE, GO TO OR TELEPHONE THE OFFICE SET FORTH BELOW
TO FIND OUT WHERE YOU CAN GET LEGAL HELP.

Legal Services of Northeastern Pennsylvania Inc.
410 Bicentennial Bldg., 15 Public Square
Wilkes-Barre, PA 18702
(570) 825-8567
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IN THE COURT OF COMMON PLEAS OF LUZERNE COUNTY, PENNSYLVANIA

CIVIL DIVISION
Plaintiff,
Vs, No.:
FORD MOTOR COMPANY,
Defendant.
COMPLAINT

Plaintiff,- is an adult individual citizen and legal resident of the

Commonwealth of Pelmsylvania,_Mounmin Top, PA-

2 Defendant, Ford Motor Company, is a corporation qualified to do and regularly
conduct business in the Commonwealth of Pennsylvania, with its address and principal place of
business located at 300 Renaissance Center, P.O. Box 43301, Detroit, Ml 48243, and can be

served at ¢/o CT Corporation System, 116 Pine Street, Suite 320, Harrisburg, PA 17101

BACKGROUND
? On or about June 23, 2009, Plaintiff purchased a new 2009 Ford Escape,
manufactured and warranted by Defendant, bearing the Vehicle Identification Number
1FMCL”3GX9I‘-
4 The vehicle was purchased in the Commonwealth of Pennsylvania and is

registered in the Commonwealth of Pennsylvania.

[§]
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5 The contract price of the vehicle, including registration charges, document fees,
sales tax, finance and bank charges, but excluding other collateral charges not specified, yet
defined by the Lemon Law, totaled more than $30,884.16. A true and correct copy of the
contract is attached hereto, made a part hereof, and marked Exhibit "A".

6. In consideration for the purchase of said vehicle, Defendant issued to Plaintiff
several warranties, guarantees, affirmations or undertakings with respect to the material or
workmanship of the vehicle and/or remedial action in the event the vehicle fails to meet the
promised specifications.

7 The above-referenced warranties, guarantees, affirmations or underiakings
are/were part of the basis of the bargain between Defendant and Plaintiff.

8. The parties' bargain includes an express 3-year / 36,000 mile warranty, as well as
other guarantees, affirmations and undertakings as stated in Defendant's warranty materials and
owner's manual.

9. However, as a result of the ineffective repair attempts made by Defendant through
its authorized dealer(s), the vehicle is rendered substantially impaired, unable to be utilized for
its intended purposes, and is worthless to Plaintiff.

During the first 12 months and/or 12,000 miles, Plaintiff complained on at least three (3)
occasions about defects and or non-conformities to the following vehicle components:
Transmission, Vehicle Hard to Start and Idle Sticks. True and correct copies of all invoices in

Plaintiff possession are attached hereto, made a part hereof, and marked Exhibit "B".
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COUNT I
PENNSYLVANIA AUTOMOBILE LEMON LAW

11.  Plaintiff hereby incorporates all facts and allegations set forth in this Complaint
by reterence as if fully set forth at length herein.

12.  Plaintiff is a "Purchaser" as defined by 73 P.S. §1952.

13,  Defendant is a "Manufacturer” as defined by 73 P.S. §1952.

14 Red Hill Ford is and/or was at the time of sale a Motor Vehicle Dealer in the
business of buying, selling, and/or exchanging vehicles as defined by 73 P.S. §1952.

15. On or about June 23, 2009, Plaintiff took possession of the above mentioned
vehicle and experienced nonconformities as defined by 73 P.S §1951 et seq., which substantially
impair the use, value and/or safety of the vehicle.

16 The nonconformities described violate the express written warranties issued to
Plaintifi by Defendant.

17. Section 1955 of the Pennsylvania Automobile Lemon Law provides:

If @ manufacturer fails to repair or correct a nonconformity after a reasonable number ol
attempts, the manufacturer shall, at the option of the purchaser, replace the motor
vehicle... or accept return of the vehicle from the purchaser, and refund to the purchaser
the full purchase price, including all collateral charges, less a reasonable allowance for
the purchasers use of the vehicle, not exceeding $.10 per mile driven or 10% of the
purchase price of the vehicle, whichever is less.

18,  Section 1956 of the Pennsylvania Automobile Lemon Law provides a

presumptiion of a reasonable number of repair attempts if:

(N The same nonconformity has been subject to repair three times by the
manufacturer, its agents or authorized dealers and the nonconformity still exists;
or

@ The vehicle is out-of-service by reason of any nonconformity for a cumulative

total of thirty or more calendar days.
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19 Plaintiff has satisfied the above definition as the vehicle has been subject 10 repair
more than three (3) times for the same nonconformity, and the nonconformity remained
uncorrected.

20.  In addition, the above vehicle has or will be out-of-service by reason of the
nonconformities complained of for a cumulative total of thirty (30) or more calendar days,

21.  Plaintiff has delivered the nonconforming vehicle to an authorized service and
repair facility of the Defendant on numerous occasions as outlined below.

22,  After a reasonable number of attempts, Defendant was unable to repair the
nonconformities.

23, Plaintiff avers the vehicle has been subject to additional repair attempis for
defects and conditions for which Defendant's warranty dealer did not provide or maintain
itemized statements as required by 73 P.8. § 1957.

24, Plaintiff avers that such itemized statements, which were not provided as required
by 73 P.8, § 1957 also include technicians' notes of diagnostic procedures and repairs, and
Defendant's Technical Service Bulletins relating to this vehicle.

25, Plaintiff avers the vehicle has been subject to additional repair attempts for
defects and conditions for which Defendant's warranty dealer did not provide the notification
required by 73 P.S. § 1957.

26, Plaintiff has and will continue to suffer damages due to Defendant's failure to
comply with the provisions of 73 P.S. §§ 1954 (repair obligations), 1955 (manufacturer's duty for

refund or replacement), and 1957 (itemized statements required).
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27.  Pursuant to 73 P.S. § 1958, Plaintiff seeks relief for losses due to the vehicle's
nonconlormities, including the award of reasonable attorneys' fees and all court costs.

WHEREFORE, Plaintiff respectfully demands judgment against Defendani in an
amount equal to the price of the subject vehicle, plus all collateral charges, attorneys’ fees, and

court costs.

COUNT II
MAGNUSON-MOSS (FTC) WARRANTY IMPROVEMENT ACT

28 Plaintiff hereby incorporates all facts and allegations set forth in this Complaint
by reference as if fully set forth at length herein.

29 Plaintiff has or may have resorted to Defendant's informal dispute seitlement
procedure, to the extent said procedure complies with 16 CFR 703.

30. Plaintiff avers that the Federal Trade Commission (FTC) has determined that no
automobile manufacturer complies with 16 CFR 703. See, Fed. Reg. 15636, Vol. 62, No, 63
(Apr. 2, 1997).

31 Plaintiff is a "Consumer” as defined by 15 U.S.C. §2301(3).

32, Defendant is a "supplier”, "warrantor", and a "service contractor” as defined by 15
U.S.C. § 2301 (4),(5) and (8).

33, The subject vehicle is a "consumer product” as defined by 15 U.S.C. § 2301(1).

34. By the terms of its written warranties, affirmations, promises, or service cantracts,

Defendant agreed to perform effective repairs at no charge for parts and/or labor.
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15, The Magnuson-Moss Warranty Improvement Act requires Defendant to be bound
by all warranties implied by state law. Said warranties are imposed on all transactions in the state
in which the vehicle was delivered.

36. Defendant has made attempts on several occasions to comply with the terms of its
express warranties; however, such repair attempts have been ineffective.

3. The Magnuson-Moss Warranty Improvement Act, 15 U.S.C. §2310(d)(2)
provides:

If 3 consumer finally prevails on an action brought under paragraph (1) of this subsection, he may be
allowed by the court to recover as part of the judgment a sum equal to the amount of aggregate amoust of
costs and expenses (including attorney fees based upon actual time expended), determined by the courl to
have been reasonably incurred by the Plaintiff for, or in connection with the commencement and
prosecution of such action, unless the court, in its discretion shall determine that such an award of
altorney's fees would be inappropriate.

38.  Plaintiff has afforded Defendant a reasonable number of opportunities to conform
the vehicle to the aforementioned express warranties, implied warranties and contracts.

39.  Asadirect and proximate result of Defendant’s failure to comply with the express
written warranties, Plaintiff has suffered damages and, in accordance with 13 U.S.C.
§2310(d)(1), Plaintiff is entitled to bring suit for such damages and other legal and equitable
relief.

40.  Defendant's failure is a breach of Defendant's contractual and statutory
obligations constituting a violation of the Magnuson-Moss Warranty Improvement Act,
including but not limited to: breach of express warranties; breach of implied warranty of
merchantability; breach of implied warranty of fitness for a particular purpose; breach of

contract; and constitutes an Unfair Trade Practice.

DP12-006 002128LC



41, Plaintiff avers that Defendant’s warranty was not provided to Plaintiff unul after
the vehicle was delivered, making any and all limitations, disclaimers and/or alternative dispute
provisions ineffective for a failure of consideration.

42, Plaintiff avers Defendant’s Dispute Resolution Program was not in compliance
with 16 CFR 703 for the model year of the subject vehicle.

43, Plaintiff avers that Defendant’s warranty did not require Plaintiff to first resort to
a Dispule Resolution Program before filing suit.

44 Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss claim
herein. all attorney fees are recoverable and are demanded against Defendant.

WHEREFORE, Plaintiff respectfully demands judgment against Defendant in an amount
equal 1o the price of the subject vehicle, plus all collateral charges, incidental and consequential

damages, reasonable attorneys' fees, and all court costs.

COUNT 111
PENNSYLVANIA UNFAIR TRADE
PRACTICES AND CONSUMER PROTECTION LAW

45,  Plaintiff hereby incorporates all facts and allegations set forth in this Complaint
by reference as if fully set forth at length herein.

46.  Plaintiff is a "Person” as defined by 73 P.S. §201-2(2).

47.  Defendant is a "Person” as defined by 73 P.S. §201-2(2).

48.  Section 201-9.2(a) of the Act authorizes a private cause of action for any person
"who purchases or leases goods or services primarily for personal, family or household

purposes."”
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49 Section 1961 of the Pennsylvania Automobile Lemon Law, provides that a
violation of its provisions shall automatically constitute a violation of the Pennsylvania Unfair
Trade Practices and Consumer Protection Act, 73 P.S. 201-1 et seq.

50.  In addition, the Pennsylvania Unfair Trade Practices and Consumer Protection

Act, 73 P.S, §201-2(4), defines "unfair or deceptive acts or practices” to include the following

conduct;

(vii).  Representing that goods or services are of a particular standard, quality or gride,
or that goods are of a particular style or model, if they are of another;

(xiv).  Failing to comply with the terms of any written guarantee or warranty given o
the buyer at, prior to, or after a contract for the purchase of goods or services 15
made;

(xv).  Knowingly misrepresenting that services, replacements or repairs are needed if
they are not needed,

(xvi). Making repairs, improvements or replacements on tangible, real or personal
property of a nature or quality inferior to or below the standard of that agreed o
in writing;

(xvii). Engaging in any other fraudulent or deceptive conduct which creates a
likelihood of confusion or of misunderstanding.

51, Plaintiff avers Defendant has violated these, as well as other provisions, of 73 P.S.

52, Section 201-3.1 of the Act provides that the Automotive Industry Trade Practice
rules and regulations adopted by the Attorney General for the enforcement of this Act shall
constitute additional violations of the Act.

5% Defendant's conduct surrounding the sale and servicing of the subject vehicle falls
within the aforementioned definitions of "unfair or deceptive acts or practices.”

34.  The Act also authorizes the Court, in its discretion, to award up to three (1) times

the actual damages sustained for violations.
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WHEREFORE, Plaintift respectfully demands judgment against Defendant in an

amount not in excess of , together with all collateral charges, attorneys' fees, all court costs and

treble damages.

KIMMEL & SILVERMAN, P.C.

By:

s 4
Robert A. R(aﬁﬂin, uir
Attorney for Plain|
210 Grant Street/Suite 202
Pittsburgh PA }5219
(412) 566-1001
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N ERLELCATTON

1. Robert A. Rapkin, being duly sworn according to law, depose and say that [ am the
attorney for the Plaintiff, in this action and that the facts set forth in the foregoing Complaint are
true and correct to the best of my knowledge, information and belief. I understand that any false
statements made herein are subject to the Penalties of 18 Pa. C.5.A. §4904, relating to unsworn

falsifications to authorities.
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EXHIBIT A
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SENNSYLVANIA SIMPLE INTEREST VEHICLE RETAIL INSTALLMENT CONTRACT DATE 06 /23/2009

1-800-727-7000 %uyeéosg)ld Co-Buyer) Name and Address (Including County and| SELLER/CREDITOR (Seller Name and Address)
p :
Ford
Credit _ ; RED HILL GARAGE, INC. DBR
. ] 602 MAIN STREET
EMIAUS o RED. HILL PA 1BATE
LEHIGH COUNTY '
www fordecredit.com
r (and Co-Buyer, if any) is retamad to as “you” or “your.” The Saller.fcredétor is refsnad to as “we," "us" or "Seller.” You, may buy the vehicle described
balow r cash or on credit. T) h price Is shown below as "Cash Price.” credit price is shown below as "Total Sale Price.” By signing this contract, you
h to buy the vehicle on crsdﬂ under the agreements on the front and back of this
New/Used | Mileage Year and Make Model Vehicle Identification Number Use For Which Purchased“
anci : 0 Personal [ Agricultural
N 178| FORD escare X1 1Frcuasexa B, Costmercial
YOU ARE REQUIRED TD INSURE THE
1. Cash Price $__E59977.90x1) | | VEHICLE. YOU MAY OBTAIN VEHICLE
2. Down Payment INSURANCE FROM A PERSON OF
Third Party Rebate Assigned to Seller $ NA YOUR CHOICE.
CashDova (11 e -
Trade-in 2 BUICK B ala? 2 et
Year and Make Gross Allowance  Amourit Owing ; Dﬁll AGE C AUSED TO OTHERS lS NOT
Total Down Payment 3 120@. @) | | INCLUDED.
3. Unpaid Balance of Cash Price (1 minus 2) §__ CATTT. Oy

CREDIT LIFE, CREDIT DISABILITY AND
OTHER OPTIONAL INSURANCE ARE
EQUIR TO OBTAIN CREDIT

4. Amounts paid on your behalf (Seller may be retaining a portion of these amounts)
To Public Officials

(i) for license ($ i ) title (§ 22.39) g A N LL NOT BE PROVIDED UNLESS
registration ($ 46 %) feas § Ne . YO N AND AGREE TO PAY THE
(i) for filling fees $ 4%, 15 ; PREMIUM.
(iil) for taxes (not in Cash Price) $ 157e. 12 § 1684, 77
To Insurance Companies for:
Credit Life Insurance (for term of contract) $
Credit Disability Insurance (for mrm of cumract) s

~BERUT E CONTRACT — NE

e KA 5

7o FED WL BARAGE, for  DOCUMENT s 120. 09
To for _ NA $
To for $
To FED HILL GARABE, for P.A. TIRE FEE $
To for $
To for $
To for $ NA
To for _E $ — _NR
To for j oSy L NA

Total ¢ 3234, 7-{4

5. Amount Financed (3 plus 4)

ANNUAL FINANCE

PERCENTAGE | CHARGE Financed | Payments Price .
The amount of | The amount The total cost
RATE The dollar amount{ oy provided | you will have of your purchase
The cost of your the credit will to you or on whan you on credit,
credil as a yearly rale cost you your behalf fr‘ocludg;g%:::
ol § 1200, ag
L. 90 tlg 30884. 16
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If you do not meet your contract obligations, you may lose your vehicle, as well
as both parts and goods put on your vehicle and money or goods received for

your vehicle s
D Your last msiallrnenl paymenl under this contract is a balloon payment Credit Life and Credit Disability insurance are
EXCESS WEAR, USE AND MILEAGE CHARGES for the term of the cantract. The amount and

- 5 = : coverages are shown in s notice or agreement

If the box directly above is checked, this section, Paragraph B, and Paragraph C of given to you today.

. this contract apply. You may be charged for excessive wear based upon our standards
for normal use. If you exercise the option to sell the v?hu:fe back to Seller under
Paragraph B, you must pay the Seller $0. per mile for each mile in excess [ Debt Canceltation Walver Addendum (Optional)
o i shown on he odometer Rl ks Sl ou ko pienia o di

EXTRA MILEAGE OPTION CREDIT optional and is not required to obtain credit. The

If this contract contains a balloon payment (as indicated above), and you have terms and conditions of the debt cancellation waiver

exercised your Option to sell the vehicle to the Seller under Paragraph B, this are sel forth in the attached Addendum which is

paragraph applies to your <:¢:mtrahc‘{}i At the scheduled end of this contract, You will lncDrporaied into this csc;nbacl. The u:mlormed::;

o . o - waws forih on mmmlﬂ
]rtec:elve a credit of ?P _*and per unuse&ml!e for the number ol.un_us:vdﬁa)il‘eﬁ: | e ﬁ dﬁmmmarmdundarsaetbn4
owe under this contract. You will not receive anymsﬂt&mhﬂehieﬂwﬂa’%‘ﬁdw ” i
‘contract ends early, or you are in default. “You will not receive any credit if the credit is Buyer
less than $1.00. 2JuSigns a

== e
Anti-Theft Product (Optional) ne———
[T if this box is checked you purchased the anti-theft product(s) listed below. The purchase of anti-theft product(s) is cptional and not required
to obtain credit, even if the product(s) is already installed on the vehicle you selected. You may purchase anti-theft product(s) from the person
of your choice. By signing below, you agree to purchase the anti-theft product(s) at the price disclosed.

N $ MNH Term NA
N $ NA Term NA
$ MH Term M

YOU ACKNOWLEDGE THAT YOU HAVE READ AND AGREE TO BE BOUND BY THE ARBITRATION PROVISION ON
THE REVERSE SIDE OF THIS CONTRACT.

The Annual Percentage Rate may be negotiated with the Seller. The Seller may assign this contract and may n‘,iallj'
its right to receive a puriion of the Finance Charge.

Do not sign this contract In ank You ] entitled to an exact copy of the contract that you sign.

Keep it to protect your legal '-

Signs

Buyer (and Co-Buyer) acknowledge that (i) before signing this contract, Buyer (and Co-Buyer)
received and reviewed a true and completely filled in copy of this contract and (ii) at the time of
slgnmg this contract, Buyer (and Co-Buyer) received a true and completely filled in copy of this

. Co-Buyer X

Signs
4 /
2 /

Tite

Seller may transfer this contract ta

_("Assignee®).
, or visit their website at

e
Tﬂle@ggﬂl /\/’
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EXHIBIT B
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BARBER FORD OF HAZLETON
1112 North Church Street
Hazleton, PA 18202
570-454-2414 4

.. [

[Eﬁm- 41066 KRFFoNY BONOMO 24696|““"‘8866 “GRTE5/10 POCST10337
LABOR RATE |I.ICENEENO. |MLEM}E 12 050 M/ STOCK NO.
— 057 FORETRUCK/ESCAPE/4DR 4WD XLT  |™ > SRR
RRMG; (PR PEWC U9 3GX9 | SELLING DEALEA WG |FAGOUCTION DATE |
FETENO. |P.D.NO. 9065717/10
COMMENTS

Reynoble and Reynalids ERALZRINVE CC192983 Q (01/03)

PAGE 1 OF 2

EFE0SH18 (0107)
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BARBER FORD OF HAZLETON
-1112 North Church Street
Hazleton, PA 18202

570-454-2414.
CELL:_
~ 41066 ARfFHoNY BONOMO 24696 ""8866 | 0A715/10 [FOCSTI0337
LABOH RATE "EGENSENO_ IMI.EAGE 12,050 m/ 'STOCK NO.
T 097 FBRETRUCK /ESCAPE/4DR 4WD XLT e e e
¥ fﬂi?.ElﬂN(t u 9 3 G x_ SELLING DEALEF NO. PRODUCTION DATE
FT.E.NO. ‘IP.u.uu _W/]J/lo
""""""" T faa
CASH [] CHARGE [1 VISA [1 W/C [J
(CHECK A
e J:_'.l

Servige: 570-

i Collision Cer
i G
8

H

:

i

i

E

z

ElPAGE20F 2

SFE06016 OU)

J
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BARBER FORD OF HAZLETON
1112 North Church Street
Hazleton, PA 18202
570-454-2414

CELL:

=== ZT066

Y BONOMO 24696 |™"B218  |MU1/71/10 t09389

PAGE 1 OF 1

Hayrobls asmd Hoynelds ERALZAINVE CC102983 0 (01/03)

MOUNTAIN TOP, PA

LABOR RATE Jucsussw. JMILEAGE 10,395 m/ NO.
v
W DELIVERY OATE DELVERY MILES |
B°FRUCK/ESCAPE/4DR 4WD XLT
frl?iﬁhi% U93G6X9K _mmm PRODUCTION DATE
FT.E NO. Jnonn |aaﬁs/19/10

‘SFoosats (01/2)
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Al Action Details for Issug

VIN: 1 Year: 2009 Model: ESCAPE Case: 1798110200

Name Owner Status: Original WSD: 2009-06-23
Symptom Desc: VIBRATICN AT HIGH RPM Primary Phone:
Reason Desc: CLP - IN - SERVICE REPAIR - AT RISK Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED

Initial Customer Contact: 03/18/2010

Action: TIER || ESCALATION - PARTS DELAY
Dealer: 00714 BARBER FORD OF HAZLETON, INC,

Origin Desc: US CONCERN CASE

BASE
Odometer: 12050 Ml Comm Type: PHONE

Analyst Name: WASHINGTON ;

(CWASHI49),CYNTHIA A RUAR

Action Date: 03/47/2010 ?jg‘;gﬂ‘; Action Data: No

Comments CUSTOMER SAID; 1.NOISE-ENGINE 2,VIBRATION -RPM RELATED-FIRST NOTICED 3/16/2010-STATES
THIS IS THE 2ND TIME SHE HAS HAD THIS PROBLEM -STATES FORD IS AWARE OF THE PROBLEM AND PARTS
ARE ON BACKORDER -STATES THE PART IS ON BACKORDER AND THEY HAVE NO IDEA WHEN THE PART WOULD
BE AVAILABLE -CUST STATES THE VEH IS CURRENTLY AT THE DLR -CUST IS SEEKING TO GET A RENTAL VEH
OR A TRADEDEALER SAID: BARBER FORD OF HAZLETON 1112 NORTH CHURCH STREETHAZLETON, PA 16201
TEL.(570) 454-2414 -GEOREGE DEMANSKICRC ADVISED: | WILL ESCALATE THIS TC OUR CUSTOMER CARE
SOLUTIONS TEAM. A SPECIALIST WILL CONTACT YOU WITHIN 2 BUSINESS DAYS -CCR ADVISED

Actian: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 MI Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: ACHANES!

Action Date: 03/18/2010 Action Time: 08.51.33.105 Action Data: Yes

Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/ROADSIDE
NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-OBC T, GE
570-454-2414 WILL E-MAIL INFO PARTS # DOR -PART DELAY FOR VALVE BODY AXLE ROD-OBC TO
I REP ADVISED VEH BROKE DOWN AND TOWED TO DLRSHP-REP ADVISED NOISE FROM ENGINE AND
THE VIBRATION-REP WAS ADVISED FROM DLRSHP PARTS ON BACK ORDER-REP ADVISED REQUESTING RENTAL
I 'S REQUESTING A RELIABLE VEH AS SHE DRIVES TO ALLENTOWN PA 2 DAYS A WEEK WHICH 1S 20
MILES -REP VERY UNHAPPY WITH REP THAT ANSWERED ROADSIDE ASSISTANCE CALL (T TOOK LONG TO GET
TO A REPRESENTATIVE AND THEN THE REP COULD NOT LOCATE HER T TOOK 30 MINS-REP ADVISED
SHARON'S HEALTH IS BEING AFFECTED OVER CONCERN AND WOULD LIKE RESOLVED AS SOON AS POSSIBLE-
REP ADVISED WOULD LIKE TO TRADE IN OR POSSIBLY SEEKING LEGAL COUNSEL -CCS REP ASKED SHARON TO
ALLOW ME TC ASSIST HER WITH HER CONCERN/SHE AGREED-WILL F/U ON MARCH 19TH BEFORE 5PM ET

Data Element Name Data Value
DATE OF FOLLOW UP: 03-19-2010
TIME OF FOLLOW UP (HH:MM) 18:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITICNAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 M| Comm Type: PHONE

Anatyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 03/19/2010 Action Time: 12.05.27.380 Aclion Data: Yes
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Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/ROADSIDE
NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-CCS REP ADVISED
GEORGE | WILL ASSIST WITH A RENTAL FOR CUSTOMER -REP ADVISED PARTS THAT ARE ON BACKORDER -REP
WILL F/U WITH TONY RE PART NUMBERS -OBC Tc—;usr STATES SHE IS WAITING TO
HEAR ABOUT A RENTAL REQUEST NEEDED FOR NEXT WEEKEND

Data Element Name Data Value
DATE OF FOLLOW UP: 03-23-2010
TIME OF FOLLOW UP (HH:MM): 18:00

Action: CCS FOLLOW UP W/ICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 Mi Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESH

Action Date: 03/23/2010 Action Time: 15.16.22.008 Action Data: Yes

Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/ROADSIDE
NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-0BC TO GEORGE 570-
454-2414 -REP ADVISED WAITING ON PARTS 9L8ZA7A100C E-TRACKER # 9313685 9L6Z7A262C E-TRACKER #
9313701 9L8Z7C099B E-TRACKER # 9313719 9L6Z7C099A E-TRACKER # 931 3732 9LBZ3A427D E-TRACKER #
9313745 -REP ADVISED DOES NOT LOANER VEH THERE IS A WAITING LIST-REP ADVISED GEQRGE FORD IS
AssisT cusTOMER WITH A RENTAL -OBC TCJ I R=F A0 VISED HS NOT HEARD ANTHYING
ABOUT RENTAL-CCS REP ADVISED SHARON FORD IS ASSIST WITH RENTAL AND GEORGE WILL CALL RENTAL
COMPANY TO MAKE ARRANGEMENTS AND WILL HER BACK -WILL F/U ON MARCH 30TH BEFORE 5PM ET

Data Element Name Data Value
DATE OF FOLLOW UP: 03-30-2010
TIME OF FOLLOW UP (HH:MM) 18:00

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION
Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS

TEAM
Odometer: 12050 MI Comm Type: PHONE
Analyst Name: KOSKA .
(RKOSKA),ROBIN Analyst: RKOSKA
; Action Time: : .
Action Date: 03/30/2010 1216.21 652 Action Dala: Yes

Comments GCS ROBIN FOR ALEXIS X 7101 - OBC TO DLR S/M TONY - HAVE ALL THE PARTS BUT ONE - ADVISED
ACCORDING TO ETRACKER THAT PART SHOULD BE SHIPPED THIS WEEK - CUST IS IN RENTAL VEH - OBC TO
cusT AT /0VISED CUST OF STATUS OF PARTS - CUST STATED IN RENTAL VEH - ADVISED WILL
FIU ON 4/2/10 BY 4:30 PM EST

Data Element Name Data Value
DATE OF FOLLOW UP: 04-02-2010
TIME OF FOLLOW UP (HH:MM): 17:.00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 Ml Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/02/2010 Action Time: 14.59.59.012 Action Data: Yes

Comments -CCST REP ALEXIS X7107-0BC TO TONY S/M 570 261 5096-REP ADVISED EVERYONE HAS GONE FOR
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THE DAY-OBC TO MS ZEGDA 570 261 5095 NO ANSWER LEFT V/IM-WILL F/U ON APRIL 6TH BEFORE 5PM ET

Dala Element Name Data Value
DATE OF FOLLOW UP: 04-06-2010
TIME OF FOLLOW UP (HH:MM): 1800

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM

Qdometer: 12050 M| Comm Type: PHONE
Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/05/2010 Action Time: 15.02.43.689 Aclion Data: Yes

Comments -CCST REP ALEXIS-OBC TO TONY S/M MOLLY ADVISED LEFT 4 DAY ADVISED GEORGE STEFPPED OUT
TO PLEASE CALL BACK-OBC TO SHARON 570 2615095 NO ANSWER LEFT VIM-WILL F/U ON APRIL 6TH BEFORE

5FM
Data Element Name Data Value
DATE OF FOLLCW UP: 04-06-2010
TIME OF FOLLOW UP (HH:MM). 18.00

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM

Odometer: 12050 MI Comm Type: PHONE
Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/06/2010 Action Time: 12.21.07.328 Action Data: Yes

Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/IRCADSIDE

NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-OBC TO
}REP ADVISED PARTS HAVE ARRIVED-REP ADVISED TRANSMISSION IS BEING TAKEN OUT TODY

HOPEFUL REPAIR WILL BE COMPLETED BY FRIDAY APRIL 10TH -OBC TO 570-261 5095 -CCS ADVISED SHARON

OF UPDATE-REP WAS ADVISED SHE WILL BE OUT OT TOWN FROM 4/8 THRU 4/12-WILL F/U ON APRIL 13TH

BEFORE 5PM
Data Element Name Data Value
DATE OF FOLLOW UP: 04-13-2010
TIME OF FOLLOW UP (HH:MM): 18:00

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM

Odometer: 12050 MI Comm Type: PHONE
Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/12/2010 Action Time: 15.23.39.480 Action Dala: Yes

Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/RCADSIDE
NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-OBC TO MOLLY 570-
454-2414 -REP ADVISED PARTS HAVE ARRIVED AND WORKING ON VEH-REP ADVISED IT WILL TAKE A FEW MORE

DAYS BEFORE VEH 1S COMPLETED-08C TOIE-CCS ADVISED SHARON OF UPDATE-REP WAS
ADVISED SHE WILL BE OUT OT TOWN FROM 4/15 THRU 4/19-WILL F/U ON APRIL 19TH BEFORE 5PM

Data Element Name Data Value
DATE OF FOLLOW UP: 04-18-2010
TIME OF FOLLOW UP (HH:MM)! 18:00
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Action: CONCERN RESOLVED

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 M| Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANES!

Action Date: 04/19/2010 Action Time: 11.43.45.005 Action Data: Yes

Comments -CCST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMCARE W/ROADSIDE
NO RECALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-OBC TO MOLLY 570-

-REP ADVISED VEH HAS BEEN REPAIRED AND PICKED UP ON 4/16/10-OBC TO 570-261 5095 NO ANSWER
LEFT VIM-NO FURTHER ACTION NEEDED CASE CLOSED

Data Element Name Data Value
CUSTOMER'S LTV SCORE 78

PARTS ESCALATION USED? (Y/N)

TECH ASSIST (FSE INVOLVED) USED? (Y/N)
TECH HOTLINE CONSULTED? (YIN)

ESP USED? (YIN)

SCP USED? (YIN)

X-PLAN USED? (Y/N)

CLP FINANCIAL ASSIST PROVIDED? (YIN)
~ESTIMATED REPAIR COST(@WARR RATES) ($)
—CUSTOMER'S SHARE OF REPAIR COST ($)
-DEALER'S SHARE OF REPAIR COST-P18 (§)
~DEALER'S SHARE OF REPAIR COST-OTHER(S)
~FORD'S SHARE OF REPAIR COST-P11 (§)

CLP FINANCIAL ASSIST DENIED? (YIN) N
NONE OF THE ABQVE (YIN) Y

ZEZZ=ZZZT=ZX

Action: CONCERN RESOLVED

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 MI Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/19/2010 Action Time: 11.43.47.799 Action Data: Yes

Comments -GGST REP ALEXIS X7107-REVIEW CASE ESP USA 2009 NEW 72/75,000 PREMIUMGARE WIROADSIDE
NO REGALL VEH LIST 1 NEW AWS HARD START RUMBLING NOISE HOTLINE NO CONTACTS-OBC TO MOLLY 570-
I - ADVISED VEH HAS BEEN REPAIRED AND PICKED UP ON 4/16/10-08C TC NN No ANSWER

LEFT V/IM-NO FURTHER ACTION NEEDED CASE CLOSED

Data Element Name Data Value
CUSTOMER'S LTV SCORE 78

PARTS ESCALATION USED? (YIN)

TECH ASSIST (FSE INVOLVED) USED? (YIN)
TECH HOTLINE CONSULTED? (YIN)

ESP USED? (YIN)

SCP USED? (YIN)

X-PLAN USED? (Y/N)

GLP FINANCIAL ASSIST PROVIDED? (Y/IN)
~ESTIMATED REPAIR COST(@WARR RATES) ($)
~CUSTOMER'S SHARE OF REPAIR COST (§)
--DEALER'S SHARE OF REPAIR COST-P18 (§)
—-DEALER'S SHARE OF REPAIR COST-OTHER(S)
~FORD'S SHARE OF REPAIR COST-P11 (§)

GLP FINANGIAL ASSIST DENIED? (Y/N) N
NONE OF THE ABOVE (Y/IN) Y

EnZEao X
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Action: DOCUMENT ADDITICNAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc: CUSTOMER CARE SCLUTIONS TEAM
Odometer: 12050 MI Comm Type: PHONE

Analyst Name: OHANESIAN, ALEXIS Analyst: AOHANES|

Action Date: 04/23/2010 Action Time: 11.17.23.652 Action Data: No

Comments -CCS ALEXIS -OBC TO 8/M TONY RENTAL ASSISTANCE 18 DAYS @ $28.00 A DAY PROGRAM CODE P11
ROC# 110337 LINE 02 APPROVAL CODE MOBP5 TOTAL AMCUNT $504.00

Action. DOCUMENT ADDITIONAL INFORMATION

Dealer: 00714 BARBER FORD OF HAZLETON, INC. Origin Desc; CUSTOMER CARE SOLUTIONS TEAM
Odometer: 12050 MI Comm Type: PHONE

Analyst Name: CHANESIAN, ALEXIS Analyst: AOHANESI

Action Date: 04/23/2010 Action Time: 11.17.26.796 Action Data: No

Comments -CCS ALEXIS -OBC TO S/M TONY RENTAL ASSISTANCE 18 DAYS @ $28.00 A DAY PROGRAM CODE P11
RO# 110337 LINE 02 APPRCVAL CODE MOBP5 TOTAL AMOUNT $504.00

Ford Confidential
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All Action Details for [s5ue

Print
ViN: TEMCUe3G X Year: 2009 Model: ESCAPE Case: 1798110200
name: NG Owner Status: Original WSD: 2009-06-23
Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED ~ Primary Phone:
Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED
Action: CALLBACK ADD ADDITIONAL COMMENTS
Dealer: Origin Desc: US CONCERN CASE BASE
Odometer: 12050 M Comm Type: PHONE
Analyst Name: GREEN (PGREENT76),PATRICIA Analyst: PGREENT6
Action Date: 03/23/2010 Action Time: 14.35.00.865 Action Data: No

Comments CUSTOMER SAID: -CUST CALLING BACK IN BECAUSE SHE HASN'T HEARD FROM CCSDEALER SAID:
BARBER FORD OF HAZLETON 1112 NORTH CHURCH STREETHAZLETON, PA 18201 TEL:(570) 454-2414 -GEOREGE
DEMANSKICRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP TO OCCUR SO THAT
YOUR ISSUE MAY BE PROPERLY ADDRESSED.-DIDN'T ADV CUST OF ABOVE.-ADV CUST CCS HAD F/U SET FOR
TODAY NO LATER THAN 5 P.M

Ford Confidential
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All Action Details for |ssue

VIN: 1R, Year: 2009 Model: ESCAPE Case: 1788110200
Name: Owner Status: Original WSD: 2009-06-23

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone:

Reason Desc: ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED Secondary Phone:

Issue Type: 01 INQUIRY Issue Status: CLOSED

Action: ROADSIDE ASSISTANCE-TOW-FLAT BED

Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUE
Odometer: 010000 M| Comm Type: MAIL
Analyst Name: Analyst: SYSTEM

Action Date: 01/20/2010 Action Time: 22.09.59.644 Action Data: No

Comments DISPATCH COMPLETE

Action: ROADSIDE ASSISTANCE-TOW-FLAT BED

Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUE
Odometer: 012058 MI Comm Type: MAIL
Analyst Name: Analyst: SYSTEM

Action Date: 03/17/2010 Action Time: 22.12.37 260 Action Data: No

Comments DISPATCH COMPLETE

Ford Confidential
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Server: AWS Prod
Claims loaded through: 08-JUN-2010

GENERAL VEHICLE
INFORMATION:
VIN: 1EMEUg3G XK Ve Line:

Market Derived:

Model Year: 2009

Veh Type: T Drive Code:

Iny. Dealer: * Body Cab Style:
Vehicle

Status Codeé: 800 Version/Series:

Trace Eng Serinl No:
1 2 3 ]

Vehicle Information Report

(Related Claims)

TiM7 - ESCAPE/TRIBUTE/MARINER-LHD [07-11] Body Shell: ,

Navis Eng
Senial No:

Engine: T/5G - 3.0L 4V QHC V6 DURATEC 230HP
Transmission: T/W6 - 6 SPD AUTO TRANS 6F MID-RANGE

F-FORD 109823656053

T/F -4 WHL L/H FULL TIME DRIVE
-5 DOOR LIGHT TRUCK
T/EF - FORD SERIES

E1311 260109B23656053 96 758 AA
Trace Trans Serial No:

h4522 27010590270553125L8F 7000 FA 12

Al - KANSAS CITY PLANT BUILD

Selling Dealer [code): SANDS FORD OF RED HILL [116422 - %]

BUILD INFORMATION:

Region: NA Plant:

Country: usa Prod Date: 04-FEB-2009

SALE INFORMATION:

Region: MA

Country: usa Selling Dir St/Prov:  PA
Buyer St/Prov: ¥

Arrival Date: 10-FEB-2009 Red Carpet Lease: ’

Sale Date: 23-JUN-2009 Fleet/Retail/Co. Lease: R

Warranty Start Date: 23-JUN-2009 Modified Vehicle:
Orig Warranty Date: 23.JUN-2009 Reacquired Vehicle:

* Vehicle Count Flag: Y
* Vehicle Export Flag: N

VOC/EOC:
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