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ALEX SIMANOVSKY & ASSOCIATES, LLC 

CONSUMER PROTECTION ATTORNEYS 

WILUAM H. NICHOLSON m, ESQ. CORPORATE OFFICE: PLEASE DIRECT ALL CORRESPONDENCE 
1.!l;;j;NSED IN SouTH CAROLINA 

EXTENSION: 1053 2300 HENDERSON MILL ROAD, SUITE 300 TO CORPORATE OFFICE 
E-MAIL: 8ILLY<I!lLEMONLAWINFO.COM ATLANTA, GA 30345 
109 WEST COURT AVENUE 770-414-1002 1-866-865-3666 
GREENWOOD, SOUTH CAROLINA 29646 

FACSIMILE: 770-414-9891 1-877-216-0365 

August 6,2012 

Ford Motor Company 
World Headquarters 
Office of General Counsel 
One American Road 
Dearborn, MI 48126 

RE:  v. Ford Motor Company 
NOTICE OF CONSUMER WARRANTY LAW VIOLATION 
Our Client:  
Vehicle: 2011 Mercury Mariner 
VIN: 4M2CN8B71BK  
Date of purchase: 11109/10 
Our File No.: SCl2-1011O 

To Whom It May Concern: 

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 with the 
delivery and/or repair of the aforementioned vehicle. The primary non-conformities and 
violations include, but are not limited to: RO MOTOR CoMPANY 

fO RECEIVEO 
1. Engine; CLA.IMS UNIT 

2. Electrical; AUG , ~ 'LOU. 

3. Stalling; 
Of1HE 

OffICE CoUNSEL
4. Transmission. GENERAL 

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 
client has justifiably lost confidence in the vehicle. 
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My client's repair history clearly shows there was a breach of the written warranty 
andlor 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 extent 
necessary to preserve it, to protect its security interest, and to minimize your damages. 
Moreover, my client demands return ofthe 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 defective 
product and will waive any incidental and consequential damages at this point. Our 
attorneys' fees are minimal at this stage and we would prefer to resolve this matter 
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. 
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Sincerely, 

William H. Nicholson III, Esq. 
Attorney at Law 

cc:  
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_____ _____ __ 

Receipt No• 

.:i 

'MIA 

Any used m()torY.hIOle$Old to~by~under this Order Is $Old 
at~time.. Ofi:lellVerybyOealetwith.out.anyg~tee.orwarr~ty.. ,expressed Wen HolderJP.MORGAN 

THEINFORMATIONYOUSEEONTHEWINDOWFORM,FORTHIS 
VEHIOLE as'PART OF THISCON'tRACT•.. iNFORMATION IN THE 
WINDOW FORM OVERRloESANY cON'TRARY PROVISION'S IN 
THEC°NTRft%~~~ES.·· . 

Prospect #I 

''''~~~na....4_C.,..'_Y__.'_~;.'''.....:''..·.......t~'';....~:At.'.•...a.... ,.)C.....~.'~.':.·•..!i.·'.:.·i.'.~~',".: ~.<..,•.,.. .,..;;....".'..:;..-;............,..,.._ 
p~ ~';:k\; ,~, Vinyl Top_~·_'_·¥_._. . ·.iiii: 
CnJise,______AMlFM_·__________ 

AMlFM Tape Leather interior _______ 

PW PISeats Air_...;......;___ 

Moon Roof ________....:.-.SportS Wheels --'-______ 

Other 

Trade--in Year 2002 Make..HP 

1.0. No. #1 J taWtaS72C  

INS#  

* 

** 
Quoted by:__________________.___ 

Good Till:_---,--_~-Ver. by. _________ 

o ear 

Color 
RED 

Trade Allowance or Discount 

~NO. 

~ .. ~ 120.. 00 

Sales Tax on Difference .6; 00 .9(, .'. ."300,00 

Administrative Service Fee 399.00 

Tag & TItkJ 

Total PrIce 

Rec:eIpt No. ~oo.oo 

Receipt No. Rebate 2 1 .. 500.00 

Receipt No. Deposit N/A. 

cash on Delivery MIA 

Comments or Exceptions:',_' '_G_E:_I_C_O_.. --:'.,..,.-__-,-,_--'-___________-..,.-_-G-E-I-C..,..O-·..;..,-----------'----..:..-- 

•program # lG~,lC~ OEN1'ER . HACON 01. 31201 

or implied, inc/udingany.lmpJied warranrlof~ility orfrtness for 
a partictJlar purpose, as. to its condition ort~ conditron of anypaltther90f 
~ceptas maY beot/'lerwlae speoIfIcally provIckKt in writingJXl the. face of . PO 80X90109,8
this Order or In a separate writlngfumi$l'1ed to ~r by Dealer. . 1--..,.----"""'--..-,..--..:..---".....:-..:..----..,.---'--.....::...,,_.-;.... 

, '. fT WORTtJ 

DOS  SSN 

BUYER'S PURCHASE ORDER 
o. C.Welch Ford Lincoln Mercury, .Inc. 

4920 Independence Blvd.• HardeeviDe, SC 29927 
www.goseeocfotd.com 

843-288-0100 
DEAl:ER PRICE DOES NOT CONS1TJUI'E THE TIME PRICE 

s81esmen(1)4:Hi C l'1I.l.U:R ,896(2'J-:),.""..._______ ,____ 
1'.1/09/2010 T01S.?Date .' .' STK',~==~.,......~_____ 


pU1'  

·

~ 

Ernail....".,._
&JJFf1'cN ~t; t!OIlko  

City $1__ County ZIp 

Home If

Thlsvehicte'Retail B~.~·Is an OFFER BY ME to purchase the vehicle described herein on the terms and .conditions as specified. There to no 
repmsentafi9morV8lbal~~~~lchappea/'on the face ofthls,Buyer's Order. UPON ACCEPTANCE OF MY OFFER by the~fi.1I1t18WOr 
other atJthorWJd representative of 0..c.WeICItFO.rd linco.In Mercury, Inc•.1ncIudIng all the terms.and conditions on the face hereof. this document ~'f:IIfaBINt)ING•AND ENFORCEABLE CO . . .. . .... .-t:I ..' ~ .' . . .. '. . 
Purohaser'sSignature ll/09/~OlO ACCEPTED BY I ii'I 
_lOl Rev. 6-IS·IO . 
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RETAIL INSTALLMENT SALE CONTRACT 

SIMPLE FINANCE CHARGE 


Dealer Number _________ Contract Number _______._ 

Buyer Name and Address Co-Buyer Name and Address Creditor· Seller (Name and Address) 
(Including Count  Zip Code) (Including County and Zip Code) 

  
  

O.C. WeLCH FORD LINCOLN M 
i920 INDEPENDENCE BLVD 

b .... Ui· t'TGN HA.RDEt.:'/I LLe SC 29927 
JA:.;\>fR 

You. the Buyer (and Co-Buyer, il any). may buy the vehicle below for cash or on credit. By signing this contract, you choose to buy the vehicle 
on credit under the agreements on the Iront and back of this contract. You agree to pay the Creditor· Seller (sometimes "we" or "us" in this 
contract) the Amount Financed and Finance Charge in U.S. funds according to the payment schedule below. We will figure your finance charge on 
a daily basis, The Truth-In-Lending Disclosures below are part of this contract. 

New/Used/Demo Year 
Make 

and Model Vehicle Identification Number Primary Use For WhiCh Purchased 

NEW ,01 ~ 
~ 
~~ 1M;CN897IB

Personal, family, or household unless 
otherwise Indicated below 

0 business 

o agricultural 0 -,, 

FEDERAL TRUTH-IN-LENDING DISCLOSURES 

ANNUAl.. 
 FINANCE Amount Total of Total Sale 

CHARGE Financed Payments PricePERCENTAGE 
',RATE The dOllar l1'le..,amount 01 Tbeamount you The tot.eJ, t;9St of 

The cost of amount the credlt providERl will have paid amilr your purchase on
your credit as credit will to yOu or you have made all credit, including 

cost you. on your behalf. payments asa yearly rate. your down 
,.....- -- _Co, __,  scheduled. payment of 

$-.:1, 500, (~is 
-•.) "> I:: 00$ .:..'j ! .•. .,.; .. $H. )J:~. ,j{; 

Your Payment Schedule Will Be: 

Number 01 
 Amount 01 When Payments 

Payments Are Due 
/.)7 .. ~.;;) 

Payments 
Monthly beginning LJ f ~': E f'i D f.: R 9 


Or As Follows. 


Late Charge_ If a payment is no! received in full within 1Q days after it is due, you will pay a late charge 01 S";. of 
the pan 01 the payment thai IS late, WIth a mInimum charge 01 $6.80, The charge will not exceed $17.00 jf you 
bough! the vehIcle primarily lor personal, family, or household use. We may charge the maxlm\Jm and minimum late 
charge dollar amounts as allowed b~ S,C. Code Ann. 37·1-109 01 the SO\Jth Carolina Consumer Protection Code, 
Prepayment. II you payoff all your debl early, you will nol have to pay a penal!y, 
Security Inlerest You are giving a security interest in the veh,cle being purchased 
Addilional Information: See thiS contract lor more information including Information about nonpayment. 
dofault any required repayment in lull before the scheduled dale and security interest 

ITEMIZATION OF AMOUNT FINANCED 

1 	 Cash Pllce (Including S. JUt). CJ; _ sales ta)() 

2 	 Total Oownpaymenl = 
1_, C!;r;KOl<!~f'Trade-in 	~!~~-=-_~~~_" 


(Year) (Make) 
 (Model) -- 

Gross Trade-In Allowance 

Less Pay Off Made By Seller 

Equals Net Trade In 

+Cash 

+ Other ---_.__._._-----_.. __._--
(If \otal downpayment IS negatIve. enter '0' and see 41 celow) 

3 	 Unpa.d Balance of Cash P'Ice (1 minus 2) 

4 	 Other Charges IncludIng Amounts Paid to Others on Your Benal: 

(Seller may keep part of these amounts): 

A 	Cost of Optional Credit Insurance PaId to 


Insurance Company or Compdnies. 


U_.f-'.-e_____ .-----..-.-.--..--$,'----"""'!t,..,,~=---
S~_.. ___ 

B V~ndor's Single !!lterest InSurance PaJ2..'.c-.l'lsurance Company____ 
Qi~~!!!!L____,___ .__. ..___..::S'--__..·~v__ ttA 

$ ~.
C Qt~_r..QEt!9..n'!llnsLl§..r>Ee Pa!ci..~q Insurance Company or 9.E!::p_af1~~s_...._,. S _ .. ..WJo.:..._ 
o Optional.il~~I£<l(;_t. _____... _~._._____.. _____ 5 ___575. UJ 

Insurance, ¥ou may buy !be physical damage insurance this con
tract requlrtl (see back) !rom .nyoM you choose who it accept· 
able 10 11$. You mtlj a;S() plo'llde!he physical <lerI'IIIge insurar(E Ihroug

" an exis~poItcycwnedor~t1; you lll1t is ~ 10 ~V()IJ 
~'1!!1Ot '2':lufred 't) buy sry o~· <1'5JJrance to O~!3i~ cred'1 ~Ness tht i)C~ 
IildW;aIll9Venoors Single Interest Insurance IS requiffld iscllecked bGiiw, 

ff any ,I\S:JJa~ IS ~ below. ~s or cartiJC;l:es ;'cm 
Ille named I!1SUfal'j;e wmilan>es Wlil oe;cJibi; the ~rms ard con~ 

Check lhe Insurance you want and sIgn below: 
Optional Credit Insurance 

L Credll Ufe C Buyer [J Co-Buyer CJ Bo1h 

::J Credit Disability: •.:J Buyer [j Co·Buyer ~ Both 
PremIum: 

Credit Ufe S __1" ! A ____... 

CredIt Disability S ______1:!LA-
Insurance Company Name ___., 

Home Office Address ..._ .._____,_. ____.._ 

CONSUMER CREDIT INSURANCE IS NOT REQUIRED TO 
OBTAIN CREOIT AND WILL NOT BE PROVIDED UNLESS 
YOU SIGN AND AGREE TO PAY THE ADDmONAL COST. 
Your decision to bu~ 0' nol buy credit life insurance and cre<lit 
d;sat)IlIty insurance will not be a faelor In the cred~ approval 
process, It you choose :11'$ 'nsurance. the cost IS shown in Ilem 
4A 01 the Itemization of Amount FInanced. Credit lije insurance 
IS based or. your origInal payment SCl\edula, This insurance 
may not pay ail you owe on 1M conlract if you make lale 
payments. Cre<lil dlsat:ility ;nsuran.~e do;;s (lot C·<Jllff any 
Ir.creas" in your payment or in 1h1l number 01 payments. Cov· 
erage lor credit liie Insurance and credit disabIlity Insurance 
ends on the original dus date tor the las! payment unless a 
d1fierern term lor !he insurance is shown below_ 

Other Optional Insurance 
o ~ ,_ -:;:-_:--_ tV t'\ 

Type of Insu;i.--;;;;--'-- Term 

Premium S N,r'~_~_,._____ 
Insurance Company Name ,__..... _____.. ~__ 

Home Office Address _"".. _~.____ ._., ___ 

o -~-Type cllnsurance- ,--- Term 

Premium Ii _... _____ .. __ 

Insurance Company Name ___._.. ____ 
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• ____... , ........... vI '-1."-'. V\oJ\,I('; 1"'\1 I!I • .JI ~~ .. i~;::i or tile SOWnl CarQ'lnJ Con,;\mi&r Plctoclion Cede, 

Prepayment. F y::J;J pay 011 ail your debt early, you will not have to pay a penalty, 
Security Interest You are giving a security interest in the vehicle being purchased, 

Additional Inlormatlon: See this contract for more information including l!llormalion about nonpayment, 
default any fflQI,J1fed repayment in full before the scheduled date and security interest. 

ITEMIZATION OF AMOUNT FINANCED 


1 Cash PHce (In,;;!uomg S ,} !,Ii sales tax) 


2 T.lial Downpaymenl ~ 


Sross Trade-In Allowance 

less Pay Off Made By Seller 

Equals Net Trade In 

+ Castl ;j '.' P ~ T'" 
... Other _'-l4~; '". ~ '_..____ ----_.._---
(If total aownpaymenl is negative, enter '0' and see 41 below) 

3 Unpaid Balance oi Cash Prtce (1 minus 2) 

4 Olher Charges Including Amounts Paid to Others on Your Behal1 

(Seller may keep part of lhese amounts): 

A COSl 01 Optional Credit Ir'lZurance Paid 10 

Insurilflce Company or Companies. 

tVA
$--7-:-"-

B ~~O(S~lnQle l~eLe51lnsurance?E!d to In~Company S_._~ 
C Other OptlOnal_lnsurance Paid..!o Insurance Ccmpany or ComJl.anies ..__. $._-==-::-: 
o ~OnaLQE£..Q9.~lraCI " 	 _____,__ S 575.00 
E 	Official Fees Paid 10 Government A9;c9:;,:nc::,.l,;:.es::..-_______ 


10 


F Gcv£rf\~)t T~xes N~l.;ncJuded In Ca!h P""r""ics"--___ 


G Government L!cenSe and!o~ Registration Fees 


H Governln(;~t Certif:ca_t!l,.2,f TiUe F()t;~,,___ "_____,,, ____ 

I Olher Cha:g"s ,Seller must Identify whO IS pall:l and 

oe~!lbe J)Urpos~L-.._._~__ 
$ t-l~ 

S CO 
S 1. 1%.00 
S 	 !'VA 
$___tV1\_ 

$ 	 NtA 
$____;l$~_ 
s r-l/A 
S WA. 
$ __	J~ 

$ --.-£..29">. QL (4) 

$'-:' 'is_ CD (5) 

---'.Q~ Prior Credit or Lease Balance 
j y. iiI; loru:tM:~lir t:fX 

------~,--~--------------

~-	 --------.---------,,--~~---.----------------
T()lal Ot~er Charges and AfTloU~I~. Paid 10 Olhe.rs on Your Behalf 

5 Amou'1!£If!8..f\~<!1L,~_ 

.• ~.__ ....._..,.tMfCV,", ..., ."",1 MC\oIU1111:U t 
OBTAIN CREDiT AND WilL NOT BE PROVIDED UNLES 
YOU SIGN AND AGREE TO PAY THE AOOmONAL COS' 
Your docision \0 bvy or not buy credn lrie insurance and cr&C 
disability Insurance will nol be a factor in the credit approv; 
process. II you choose thiS Insurance, the cost is shown in Iter 
4A d me hemizstion of Amount FinancOO. Cred~ I~e Insuranc 
IS based on your onginal payment schedule, This insuranc 
mai not pay ali you owe on this corlraCI ij YOll make lal 
payments, Credil dlsabilrty :nsvrance does not cover an 
IllCrease in your payrnem or i~ ihe numoer of payments. COY 
erage lor crOOll lil& Insurance ana credit disability Illsuranc, 
ends on 1M original QUo date lor the last payment ur.lcss , 
dttlerem term lor thE' insurance is shown below 

Other Optional Insurance 
o _-,.--_ tJlA 

Type of Insura;;c-e--- --TeITn-

Premium $ 

Insurance Company Name 

Home Office Addrt::ss ___ .________ 

n 
--:rype or-Insuffinc; Term 

Premium S_ .__ 

Insurance Company Name _.______ 

--_._-_._-----
Home Oflice Address __,_____ 

._--,,'",----- .. .,-------,-~--

Olher optional Insurance IS not required to oblaln credit. 
Your decisio, to buy Qr not buy ether optional ir.surance 
wili nor be a faclOr in the creolt approval procass. II will 
not be prollided unless you sign and agree to pay the 
extra cost. 

J want the opHonal credit ,nsurance and other Insuranca 
checked abOve. x___ 
Buyer Signature 	 Date 

x___._,__ 
Co-Buyer Signature 

ClIF CHECKED, THE TERM OF OPTIONAL CREDIT 
'. INSURANCE IS LESS THAN THE TERM OF THIS 

CONTRACT, AS DESCRIBED ABOVE. 

L ... ___ 
Buyer Signature 

THIS INSURANCE DOES NOT INCLUDE 

INSURANCE ON YOUR LIABILITY FOR 

BODILY INJURY OR PROPERTY DAMAGE. 


Returned Check Chargt: You agree to pay a charge of 
$30,00 if any C,'leek you give us is dishonored. 

id in full on or before __ . Year __ , SELLER'S INITIALS _ 

C If this box is checked, the lollowing late charge applies to vehicles purchased primarily for business or agricultural usa. 
If a payment is not received in full within ________ days after it is due, you will pay a lale charge of S N/A.._ or ...___.__ % of the pari 01 the 


payment that is lale. whichever is less. 


I! this box is not checked, Ihe late charge in the "Federal Truth-In-lending Disclosures' still applies. 


o VENDOR'S SINGLE INTEREST INSURANCE (VSI insuranoe): If the preceding box is checked, the Creditor requires VSI insurance for the initial term of the 

contract to protect the Creditor for loss or damage to the vehicle (collision, fire, theft). VSI insurance is for the Creditor's sole prolectlon, This insurance does nol 

protect your interesl in the vehicle. You may choose the Insurance company through which the VSI is obtained. If you elect 10 purchase VSI insurance 

through the Creditor, the cost of this Insurance Is $ ~ and is also shown In Item 48 01 the Itemization of Amount Financed The coverage is for the 

initial term of Ihe contract 

OPTIONAL GAP CONTRACT. Agap contract (debt cancelli1~nn mntrorl\ it n,,1 .~,,:..~ .- --,-' 
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---

5 

5________ 

H Gov!!~n~n;n!SerhfiS?le ~:::_~.:..::.:c~.________~_-- -.$...__ 
Other Chaqss (Seller must ldenlify who IS p,lId and 

to for Prior Credit or Lease Sal.liIea 
""---.--'"-~~-. 

., ,t~~___ '4~~ rO,:, i~-2___!~ILt.M'.l"T r.~X s. 
~_~;:. ~~..!·S' ___________iOil'Rv'Ia: ;·::Nf. 
~o 

~C! _________. 

(0 
---.------~, 

to 

';...:;s _ ~.! .:, -~-.---

::; 

$ 

S 

S_____.____ 


S____--"-,C_.__. 

S 
s_~~~ 02. (4) 

$ _.2;';"2t'.0_(tL (5) 

IOPTION: 0 You pay no finance charge Ii the Amount Financed. item 5. Is paid in full on Qr before _...u 

I .vant me optiOnal creal: Insurance and oli1er InsUfanca 
cnecked above 

~-------
Buyer Signature Date 

x 
Co·Buyllr Signature Date 

P IF CHECKED, THE TERM OF OPTIONAL CREDIT 
, INSURANCE IS LESS THAN THE TERM OF THIS 

CONTRACT, AS DESCRIBED ABOVE. 

Ij K..___-,._______ _ 

I
Buyer S!gnalure 

THIS INSURANCE OOES NOT INCLUDE 
INSURANCE ON YOUR LIABILITY FOR 
BODILY INJURY OR PROPERTY DAMAGE. 

Refurnld Check Charge: You agree to pay a charge of 
$30.00 il any check you grve us is dishonored. 

_ , Year • SELLER'S INITIALS 

,..------_._.._---------~-----".----------_._---_._----------_._----_..,----...,
C If this box is cnecKed. the fOllowing lata charge applios to vehk:les purchased p~lmartly for bU5in&ss or agncuitural use. 


II a payment is not received in full within days alter It is due, yOu will pay a late charge of S. ~_..l{:1\ or _ ')'0 of the part oj the 


payment that is late. whichever is less. 


I! this bOx is not checked. the late charge in the "Federal Truth-In-lending Disclosures" stili applies, 


o VENDOR'S SINGLE INTEREST INSURANCE (VSI insurance): If the preCeding bOl( is checked, the Creditor requires VSI Insurance 1m Ihe initial term of the 

contract to protect the Creditor tor loss or damage to the vehicle (collision. fire. theft). VSI insurance IS for the Creditor's sole protection. This insurance does nol 

protect your interest in the vehicle You may choose t~e Insurance company through which the VSI Is obtained. If you elect to purchase VSI insurance 

through the Creditor. the cost of this Insurance Is $ ~/f\ __ and is also shown in lIem 48 01 the Itemization of Amount Financed The coverage is for the 

I initial term of the contract. ..--------••______________________....J 

.- 
OPTIONAL GAP CONTRACT. A Gap contract (debt cancellation contract) is I'lQI required to Qbtairt credit and Yo,!! oot tle provlded u~le5S you sign o.;low and agree to pay ltie extra Charge. II you choose 
to huy agap ccotrKt t~e CMrge ;$ S~OWIi in hem 4D of ti-Je ttemizabon of Amount Finane:e-j S"e Vrol" gap rXln~=cl ior oetai!S on Ihe terms and oonaitions it provides. 11 Is a part of this contract. ....." .. 
Term_ ... ___..,.:._.:.:_. __. ______..__~____ Mos. i '-lin i"'Ol'Ch :...HC'Z,IT 

-~-.- '--'-. - - - --~ ...... -.- ~" -,,- -- -~~---- ..- . 
Name of Gap Contract 

Iwant to buy a ga

Buyer Sigl1$ X 

NO COOLING OFF PERIOD 
State law does not provide for a "cooling off" or cancellation period for this sale. After you sign this contract, 
you may only cancel It If the seller agrees or for legal cause. You cannot cancel this contract simply because 
you change your mind. This notice does not apply to home solicitation sales. 

The Annuel Percentage Rate may be negotiable with £1'6 Seller. The Seller may assign this contract 
and retain its right to receive a part of the Finance Charge. 

HOW THIS CONTRACT CAN BE CHANGED. This contract contains the e'plillagre~~ibetw~ you and us relating to this contract. Any change to this contract must be in writing 

and we must sign it. No oral changes are binding. Buyer Signs >$/   Co-Buyer Signs LlX'---_____ 

If any part of this cootract is not valid. all other parts slay vand. We may delay or refrain from enforcing any of our rights under this contract without losing them. For example, we 

may extend the time for making some payments without extending the time for making others. 

See back for other important agreements. 


NOTICE TO RETAil BUYER: Do not sign this contract In blank. You are entitled to a copy of the contract at the time 
you sign. Keep it to protect your legal rights. 

You agree to the terms of thIs contract. You confirm that before you signed this contract, we gave it to you, and you were 
free to take it and review it. You confirm that you received a completely filled·in copy when you signed it. 

Buyer Signs Date} /09/~l( ;\., Co-Buyer Signs ~_____..______ ,_.. ___ Date 
Co·Buys's and Other Owners - A co-buyer is a person who is responsible lor paying the entire debt. An other owner is a person whose name is on the title to Ihe vehicle but 
does not have to pay the debt. The other owner agrees to the security Interest in the vehicle given to us in this contract. 

_____~.Other owner signs here --------------._---- Address 
,By x.--___J--:#1~,_ __c_--- Title ',. (', If " • ,Seller signs 

Seller aSSlons ils interest in this contracl to " " fAssiooee\ under the term, of ~p.III'(" ~or"p.mAntl"\ wirh A«inn"" 
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Alex Simanovsky & Associates. LLC 

2lOO l-'.ender~Mi#-Road, Seite 300 

Atianta, GA 30345 •• PO''':l;


_~'': -4<;ty. I '. • ," 

~ ~;;.. " ~: 

Ford Motor Company 
World Headquarters 
Office of General Counsel 
One American Road 

1
Dearborn, MI 48126 

1 


1 


-_.- .. _--. i: ii '"I iii: ii : j! :"':' ; i 'i 41 i· ; i i 

I 
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AndersonInspection.doc 1 

 
 
 

VEHICLE INSPECTION REPORT 
 
 
 
Date of  Inspection:  9/20/2012  Inspection by:  Stuart Sonnen     

 

Customer Name:            

VIN # 4M2CN8B71BK    

Vehicle Year/Model: 2011 Mariner 4X2 Luxury 

Current Mileage: 55,532   

Dealership: O. C. Welch Ford    

City & State: Hardeeville S. C.      

 
1. Customer's Concerns: Engine, Transmission, and warning lights come on.  

    

2.  Inspection/Test Performed/Results:      

   Road test and inspection time 3.5 hours and 51 miles. Photos  1, 2 and 3 are the vehicle in general there are 
no non-Ford devices connected to the vehicles systems. No concern codes occurred during the inspection and road test. 
There are is a safety concern because of the worn out tires and a very large gouge out of the right rear tire, see photo 

4. Air filter is dirty and should be replaced see photo  5. The engine oil is OK but about 1,500 miles 
over the recommend change period see  photos 6, 9, and 15. Transmission fluid is black and burned note black 
color of transmission fluid dip stick see photo  7; this indicates transmission repair is necessary. Right passenger 
‘kick panel’ was not connected this was snapped it back in place see photo  8. The tire low air pressure warring 
came on during the road test see photo  9; tire pressures were corrected. Note, the tires were previously rotated 
without recalibration note photo  15 non-Ford service center.  
Engine and transmission testing there are no concern codes in memory see photo  10 all pass. There are no 
concern codes with key on engine off test see photo 11. There are no concern codes with key on engine running 
test see photo 12. There no cylinders skipping or missing see photo Anderson 13 cylinder balance test. 
Cranking compression test all green, good see photo  14. Only one warring light illuminated during the road test 
and it was the tire pressure warring see photo Anderson 9.           
  
3.  Repairs Performed:  (Per concern) 

    None,  told me she wants the vehicle replaced and no more repairs. I advised the warranty probably 
will handle the costs of the repair.     
 

4.  Conclusion:   

 The vehicle is normal, but for the needed transmission repair.    
 

Name:   Stuart Sonnen  

Title:   Field Service Engineer 

Region:  Atlanta 
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SUM-100 

SUMMONS 
(CITACION JUDICIAL) 

NOTICE TO DEFENDANT: 
(AVISO AL DEMANDADO): 

FORD MOTOR COMPANY; and DOES 1 through 50, Inclusive 

YOU ARE BEING SUED BY PLAINTIFF: 
(LO ESTA DEMANDANDO EL DEMANDANTE): 

GREGORY BEERS 

____. I 
'--N""'O""'T""IC::C:E:CC! Ycuha~ve-b-een sued. The court may deade against you without your being heard unless you respond within 30 days Read the information 

below. 
You ha\le 30 CALENDAR DAYS after this summons and legal papers are served on you to file a written response at this court and ha\le a copy 

served on the plaintiff. A letter or phone call will not protect you. Your written response must be in proper legal form if you want the court to hear your 
case. There may be a court form that you can use for your response. You can find these court forms and more information at the California Courts 
Online Self-Help Center (www.rourtinfo.ca.govlselftlelp). your county law library, or the courthouse nearest you. If you cannot pay the filing fee, ask 
the court derk for a fee waiver form. If you do not file your response on time, you may lose the case by default, and your wages, money, and property 
may be laken without further warning from Ihe court. 

There are other legal requirements. You may want to call an attorney right away. If you do not know an attorney, you may want to call an attorney 
referral service If you cannot afford an attorney. you may be eligible for free legal services from a nonprofit legal services program. You can locate 
these nonprofit groups at the California Legal Services Web site (www.lawhelpcalifomia.org), the Catifomia Courts Online Self-Help Center 
(www.rourtinfoca.gov/selftleIP), or by contacting your local court or county bar association. NOTE: The court has a statutory lien for waived fees and 
costs on any settlement or arbitration award of S10,000 or more in a civil case. The court's lien must be paid before the court will dismiss the case. 
IA VlSO! Lo han demandado Si no responde dentro de 30 dias. la corte puede decidir en su contra sin escuchar su version Lea la infonnacj6n a 
conlinuacion 

Tiene 30 OiAS DE CALENOARIO despues de que Ie entreguen esta citaCion y papeles legales para presentar una respuesta por escrito en esta 
corte y hacer que se entregue una copia al demandante Una carta 0 una lIamada telefonica no 10 protegen Su respuesta par escrito liene que estar 
en tonnato legal corracto sl desea que procesen su caso en la corte. Es posiOle que naya un fonnulario que usted pueda user para su respuesta. 
Puede encontrar estos fonnulanos de la corte y mas informacion en el Centro de Ayuda de las Cortes de California /WWW.sucorte.ca.gov). en la 
bibliataca de leyes de su condado 0 en la corte que Ie quede mas cerca. Si no puede pagar la cuota de presentacion, pida af secretario de la corte 
que Ie de un fonnulario de exencjon de pago de cuotas. Si no presenta su respuesta a tiempo, puede perder el caS() por incump/imiento y la corte Ie 
podrtJ quitar su sueldo, dinero y bienes sin mas adverteneia. 

Hay otros requisitos legales. Es recomendabfe que lIame a un abogada inmediatamente. Si no conoce a un abogado, puede lIamar a un servicio de 
remisi6n a abogados. Si no puede pagar a un abogado, es posible que cumpla con los requisitos para obtener servicios legales gratuitos de un 
programa de servicios legales sin fines de lucro. Puede encon/rar estos grupos sin fines de lucro en el smo web de Ca/ifomia Legal Services, 
(-.w.lawhelpcalifornia.org), en el Centro de Ayuda de las Cortes de Califomia, (www.sucorte.ca.gov) 0 poniendose en contacto con fa corte 0 el 
co/egio de abogados locales. AVISO: Par ley, la corte tlene derecho a ree/amar las cuotas y los costas exentos por imponer un gravamen S()bre 
cualquier recuperaci6n de $10,000 6 mas de valor recibida mediante un acuerdo 0 una roncesion de arbi/raje en un caS() de derecho civil. Tiene que 
pagar el gravamen de la corte antes de que la corte pueda desechar el caS(). . 

The name and address of the court is: CASE NUMBER 
(Numeto del c;.,so): (£1 nombre ydirecci6n de /a corte es).· Los Angeles Superior Court Central 

111 N. Hill Street 
Los Angeles, CA 90012 

The name, address, and telephone number of plaintiffs attorney, or plaintiff without an attorney, is: 

(£1 nombre, la direcci6n y el numero de teJetono del abogado del demandante, 0 del demandante que no fiene abogado, est 


Jessica Anvar: 12304 Santa Monica Blvd., Ste 221, Los Angeles, CA 90025; Tel: (310) 442-1410 

DATE Inh ;. . Clerk, by Ci'iJSTlAJ.J. ~RII . Deputy 
(Fech:3) '. n 1'-\. C/EH"t<(? (Secretaria)' ,. rl'~ I.;! ~AlVA (Adjunto) 

(Forproof of service of this summons, use Proof of Service of Summons (form POS-010).) 

(Para prueba de entrega de esta citati6n use el formula rio Proof of Service of Summons, (POS-010»). 


NOTICE TO THE PERSON SERVED: You are served 
[SEAL] 

1. 0 as an individual def~ndant.
'~--'~'~'-'--'~:l 2. 0 as the person sued under the fictitious name of (specify)' 


3 ~M be"," of (,peelfy) Pi)(cd {vlo k, ~ Co 1'-/tr"1 
under M CCP 416.10 (corporation) CCP 416.60 (minor)

C5 CCP 416.20 (defunct corporation) CCP 416.70 (conservatee) 

CCP 416.40 (asSOCiation or partnership) CJ CCP 416.90 (authonzed person) 

FEB 2 1 2013 

other (specdy) 
4. by personal deli\lery on (date) 

-;:-orm-.-M~t;;df-or-M~a~o-a-<o-ry-u-se-- '--~---'-------S-U-M--MO-N-S--------------C-od-'-O-f-Ci-";-1P-ro-ce-cu,. §§ :;;:: :; 

Judicia! CounC:1 of California w'NW.OOlJrtinfo.ca.goli 
SUM·l00 [Re> July 1. 2009/ 
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______._.________________--,________--:__--~C~M!.!:-~O~10 
ATIORNEY OR PARTY WITHOUT ATIORNEY (Name, Stare Bar number, and addr.ss): FOR COURT USE ONL Y 

Jessica Anvar (SBN 250610) 
SHAINFELD & ANVAR, PC 
12304 Santa Monica Blvd" Suite 111 
Los 

TELEPHONE "0,: (310) 442-1410 FAXNO: (877) 566-8828 
ATIORNEY FOR (Name) Plaintiff, GREGORY BEERS 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF Los Angeles 
STREET ADDRESS III N. Hill Street FEB' 21 2013 
MAILING ADDRESS: Same 

CITY AND Z!P CODe Los Angeles, CA 90012 
BRANCH NAME: Central Distn:.::.·c=-t:...-____-l.a--________~___' 

rcASENAME: 

JOhnAA.' Clarke, E"e~ti\le Officer/Clerk 
BYl7l~ .'~ ,.~eputy5 na;.;va 

, Gre 0 Beers v. Ford Motor compan....y__~____________I--JO-IoJ-.j~~-r:--A-__-=-~ 
CIVIL CASE COVER SHEET Complex Case Designation CASE fil)MfiR:S 0 1 5 go-

m Unlimited Limited D Counter D Joinder U 
(Amount (Amount JUDGE: 

demanded demanded is Filed with first appearance by defendant 
exceeds $25,000) $25,000 or less)' (Cal Rules of Court, rule 3.402) I DEPT, ___J 

Items 1-6 below must be completed (see instructions on page 2). 
1, Che~ox below for the case type that best describes this case: 


Contract Provisionally Complex Civil Litigation 
Auto Tort 
(cal. Rules of Court, l1J'es 3 . .w0-3.4(3)[Z] Breach of contractJwarranty (06)Auto (22) 


Uninsured motorist (46) D Rule 3.740 collections (09) D AntitruslfTracte regulation (03) 


Construction defect (10) 

DamageiWrongful Death) Tort o Insurance coverage (18) D Mass tort (40)

D Asbestos (04) D Other contract (37) D Securities litigation (28)

D Product liability (24) Real Property o Environmentalffoxic tort (30) 


Other PUPOIWO (PersonallnjurylProperty D 	 Other collections (09) o 

o 	Medical malpractice (45) Eminent domainllnverse o Insurance coverage daims arising from the 
condemnation (14) above listed provisionally complex caseD Other PIIPDIWD (23) types (41)Wrongful eviction (33)Non-PIIPDJWO (Other) Tort 

Other real property (26) Enforcement of Judgment 
D Business tort/unfair business practice (07) 


Enforcement of judgment (20)
D Civil rights (08) Unlawtal Detainer 

D Defamation (13) D Commercial (31) Miscellaneous Civil Complaint 


D Fraud (16) LJ Residential (32) RICO (27) 


D Intellectual property (19) D Drugs (38) Other complaint (not specified above) (42)


D Professional negligence (25) Judicial Review Miscellaneous Civil Petition 

D Other non-P,IPDIWD tort (35) D Asset forleiture (05) D Partnership and corporate govemance (21) 

Employment LJ Petitioll re: arbitration award (11) 
 [J Other petition (not specified above) (43)

D Wrongful termination (36) c:::J Writ of mandate (02) 


D Other employment (15) D 	 Other Judicial review (39) 

2. 	 This case is ,( is not complex under rule 3.400 of the California Rules of Court. if the case is complex, mark the 
factors requiring exceptional judicial management: 

a, 	 large number of separately represented parties d. large number of witnesses 

b. 	 ExtenSive motion practice raising difficult or novel e. Coordination with related actions pending in one or more courts 

issues that will be time-consuming to resolve in other CXlunties, states. or countries, or in a federal court 

c. 	 Substantial amount of documentary evidence f. D Substantial postjudgment judicial supervision 

3. 	 Remedies sought (check all thaI apply). a[Z] monetary b. 0 non~onetary; declaratory or injunctive relief c. 0 punitive 

Number of causes of action (specify). Four (4) 
5, This case D is [{] is not a class action suit. 
6. It there are any kfluwn {elated eases, file and geIVe a notice of relntp.o case. (You m~y use fo 

Date: February 20, 2013 
JESSICA ANYAR 

NOTICE 
• Plaintiff must file this cover sheet with 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.) Failure to file may result 
in sanctions. 

• File this cover sheet in addition to any cover sheet required by local court rule. 
• If this case is complex under rule 3.400 et seq. of the California Rules of Court, you must serve a CXlpy of this cover sheet on all 

other parties to the action or proceeding. 
• Unless this is a collections case under rule 3.740 or a complex case, this cover sheet will be used for statistical purposes only, 

~e1of2 

Mandatory Use CIVIL CASE COVER SHEET
of C-:llitomia 


July 1. 2007l 
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SHORT TITLE CASE NUMBER 
Gregory Beers v. Ford Motor Company 

CIVIL CASE COVER SHEET ADDENDUM AND 

STA TEMENT OF LOCATION 


(CERTIFICATE OF GROUNDS FOR ASSIGNMENT TO COURTHOUSE LOCATION) 


[ This form is required pursuant to Local Rule 2.0 in all new civil case filings in the los Angeles Superior Court. 

Item I. Check the types of hearing and fill in the estimated length of hearing expected for this case: 

JURY TRIAL? ill YES CLASS ACTION? [J YES LIMITED CASE? DYES TIME ESTIMATED FOR TRIAL 4 0 HOURS/ 0 DAYS
------""'-'-"=~~~ 

Item II. Indicate the correct district and courthouse Jocatlon (4 steps - If you checked "Limited Case", skip to Item III, Pg. 4) 

Step 1: After first completing the Civil Case Cover Sheet form, find the main Civil Case Cover Sheet heading for your 

case in the left margin below, and, to the right in Column A. the Civil Case Cover Sheet case type you selected. 

Step 2: Check ~ 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 
cheeked. For any exception to the court location, see local Rule 2.0. 

~pplicable Reasons for Choosing Courthouse Location (see Column C below) 

1. Class aCtions must be filed in the Stanley Mosk Courthouse, central district. 6. Location of property or permanently garaged lIehicie. 
2. May be filed in central (other county. or no bodily injury/property damage). 7. Location where petitioner resides. 
3. Location where cause of action arose. 8. Location wherein defendant/respondent functions wholly. 
4. Location where bodily injury. death or damage occurred. 9. Location where one or more of the parties reside. 
5. Location where performance required or defendant resides. 10. Location of Labor Commissioner Office 

Step 4: Fill in the information requested on page 4 in Item III; complete Item IV. Sign the declaration. 

.~.....~.... 
Civil Case·COver Stieet 

Category No: 
S 

Type of Action 
(Check only one) 

. c:"c~ ..'~~ 

A=~~~~~ 
Auto (22) 0 A7100 Motor Vehicle· Personal Injury/Property DamageiWrongful Death 1.,2.,4. 

Uninsured Motorist (46) 0 A7110 P~nallnju')'/Property DamagelWrongful Death - Uninsured Motorist 1.• 2.4. 

0 A6olo Asbestos Property Damage 2. 
Asbestos (04) 

0 A7221 Asbestos· Personallnju')'lWrongful Death 2. 

Product liability (24) 0 A7260 Product Uability (nol asbestos or toxic/environmental) 1.2.,3.4.. 8. 

0 A7210 Medical Malpractice· Physicians & Surgeons 1.. 4. 
Medical Malpractice (45) 

0 A 7240 Other Professional Health Care Malpractice 1,4. 

Other 
Personal Injury 

Property Damage 

0 

0 

A7250 

A7230 

Premises liability (e.g .. slip and fall) 

Intentional Bodily Injury/Property OamagellNrongful Death (e.g .. 
assault, vandahsm. etc.) 

1,4. 

1.. 4. 

Wrongful Death 0 A7270 Intentional Inniction of Emotional Distress 1.. 3 
(23) 

0 A7220 Other Personal Injury/Property DamagelWrongful Death 1.,4 

LACIV 109 (Rev 03/11) CIVIL CASE COVER SHEET ADDENDUM Local Rule 2.0 .. 
LASC Approved 03·04 AND S1ATEMENT OF LOCATION Page 1 of4 ., 
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SHORT TITLE: CASE NUMBER 

Gregory Beers v. Ford Motor Company 

ti 
e 
E 
o 
u 

A 
.. ... Civil Case Cover Sheet Type of Action 

r: . (Check only one) 


Business Tort (07) 


1<. . Category NO. 

o A6029 Other Commercial/Business Tort (not fraudlbreach of contract) 1,3. 

o A6005 Civil Rights/Discrimination 1.,2.,3.Civil Rights (08) 

o A60l0 Defamation (slander/libel) 1.,2.. 3.Defamation (13) 

o A6013 Fraud (no contract) 1.,2.,3.Froud (16) 

o jA6017 legal Malpractice 1.,2,3 
Professional Negligence (25) o A6050 Other Professional Malpractice (not medical or legal) 1..2.. 3 

Other (35) o A6025 Other Non-Personal Injury/Property Damage tort 2.3. 

o A6037 Wrongful Termination 1.,2.,3Wrongful Termination (36) 

o A6024 Other Employment Complaint Case 1.,2.,3. 

Other Employment (15) 
 o A6109 Labor Commissioner Appeals 10. 

o A6004 Breach of Rental/Lease Contract (not unlawful detainer or wrongful 2.,5.
eviction) 


Breach of Contract! Worranty 
 2.5.o AG008 ConlractlWarranly BreaCh -Seller Plaintiff (no fraud/negligence) (06) 
1.. 2. 5.(not insurance) o A6019 Negligent8reaCh ofContractlWarranty (no fraud) 
1.. 2., 5. o A6028 Other Breach of ContractlWarranly (not fraud or negligence) 

o A6002 Collections Case-Seller Plaintiff 2.. 5.,5. 
Collections (09) o A6012 Other Promissory Note/Collections Case 2.. 5. 


Insurance Coverage (18) 
 o A6015 Insurance Coverage (not complex) 1.. 2.. 5 .. 8. 

o A6009 Contractual Fraud 1.2.3.. S. 

Other Contract (37) o A6031 Tortious Interference 1.2.. 3.5. 

o A6027 Other Contract Dispute(not breachlinsurance/fraudlnegligence) 1.,2.,3.. 8. 


Eminent Domain/Inverse 
 o A7300 Eminent Domain/Condemnation Number of parcels___ 2. 
Condemnation (14) 


Wrongful Eviction (33) 
 o A6023 Wrongful Eviction Case 2.,6 

o A601S Mortgage Foredosure 2,6. 


Other Real Property (26) 
 o A6032 Quiet Title 2.. 6 

o A6060 Other Real Property (nol eminent domain, landlordltenant. foredosure) 2.,6. 


Unlawful Detainer-Commercial 
 o A6021 Unlawful Detainer·Commercial (not drugs or wrongful evidion) 2.. 6.
(31) 


Unlawful Detainer·Residential 
 o A6020 Unlawful Detainer-Residential (not drugs or wrongful eviction) 2.6.(32) 

~----~.-----.------1----------------------------------------------------+------------~
Unlawful Detainer o A6020F Unlawful Detainer·Post-Foreclosure 2.6Post· Foreclosure (34) 


Unlawful Detainer·Drugs (38) 
 0 A6022 Unlawful Detainer-Drugs 2.,6 

LACIV 109 (Rev 03111) CIVIL CASE COVER SHEET ADDENDUM Local Rule 2.0 

lASCApproved03·04 AND STATEMENT OF LOCATION Page 20f4 
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StiORT TITLE: CASE NUMBER 
Gregory Beers v. Ford Motor Company 

.,' ~ ," ,";;i;'::<:' .. :1<: .B C ,. ::~~. 
Type of Action . Applicable .Reasons- . 

.~ ,'.
".. (Check only one) ,:,;,' .:~',:see Step 3 Above:,

"~ :..... 

2,6.0 A6108 Asset Forfeiture Case 

0 A6115 Petition to Compel/ConfirmNacate Arbitration 2.,5. 

0 A6151 Writ - Administrative Mandamus 2.8. 

0 A6152 Writ Mandamus on limited Court Case Matter 2 

0 A6153 Writ Other limited Court Case Review 2 

0 A6150 Other Writ IJudicial Review 2.,8. 

0 A6003 AntitrustITrade Regulation 1.• 2.. 8. 

0 A6007 Construction Defect 1.2.. 3. 

0 A6006 Claims Involving Mass Tort 1.2.. 8 

0 A6035 Securities Litigation Case 1..2,8. 

0 A6036 Toxic Tort/Environmental 1., 2. 3.. 8. 

0 A6014 Insurance Coverage/Subrogation (complex case only) 1..2 .. 5., 8. 

0 A6141 Sister State Judgment 2.. 9. 

0 A6160 Abstract of Judgment 2.,6. 

0 A6107 Confession of Judgment (non-domestic relations) 2.. 9. 

0 A6140 Administrative Agency Award (not unpaid taxes) 2.. 8. 

0 A6114 Petition/Certiflcate for Entry of Judgment on Unpaid Tax 2.8. 

0 A6112 Other Enforcement of Judgment Case 2.. 8,9. 

0 A6033 Racketeering (RICO) Case 1, 2.. 8. 

0 A6030 Dedaratory Relief Only 1.. 2.• 8. 

0 A6040 Injunctive Relief Only (not domesticJharassment) 2. B. 

0 A6011 Other Commercial Complaint Case (non-tortlnon-complex) 1.,2.8. 

0 A6000 Other Civil Complaint (non-tort/non-complex) 1.. 2 .8. 

0 A6113 Partnership and Corporate Govemance Case 2,8 

0 A6121 Civil Harassment 2.. 3.• 9. 

0 A6123 Workplace Harassment 2,3.. 9. 

0 A6124 ElderlDependent Adult Abuse Case 2.. 3,9 

0 A6190 Ejection Contest 2. 

0 A6110 Petition for Change of Name 2.7 

A .. 
. Civil Case cO;!er.:Sheet 

Category No:' 

Asset Forfeiture (05) 

Petition re Arbitration (11) 

Wnt of Mandate (02) 

Other Judicial Review (39) 

AntitrustlTrade Regulation (03) 

Construction Oefect (10) 

Claims Involving Mass Tort 
(40) 

Securities Litigation (28) 

Toxic Tort 

Environmental (30) 


Insurance Coverage Claims 

from Complex Case (41) 


Enforcement 

of Judgment (20) 


RICO (27) 


Other Complaints 

(Not Specified Above) (42) 


Partnership Corporation 

Govemance (21) 


Other Petitions 

(Not Specified Above) 


(43) 


!o A6170 Petition for Relief from Late Claim Law 2.,3 .4 .. 8. 

!D A6100 Other CiVil Petition 2.. 9 

LACIV 109 (Rev 03111) CIVIL CASE COVER SHEET ADDENDUM local Rule 2.0 

LASe Approved 03-04 AND STATEMENT OF LOCATION Page 3 of 4 
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CASE NUMBER SHORT TITLE: 
Gregory Beers v. Ford Motor Company 

Item III. Statement of Location Enter the address ofthe accident, party's residence or place of business, performance, or other 

circumstance indicated in Item II., Step 3 on Page 1, as the proper reason for filing in the court location you selected. 

ADDRESS: 

REASON: Check the appropriate boxes for the numbers shown 7720 McNulty Ave. 
under Column C for the type of action that you have selected for 
this case. 

01. 82.03.04.05.06 07 08. 09.010. 

---------------~----r-.----~--------------------------------J 
. 

CITY i ;T.4.T::· II ZIP COD::: 

Canoga Pan: i CA .91306 

Item IV. Declaration of Assignment: I dedare under penalty of pe~ury under the laws of the State of Califomia that the foregOing is true 

and correct and that the above-entilled matter is properly filed for assignment to the Stanley Mosk courthouse in the 

Central District of the Superior Court of Califomla, County of Los Angeles [Code Civ. Proc., § 392 et seq , and Local 

Rule 2.0, subds. (b), (e) and (d)]. 

Dated: February 20, 2013 

PLEASE HAVE THE FOLLOWING ITEMS COMPLETED AND READY TO BE FILED IN ORDER TO PROPERLY 
COMMENCE YOUR NEW COURT CASE: 

1. 	 Original Complaint or Petition. 

2. 	 If filing a Complaint, a completed Summons form for issuance by the Clerk. 

3. 	 CiVil Case Cover Sheet, Judicial Council form CM-OlD. 

4. 	 Civil Case Cover Sheet Addendum and Statement of Location form, LACIV 109, LASe Approved 03-04 (Rev 
03/11 ). 

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

6. 	 A signed order appointing the Guardian ad litem, Judicial Council form CIV-O 10, if the plaintiff or petitioner is a 
minor under 18 years of age will be required by Court in order to issue a summons. 

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

LACIV 109 (Rev. 03111) CIVil CASE COVER SHEET ADDENDUM Local Rule 2.0 

...ASe Approved 03-04 AND STATEMENT OF LOCATION Page 4 of 4 
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Brett Shainfeld, SBN 245093 
Jessica F. Anvar, SBN 250610 
SHAINFELD & ANVAR, PC 
12304 Santa Monica Blvd., Suite 221 
Los Angeles, CA 90025 
Tel: (310) 442-1410 
Fax: (877) 566-8828 

Attorneys for Plaintiff, GREGORY BEERS 

FEB 21 2013 
10hn A. Clarke, Exec tlv~ UItlcerlClerls. 

r eputy 
BY.1.Ll~~~~"""'""'" 

SUPERIOR COURT OF THE STATE OF CALIFORNIA 


FOR THE COUNTY OF LOS ANGELES - CENTRAL DISTRJCT 


GREGORY BEERS, 

Plaintiff, 


vs. 


FORD MOTOR COMPANY; and· 
DOES 1 through 50, Inclusive, 

Defendants. 

) CASE NO. ~b501509
) 
) 
) UNLIMITED JlJRJSDICTION 
) 
) COMPLAINT FOR DAMAGES 
) 
) L Breach of Written Warranty 
) Pursuant to Magnuson-Moss 
) Warranty Act; .. 
) 2. Breach of Implied Warranty 
) Pursuant to Magnuson-Moss 
) Warranty Act; 
) 3. Breach of Express Warranty 
) Pursuant to Song-Beverly Consumer 
) Warranty Act; and 
) 4. Breach of Implied Warranty 
) Pursuant to Song-Beverly Consumer 
) Warranty Act. 
) 
) DEMAND FORJURYTRUL 

TO THE HONORABLE COURT AND DEFENDANTS HEREIN: 

COMES NOW Plaintiff. GREGORY BEERS, an individual (hereinafter referred to as 

"Plaintiff') for causes of action against manufacturer FORD MOTOR COMPANY; and 

DOES 1 through 50, inclusive, and alleges as follows: 

III 
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GENERAL ALLEGATIONS 


1. The true names and/or capacitks, whether individual, corporate, associate, or 

otherwise, of defendants DOES 1 through 50, inclusive, and each of them, are unknown to 

Plaintiff, who therefore sues said defendants by such fictitious names. Plaintiff is informed 

and believes, and thereupon alleges, that each of the defendants fictitiously named herein as 

a DOE is legally responsible, negligently or in some other actionable manner, for the events 

and happenings hereinafter referred to, and thereby proximately caused the injuries and 

damages to Plaintiff as hereinafter alleged. Plaintiff will seek leave of Court to amend this 

Complaint and state the true names and/or capacities of said fictitiously named defendants 

when the same has been ascertained. 

2. Plaintiff is informed and believes, and thereupon alleges, that at all times 

mentioned herein, defendants, and each of them, including DOES 1 through 50, inclusive, 

and each of them, were the agents, servants, employees, and/or joint venturers' of their 

co-defendants, and each was, as such, acting within the course, scope, and authority of said 

agency, employment, and/or venture, and thareach and every defendant, as aforesaid, when. 

acting as a principal, was negligent in the selection and hiring of each and every other 

defendant as an agent, employee, and/or joint venture. 

3. Plaintiff, GREGORY BEERS, is, and at times mentioned herein was, a 

resident of the County of Los Angeles, State of California. 

4. Plaintiff is inJormed and believes and thereupon alleges that at all times 

mentioned herein, that Defendant, manufacturer FORD MOTOR COMPANY (hereinafter 

"Manufacturer") is a corporation authorized to do business in the State of California 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. 

Manufacturer does business in all counties in the state of California. 

5. On or about December 3 L 20 II, Plaintiff purchased a 2012 Ford Escape 

(hereinafter "FORD"), manufactured by Manufacturer, with corresponding Vehicle 

.:2 • 
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Identification Nwnber IFMCUOEG8CKB04506, for valuable consideration. 

6. The price of the FORD, including sales tax, registration charges, document 

fees and other collateral charges, such as finance charges, totaled approximately $28,764.30. 

7. In consideration for the purchase of the FORD, manufacturer issued and 

supplied several written warranties, including a three (3) year136,000 mile warranty, as well 

as other standard warranties outlined in the Manufacturer's Warranty Booklet. 

8. On or about December 31, 2011. Plaintiff took possession of the FORD and 

shortly thereafter experienced the various defects listed below that substantially impaired 

the use, safety and/or value of the FORD. 

9. The defects listed below violate the express written warranties issued by 

Manufacturer, as well as the implied warranty of merchantability. 

10. Plaintiff brought the FORD to authorized service dealerships of 

Manufacturer for various defects, including, but not limited to the following: 

a. Defective engine/powertrainlsafety systems as evidenced by the car 

stalling when coming to a stop; 

b. Defective electrical system as evidenced by the SYNC system 

freezing, failing to respond and dropping caBs; and 

c. Any additional complaints made by our client, whether or not they 

are contained in your company's records or on any repair orders. 

11. Plaintiff provided Manufacturer through authorized dealers sufficient 

opportunity to repair the FORD. 

12. Manufacturer, through its authorized dealers were unable and/or failed to 

repair the FORD within a reasonable number of attempts. 

13. Said defects have substantially impaired the safety, use and or value of the 

FORD. 

14. Said defects could not have been discovered by Plaintiff prior to Plaintiff s 

acceptance of the FORD. 

15. As a result of said defects, Plaintiff revoked acceptance of the FORD in 

- 3 .. 
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writing on November 17, 2012. 

16. At the time of revocation of acceptance of the FORD, the FORD was in 

substantially the same condition as at time of delivery except for damage caused by its own 

wear and tear. 

17. Manufacturer refused Plaintiffs demand for revocation and has refused to 

provide Plaintiff with the remedies Plaintiff is entitled to upon revocation. 

18. The FORD remains in a defective and unmerchantible condition, and 

continues to exhibit the above-mentioned defects that substantially impair the FORD's 

safety, use and/or value. 

19. Plaintiff has and will continue to be financially damaged due to 

Manufacturer's failure to comply with the provisions of the express and implied warranties. 

FIRST CAUSE OF ACTION 

BREACH OF WRITTEN WARRANTY PURSUANT 


TO THE MAGNUSON-MOSS WARRANTY ACT 


20. Plaintiff realleges and incorporates herein by reference each and every 

allegation and statement contained in paragraphs 1 through 19, inclusive, of the General 

Allegations, above. 

21. Plaintiff is a purchaser of a consumer product who received the FORD 

during the duration of a written warranty period applicable to the FORD and who is entitled 

by the terms of the written warranty to enforce against Manufacturer the obligations of said 

warranty. 

22. Manufacturer are persons engaged in the business of making a consumer 

product directly available to Plaintiff. 

23. The Magnuson-Moss Warranty Act, Chapter 15 U.S.c.A., Section 2301 et. 

Seq. (hereinafter "Warranty Act") is applicable to Plaintiff's Complaint in that the FORD 

was manufactured, sold and purchased after July 4, 1975, and costs in excess often dollars 

($10.00). 

24. Plaintiffs purchase of the FORD was accompanied by written factory 

PE13-003.4 000041LC
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warranties for any non-conformities or defects in materials or workmanship, comprising an 

undertaking in writing in connection with the purchase of the FORD to repair the FORD or 

take other remedial action free of charge to Plaintiff with respect to the FORD in the event 

that the FORD failed to meet the specifications set forth in said undertaking. 

Said warranties were the basis of the bargain of the contract between the 

Plaintiff and the Manufacturer for the sale of the FORD to Plaintiff. 

26. Said purchase of Plaintiffs FORD was induced by, and Plaintiff relied upon, 

these written warranties. 

27. Plaintiff has met all of his obligations and preconditions as provided in the 

written warranties. 

28. As a direct and proximate result of Manufacturer's failure to comply with the 

express warranties, Plaintiff has suffered damages, and in compliance with 15 U.S.c. § 

231 O(d), Plaintiff is entitled to bring suit for such damages and other equitable relief. 

WHEREFORE, Plaintiff prays for judgement against Manufacturer as follows: 

a. Return of all monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code, and all incidental and consequential 

damages incurred; 

b. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; and 

c. 	 Such other Relief that the Court deems just and appropriate. 

SECOND CAUSE OF ACTION 

BREACH OF IMPLIED WARRANTY PURSUANT 


TO THE MAGNUSON-MOSS WARRANTY ACT 


29. Plaintiff realleges and incorporates herein by reference each and every 


allegation and statement contained in paragraphs I through 28, inclusive, of the General 

Allegations, above. 

30. The FORD purchase by Plaintiff was subject to an implied warranty of 

merchantability as defined in 15 U.S.c. § 2301 (7) running from the Manufacturer to the 

~ 5 . 
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intended consumer, Plaintiff herein. 

31. Manufacturer are a supplier of goods as a persons engaged in the business of 

making a consumer product directly available to Plaintiff. 

32. Manufacturer are prohibited from disclaiming or modifYing any implied 

warranty when making a wrinen warranty to the consumer or when Manufacturer has 

entered into a contract within ninety (90) days of purchase to perfonn services relating to 

the maintenance or repair of it motor vehicle. 

33. Pursuant to 15 U.S.c. § 2308, Plaintiff s FORD was impliedly warranted to 

be substantially free from defects and non-conformities in both material and workmanship, 

and thereby fit for the ordinary purpose for which the FORD was intended. 

34. The FORD was warranted to pass without objection in the trade under the 

contract description, and was required to conform to the descriptions of the vehicle 

contained in the contracts and labels. 

35. The above-described defects in the FORD render it unfit for the ordinary and 

essential purpose for which the FORD was intended. 

36. As a result of the breaches of implied warranty by Manufacturer, Plaintiff has 

suffered and continues to suffer various damages. 

WHEREFORE, PlaimitIprays for judgement against Manufacturer as follows: 

a. Return of all monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code, and all incidental and consequential 

damages incurred; 

b. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; and 

c. 	 Such other Relief that the Court deems just and appropriate. 

THIRD CAUSE OF ACTION 

BREACH OF EXPRESS WARRANTY PURSUANT 

TO THE SONG-BEVERLY CONSUMER WARRANTY ACT 

37. Plaintiff realleges and incorporates herein by reference each and every 

COMPLAINT 
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allegation and statement contained in paragraphs 1 through 36, inclusive, of the General 

Allegations, above. 

38. Pursuant to California Civil Code § 1793.2, Plaintiff has presented the FORD 

to authorized service dealers of Manufacturer within the tenn of protection and have 

tendered the FORD for repairs for the above-mentioned defects that substantially affect the 

safety, use and/or value of the FORD. 

39. Manufacturer have been Wlable or unwilling to repair said defects within a 

reasonable amoWlt of time. 

40. Pursuant to Civil Code §1793 .2, Plaintiff is entitled to a refund of the full 

purchase price of the vehicle, including all collateral charges and finance charges, and/or a 

replacement vehicle, plus all attorneys' fees and costs. 

41. Manufacturer have willfully violated the provisions of this act by knowing of 

their obligations to refund or replace Plaintiffs FORD, but refusing to fulfill them. 

WHEREFORE, Plaintiff prays for judgement against Manufacturer as follows: 

a. Return of the FORD's purchase price and all incidental and 

consequential damages incurred by Plaintiff; 

b. Return of all finance charges incurred by Plaintiff for the FORD; 

c. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; 

d. A civil penalty pursuant to California Civil Code §1794 (c); and 

e. 	 Such other Relief that the Court deems just and appropriate. 

FOURTH CAUSE OF ACTION 

BREACH OF IMPLIED WARRANTY PURSUANT TO 

THE SONG-BEVERLY CONSUMER WARRANTY ACT 

42. Plaintiff realleges and incorporates herein by reference each and every 

allegation and statement contained in paragraphs 1 through 41, inclusive, of the General 

Allegations, above. 

43. The FORD purchased by Plaintiff was subject to an implied warranty of 
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merchantability as defined by California Civil Code § I 790 running from the Manufacturer 

to the intended consumer, Plamtiff herein. 

44. Manufacturer are suppliers of consumer goods as a persons engaged in the 

business of making consumer products directly available to Plaintiff. 

45. Manufacturer are prohibited from disclaiming or modifying any implied 

warranties under Civil Code § 1790. 

46. Pursuant to Ch'ii Code §1790, Plaintiff's FORD was impliedly warranted to 

be fit for the ordinary purpose for which it was intended. 

47. The FORD was warranted to pass without objection in the trade under the 

contract description, and was required to conform to the descriptions of the vehicle 

contained in the contracts and labels. 

48. The above-described defects in the FORD caused it to fail to possess even 

the most basic degree of fitness for ordinary use 

49. As a result of breaches of implied warranty by Manufacturer, Plaintiff has 

suffered and continues to suffer various damages. 

WHEREFORE, Plaintiff prays for judgement against Manufacturer as follows: 

a. Return of all monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code, and all incidental and consequential 

damages incurred; 

b. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; and 

c. Such other Relief that the Court deems just and appropriate. 

Dated: February 20, 2013 	 SHAINFELD & ANVAR, 
A Professional Corporation 

By ~ 
JESSICA'F:ANVAR 
BRETT SHAINFELD 

Attorneys for Plaintiff, Gregory Beers 
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DEMAND FOR JURY TRIAL 

Plaintiff, GREGORY BEERS, hereby demands a trial by jury. 

Dated: February 20, 2013 SHAINFELD & ANVAR, 

A Professional Corporation 


By: 
JrrE~S~SlfIC~~kn~'---

BRETT SHA FELD 
Attorneys for Plaintiff, Gregory Beers 
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SUPERIOR COURT OF CALWOR,NlA, COUNTY OF LOS ANGELES 
NOTICE OF CASE ASSIGNMENT - UNLIMITED CIVIL CASE (NON. CLASS ACTION) 

Case Number . 8 C 5 0 . 
THIS FORM IS TO BE SERVED WITH THE SUMMONS AND COMPL~ 5 0 9 

Your case Is assignrd for all purposes to tbe judicial officer indicated below (Local Rule ;J.3(c». Tbere is additional information on the reverse side ofthis (orm. 

ASSIGNED JUDGE DEPT ROOM ASSIGNED runGE DEPT ROOM 

Hon. Daniel Buckley ~ 534 Hon. Debre Katz Weintraub 47 507 
,r' ~31Hon. Michael P. Linfield [ -~ Hon. Elizabeth Allen White 48 506 

Hon. Barbara A Meiers 12 636 Hon. Deirdre Hill 49 509 

Hon. Terry A Green 14 300 Hon. John L. Segal 50 508 

Hon. Ricbard Fruin 15 307 Hon. Abraham Khan 51 511 

Hon. Rita Miller 16 306 Hon. Susan Bryant-Deason 52 510 

Hon. Richard E. Rico 17 309 Hon. Steven J. Kleifie1d S3 513 

Hon. Kevin C. Brazile 20 310 Hon. Ernest M. Hiroshige 54 512 

Hon. Robert L. Hess 24 314 Hon. Malcolm H. Mackey 55 515 

! 
Hon.Mary Ann Murphy 25 317 Hon. Michael Johnson 56 514 

Hon. Iames R. Dunn 26 316 Hon. Ralph W. Dau 57 517 
• .o • _ ••• . , .. .. . .. ... .... .. ... " .. . I .. ··• ., , ...." - .. 

Hon. Yvette M Palazuelos 28 318 Hon. RolfM. Treu 58 516 

Hon. Barbara Scheper 30 400 Hon. David L. Minning 61 632 

Hon. Alan S. Rosenfield 31 407 Hon. Michael L. Stem 62 600 
I 

Hon. Mary H. Strobel 32 406 Hon. Mark Mooney 68 617 

Hon. Chuies F. Palmer 33 409 Hon. Ramona See 69 621 

Hon. Amy D. Hogue 34 408 Hon. Soussan G. Bruguera 71 729 
'~'-"--

"unassigned" 35 411 Hon. Ruth Ann Kwan 72 731 

Hon. Gregory Altucon 36 410 Hon. Teresa Sanchez-Gordon 74 735 

Hon. Joanne O'Donnell 37 413 Hon. William F. Fahey 78 730 

Hon. Maureen Duffy-Lewis 38 412 Hon. Emilie H. Elias 324 CCW 

Hon. Michelle R. Rosenblatt 40 414 Hon. Elihu M. Berle 323 CCW 

Hon. Ronald M. Sobigian 41 417 Other 

Hon. Holly B. Kendig 42 416 

Hon. Mel Red Reeana 45 529 

Hon. Fredrick C. Shall-::r 46 601 

Given to the PlaintifflCross·ComplainantlAttomey of Record JOHN A. CLARKE, Executive Officer/Clerk 

_________-.) Deputy Clerk 

LAC IV ~CH 190 (Rev. 01f12) NOTICE OF CASE ASSIGNMENT  Page 1of 2 
LASC Approved 05"'()6 
For Optional Use UNLIMITED CIVIL CASE 
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INSTRUCTIONS FOR HANDLING UNLIMITED CIVIL CASES 

/

.J 

The following critical provisions ofthe Chapter Three Rules, as applicable in the Central District, are summarized for your assistance. 
. ' l·. • . 

APPLICATION 

The Chapter Three Rules were effective January I, 1994. They applyto all general civil cases. 


PRIORITY OVER OTHER RULES 


The Chapter Three Rules shall have priority over all other Local Rules to the extent the {)thers are inconsistent. 


CHALLENGE TO ASSIGNED JUDGE 

A challenge under Code of Civil Procedure section 170.6 must be made within 15 days after notice of assignment for all purposes to 

a judge, or ifa party has not yet appeared, within 15 days of the first appearance. . 


TIME STANDARDS 


Cases aSsigned to the Individual Calendaring Court will be ~ubject to processing under the following time standards: 


COMPLAINTS: All complaints shall be served wit:hi.ll60 days of filing and proof ofservice shall be filed within 90 days of filing. 


CROSS-COMPLAINTS: Without leave of court first being obtained, no cross-complaint may be filed by any party after their 

answer 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 Conference will be scheduled by the assigned Independent Calendar Judge no later than 270 days after the filing of the 

complaint. Counsel must be fully prepared to discuss the following issues: alternative dispute resolution, bifurcation, settlement, 

trial date, and expert witnesses. 


FfflALSTATUSCONFERENCE 


Th~ Court will require thy 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, statemeiiiSof major evidentiary issues, dispositive motions, requested jury instructions, and 

special jury instructions and special jury verdicts. These matters may be heard and resolved at this conference. At least 5 days 

before this conference, counsel must also have exchanged lists of exhibits and witnesses and have submitted to the court a brief 

statement of the case to be read to the jury panel as required by Chapter Eight of the Los Angeles Superior Court Rules. 


SANCTIONS 


The court will impose appropriate sanctionS for the failure or refusal to comply with Chapter .Three Rules, orders made by the Court, 

and time standards or deadlines established by <the C~urt or by, the Chapter Three Rules. Such sanctions may be on a party or if 
appropriate on counsel for the party. 


This is not a complete delineatio,D of the Chapter Three Rules, and adherence only to the above provisions is therefore 

not a guarantee against the imposition of san,cti.ons; under Trial Court Delay Reduction •. Careful reading and 

compliance with the actual Chapter Rules is absolutely imperative. 


LACIV CCH 190 (Rell. 01112) NOTICE OF CASE ASSIGNMENT - Page20f 2 
LASC Approved 05-06 
For Optional Use UNLIMITED CIVIL CASE 
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SUPERIOR COURT OF CALIFORNIA. COUNTY OF LOS ANGELES 

ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION 


For additional ADR information and forms visit the Court ADR web application at www.lasuperiorcourt.org (click on ADR). 
. . 

The plaintiff/petitioner shall serve a copy of this form on each defendanVresponaent along with the complaint (Civil only). 

What Is ADR: 

Altemative Dispute Resolution (ADR) is thelerm·used to descnbe all the other options available for settling a dispute which once had 10 be 

settled in court ADR processes, such as arbitration, mediation, neutral evaluation, and settlement conference are less formal than a court 

process and provide opportunities for parties to reach an agreement using a problem-solving approach. 


There are many different kinds of ADR. AU of them utilize a "neutral", an impartial person, to decide the case or help the parties reach an 

agreement. 


Arbitration: 

In arbitration, a neutral person called an "arbitrator" hears arguments and evidence from each side and then decides the outcome of the 

dispute. Arbitration Is less formal than a trial, and the rules of evidence are often relaxed. Arbitration may be either "bl.nding" or 

"nonbinding.n Binding arbitration means that the parties waive their right to a trial and agree to accept the arbitrator's decision as final. 

Nonbinding arbitration means that the parties are free to request a trial if they do not accept the arbitrator's decision. 


Cases for Which Arbitration May Be Appropriate 

Arbitration Is best for cases where the parties want another person to decide the outcome of their dispute for them but would like to 

avoid the formality, time, and expense of a tria!. It maY also be appropriate for complex matters where the parties want a decision-

maker who has training or experience in the subjec~ ~atter of the dlspu~.. ' ' 


Cases for Which Arbitration May t!21 Be Appropriate 

If parties want to retain control over how their dlsputeisresQlved, arbitration, particularty bindi~g arb.it.!ation, is ~()tapprop~ate. In 

binding arbitriition, the parties generally cannot ,ilppeal the'arbitrators"award, even if if is not supported by the evidence or the law. 

Even in nonbinding arbitration, if a party requests a trial and does not receive a more favorable result at trial than in arbitration, 


, there may be penalties. 


Mediation: 

In mediation, a neutral person called a "mediator" helps the parties 'try to reach a mutually acceptabie reSolution of the dispute. The 

mediator does not decide ihe dispute but helps the parties communicate so they can try to setUe the dispute themselves. Mediation leaves 

control of the outcome with the parties. ' " 


Cases for Which Mediation May Be Appropriate ": ' 

Medl,ation maybe particularly useful when Pa,rtles have a dispute between or among family members. neighbors, or bus mess 

partners: Mediation is also ~ffectlve ymen emotions are getting ,in the way ,of resolution. An effective mediator can hear the 

parties out and help them communicate with each other in aneffective'and nondestructive manner. 


Cases for Which Mediation May .t!g! Be Appropriate' ., 

Mediation may not beetfective if one of the parties is unwilling to cooperate or compromise. Mediation also may not be effective if 

one of the parties has a significant advantage in pOlJ\ler over the other. Therefore, it may not be a good choice if the parties have a 

hiStory of abuse or victimization. 


Neutral Evaluation: 

In neutral evaluation, each party gels a chance to present th,e case to a neutral person called an "evaluator." ,The evaluator then gives an 

opinion on the strengths and weaknesses ofeach party's evidence and argumentS and about how the dispute could be resolved. The 

evaluator is often an expert In thEi subject matter .of the dispute. Although the evaluator's opinion is not binding, the parties typically use it 

as a basis for trYing to negotiate a resoluti0,n of the dispute. ' . " " 


Cases for Which Neutral Evaluation May Be Appropriate 
Neutral evaluation may bE! most appropriate incases in which there are technical issues that require special expertise to resolVe or 

'the only slgnfficant Issue In the case Is the amount of damages. ' , 

Cases for Which Neutral Evaluation rtl9Y t!2.t Be Appropriate 

Neutral evalualion may not be approprlatewhen there are significant persCinal or emotional barriers to reSol~ing the dispute. 


Settlement Conference: 

A settlement conference may be either mandatory or voluntary. In both types of setUement conferences, the parties and their attorneys 

meet with a judge or a neutral person called a "settlement officer" to discuss possible settlement of their dispute. The judge or settlement 

officer does not make a decision in the case but assists the parties in evaluating the strengths and weaknesses of the case and in 

negotiating a settlement. Settlement conferences are approprlate in any case where settlement is an option. Mandatory settlement 

conferences are often held close to the elate a case Is set for trial. 


',{ .: " . . 
LAAOR 005 (Rev, en·l:!) Cal. Rules of Court. rule 3,221 ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION 
LASe Adopted 10.(J3 P~ge 1 of2 
For Manrlatory Use 

I 

PE13-003.4 000049LC

http:www.lasuperiorcourt.org


I 

"
COURT ADR PROGRAMS 
CIVIL: 	 _ 

• 	 Arbitration (non-binding) (Code Civ: Proc. §§ 1141.10-1141.31, Car. Rules of court, rules 3.81()"3.83~. and local Rules. rule 3.252 et 
seq.) 

o 	 Mediation (COde ciV: ;PToc. §§17_75-1775.15. caL Rules of Court, rules 3.850-3.860. 3.865-3.872 arid 3~89(}.3.898. E"ld. Code §§ 
1115·1128. and local Rules, rule 3.252 et seq.) 


oCw!1 Harassment Mediation 

o Eminent Domain Mediation (Code Civ. Proc. §1250.420) 
o SmaU Claims Mediation 

o 	 Neutral Evaluation (local Rules, rule 3252 et seq.) 

• 	 Settlement Conference 
o Voluntary Settlement Conference (local Rules, rule 3.252 et seq.) 
o Retired Judge Settlement-Conference 

FAMILY (non-custodyl: 

• 	 Arbitration (non-binding) (Fam. Code § 2554 and local Rules. rule 5.18) 
o 	 Medi;Ition (Local Rules. rule 5.18) 
• 	 Settlement Conference _ ' 


" of-orensicCertl~ed Public AC(;()unt~mt(CPA) 

o SpanishSPeaklng Settlemer;t Conf6renee 

PROBATE: 

• 	 Mediatlon
- • 	 Settlement Conference' 


NEUTRAL SELECTION 


Parties may select an arbitrator, mediator, orevalu,atorfrom the Party Select Panel or may hire somebneprivately. t:lttheir disqretion. If 
the p:'lrties utiliZe the ~nd~m;~el~ Pan~,the I\QR sta.ff Willa$sign :on a random basis ~e heine'of one, neutral who meets the case 
critena entered on thecourt s website. _ ",: , : - , ' . . , " ' , ,', ' ' 

COURT APR PANELS 

Party Select 	 The Party Select Panel consists of arbitrat9rs" m~iators, and evah)ators who have aphieved a spi;!cified level, of, ' 
e.xperiengeineout1;annexed Cases,. Theplilrti~s(CClII,eCtively) are charged $150.00 per hour for the first three hours ofPanel 
hearing time.. Thereafter. parties may stipulate inWTiting for additional hearing'liine.at the, fate established by.the 
.~~ 	 ...... .' 

Random Select The Random Select Panel consists of trained arbitrators, mediators, e ...alualors; ari!=! settlemerit.Qfficers wtlO make 
Panel, 	 th6rDSelvesavaiiable pro bono as a way (,If supporting the judiCial system. IUs' the policy of the Court that Random 

Select Panelheutrals provide'three hoUrs hearingtirne~r qase on.a pro bono i;laSIS, Thereafter. parties may stipulate 
inwrttlng for .. additiohal hearing-time at the. rate establiShed by the neutral. ..' 

ADR ASSISTANCE 

For assistance regarding APR. ~easecilnt3ct theA.DR'clerk 'atthe' . 

LAADR 005 (Rev, 01-12) 	 Cal. Rules of Court. rule·3.221ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 

DISPUTE RESOLUTION PROGRAM ACT (DRPA) PROVIDERS 


JOHN A CLARKE. EXECUTIVE OFFICERICLERK Ai.TERNATlVE DISPUTE RESOLlITlON CADRJ DEPARTMENT 

California Rules of Court, rule 3.221. requires counties participating in the Dispute Resolution 
Programs Act (DRPA) to provide information about the availability of local dispute resolution 
programs funded under DRPA. For more information regarding these programs, contact the Los 
Angeles County Department of Community and Senior Services Contracts Administration Office at 
213-738-2621. The following is a list of the local dispute resolution programs funded in Los Angeles 
County. 

Superior Court of California, County of Los Angeles, ADR Office 213-974-5425 
www.lasuperiorcourt.org/ADR 

STAFF AND VOLUNTEERS OF THE FOLLOWING AGENCIES ARE NOT EMPLOYEES OF THE 

SUPERIOR COURT: 


Asian-Pacific American Dispute Resolution Center 213-250-8190 www.apadrc.org 


California Academy of Mediation Professionals 818-377-7250 www.campmediation.org 


Oalifornia Lawyers for the Arts, Arbitration, and Mediation Service 310-998-5590 

www.calawversforthearts.org 

Center for Civic Mediation 877-473-7658 213-896-6533 www.centerforcivicmediation.org 

. Center for Conflict Resolution 818-705-1090 www.ccr4peace.org 

. Centinela Youth Services, City of Hawthorne 310-970-7702 www.cys.la.org 


Inland Valleys Justice Center 877-832-9325 www.ivjc.org 


Korean American Coalition 4.29 Dispute Resolution Center 213-365-5999 www.kacla.org 


Los Angeles County Department of Consumer Affairs, Dispute Settlement Services 213-974-0825 

. www.dca.lacountv.gov 

Loyola Law School, The Center for Conflict Resolution 213-736-1145 www.lls.edu/ccr 


NOIwalk Dispute Resolution Program 562-929~5603 www.ci.norwalk.ca.us/socialservices2.asp 


Office of the Los Angeles City Attorney. Dispute Resolution Program 213-485-8324 

www.atty.lacity.org/mediate 


THE PROGRAMS LISTED ABOVE DO NOT OFFER LEGAL ADVICE OR HELP YOU 
RESPOND TO A SUMMONS; HOWEVER, THEY MAY ASSIST IN RESOLVING YOUR 

. PROBLEM THROUGH MEDIA nON. . 

LMOR Q07 (Rev. 0,.,2) Cal. Rules of Court rule 3.221 DISPUTE RESOLUTION PROGRAM ACT (DRPA) PROVIDERS 
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NAME. AOOJU:SS. TELEPHONE. FAX. and E-MAIL: STATE BAR NU~ER: Reserved for CI/lrk's Fl1/1 Stamp 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURlliOUSE ADDRESS:

Click on the button to select the appropriate court address. 

PlAINTlFFIPETlllONER: 

OEFENOANTIRESPONOENT: 

STIPULATION TO PARTICIPATE IN CASE NUMBER: 

ALTERNATIVE DISPUTE RESOLUTION (ADRl 

The undersigned parties in the above-titled action stipulate to participate in the A1temative Dispute Resolution (ADR) process checked 
below: 

o Mediation o Neutral Evaluation 

o Arbitration (non-blndlng) o SetUement ConferaOl 

o Arbitration (binding) o Other ADR Process (describe): 

Dated Name of Stipulating Party Name of Party or Allomay Emwllng SIlpulaUon SIgnature of Party or Altomey 

o Plaintiff 0 Crose-<:Ompialnant
o Defendant 0 Ctosa-defendant 

Dated Name of SUpulallng Party Name of Party or Allomay Exacudng Stipulation 'Signature of Party or Attorney 

o Plaintiff 0 Ctou-canpialnllnto Defendant 0 Croaa-delendant 

Dated Name or Stipulating party Nama of Party or Allomey Exswllng Stipulation Signature of Party or Attorney 

o Plaintiff 0 Cl'Oss-canpialnanl
o Dafendant 0 Croa&-defendant 

Dated Name at Stipulating Party Name of Party or Attorney Executing SUpulatlon Signature of party or Attorney 

o Plaintiff 0 Crou-canplalnanto Defendant 0 Cross-dafendanl 

Dated Name ofSlIpulaling Party Name of Party or Attorney ExawUng StlpulatlDn Signaturu of Party or Attorney 

o Pla/nllff 0 Crosa-canplalnanto Defendant 0 Crou-dl!fendanl 

Dated Name of StipulaUng Party Name of Party or Attorney Exacu1lng Stipulation SIgnature of Party or Attorney 

o Plalnllff 8Crose-canplalnanto OehJndant Crosa-dBfendant 

Dated Name of Stlpulatlng Party Name of Party or Al1Dmey Execullng StIpulation SIgnature of Party or Altomey 

o PJaInIlff 0 CtoSS-<:Omplalnsnto Defendant 0 Cross-defendant 

Dated Name of SlJpulatlng Party Name of Party or Al1Dmey Emrutlng StIpulation SIgnature of Party or Attorney 

o Plaintiff 0 Crosa-eomplBlnsnto Defendant 0 Crou-defendant 

o Number of addltlcnBl pages attached to thle document: ___ 

I.MDR 001 (Rev. 04-12) Cal. Rulli! 01 Cowt. rule 3.221SnpULATION TO PARnCIPATE IN LASC Approvlid 1().04 Pago1oft 
Fer 0pU0nal USIl ALTERNATIVE DISPUTE RESOLUTION (ADR) 
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VOLUNTARY EFFICIENT LITIGATION STIPULATIONS 


Superior Court of California 
County of Los Angeles 

Los Angeles County 
Bar Association 
Litigation Section 

Los Angeles County 
Bar Association Labor and 
Employment Law Soetlon 

C3'iiii"'~ "--'r:'-" '''.'~';'II 
~ ~, (, ... , ' ~ 
~;.)..lo~~CI:: 

Consumer Attorneys 
Association of Los Angelel; 

Southern California 
Defense Counsel 

Ass.oclatlon of 
Business Trial Lawyers 

California Employment 
Lawyers Associiltlon 

The Early Organizational Meeting Stipulation, Discovery 

Resoil,Jtion Stipulation, and Motions in Limine Stipulation are 

voluntary stipulations entered into by the parties. The parties 

may enter into one, two, or all three of the stipulations; 

however, they may not alter the stipulations as written, 

because the Court wants to ensure uniformity of application. 

These stipulations are meant to encourage cooperation 

between the parties and to assist" in resolving issues in a 

manner that promotes economic case resolution and judicial 

efficiency. 

The following organizations endorse the goal of 

promoting efficiency in litigation and ask that counsel 

consider using these stipulations as a voluntary way to 

promote communications and procedures among counsel 

and with the court to fairly resolve issues in their cases. 

-.Los Angeles County Bar Association Litigation Section. 

• Los Angeles County Bar Association 

Labor and Employment Law Section. 

.Consumer Attorneys Association of Los Angeles. 

+Southern California Defense Counsel. 

+Association of Business Trial Lawyers. 

+Cafifornia Employment Lawyers Association. 
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>WAf A.NJ AlXlAESS OF .nQlUE'V OR PAATYwmtOVT .nOllH£V: stATE BAFt NlJJolS.£R ~ lor Cle;lk'. Flo SQmp 

TELEPHONE NO.: FAX NO. (OpUonal): 
E-MAIL ADDRESS (Optional): 

ATTORNEY FOR (Name): i 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PLAINTIFF: 

DEFENDANT: -
CASE NUMBER: 

STIPULATION - EARLY ORGANIZATIONAL MEETING 

This stipulation is intended to encourage cooperation among the parties at an early stage in 
the litigation and to assist the parties In efficient case resolution. 

The parties agree that: 

1. 	 The parties commit to conduct an initial conference (in-person or via teleconference or via 
videoconference) within 15 days from the date this stipulation is signed, to discuss and consider. 
whether there can be agreement on the following: . 

a. 	 Are motions to challenge the pleadings necessary? If the Issue can be resolved by 
amendment as of right, or if the Court would allow leave to amend. could an amended 
complaint resolve most or all of the issues a demurrer might otherwise raise? If so, the parties 
agree to work through pleading issues so that a demurrer need only raise issues they cannot 
resolve. Is the issue that the defendant seeks to raise amenable to resolution on demurrer, or 
would some other type of motion be preferable? Could a voluntary targeted exchange of 
documents or information by any party cure an uncertainty in the pleadings? 

b. 	 Initial mutual exchanges of documents at the ·core" of the litigation. (For example, in an 
employment case, the employment records, personnel file and documents relating to the 
conduct in question could be considered ·core." In a personal Injury case, an incident or 
police report, medical records. and repair or maintenance records could be considered 
·core."); 

c. 	 Exchange of names and contact information of witnesses; 

d. 	 Any insurance agreement that may be available to satisfy part or all of a judgment. or to 
indemnify or reimburse for payments made to satisfy a judgment; 

e. 	 Exchange of any other information that might be helpful to facilitate understanding. handling, 
or resolution of the case in a manner that preserves objections or privileges by agreement; 

f. 	 Controlling issues of law that, if resolved early, will promote efficiency and economy in other 
phases of the case. Also, when and how such issues can be presented to the Court; 

g. 	 Whether or when the case should be scheduled with a settlement officer, what discovery or 
court ruling on legal issues is reasonably required to make settlement discussions meaningful, 
and whether the parties wish to use a sitting judge or a private mediator or other options as 

LACIV 229 (new) STIPULATION - EARLY ORGANIZATIONAL MEETING LASe Approved 04/11 	 Page 1 of 2 

PE13-003.4 000054LC



discussed in the UAlternative Dispute Resolution (ADR) Information Package" served with the 

complaint; 


h. 	 Computation of damages, including documents not privileged or protected from disclosure, on 

which such computation is based; 


i. 	 Whether the case is suitable for the Expedited Jury Trial procedures (see information at 

www.lasuperiorcourt.org under "Civil' and then under "Genera/Information"). 


2. 	 The time for a defending party to respond to a complaint or cross-complaint will be extended 
to for the complaint, and for the cross

(INSERT DATE) 	 (INSERT DATE) 

complaint, which is comprised of the 30 days to respond under Government Code § 68616(b}, 

and the 30 days permitted by Code of Civil Procedure section 1054(a}, good cause having 

been found by the Civil Supervising Judge due to the case management benefits provided by 

this Stipulation. . 


3. 	 The parties will prepare a joint report titled·Joint Status Report Pursuant to Initial Conference 
and Early Organizational Meeting Stipulation, and if desired, a proposed order summarizing 
results of their meet and confer and advising the Court of any way it may assist the parties' 
efficient conduct or resolution of the case. The parties shall attach the Joint Status Report to 
the Case Management Conference statement, and file the documents when the CMC 
statement is due. 

4. 	 - References to "days" mean calendar days, unless otherwise noted. If the date for performing 
any act pursuant. to this stipulation falls on a Saturday, Sunday or Court holiday. then the time 
for performing that act shall be extended to the next Court day 

The following parties stipulate: 

Date: 

(TYPE OR PRINT NAME) (ATTORNEY FOR PLAINTIFF) 

Date: 


(TYPE OR PRINT NAME) (ATTORNEY FOR DEFENDANn 

Date: 


» 
(TYPE OR PRINT NAME) (ATTORNEY FOR DEFENDANT) 


Date: 
 » 
(TYPE OR PRINT NAME) (ATTORNEY FOR D~F~NDANT) 


Date: 

» 

(TYPE OR PRINT NAME) (ATTORNEY FOR 

Date: 


» 
(TYPE OR PRINT NAME) (ATTORNEY FOR 


Date: 

» 

(TYPE OR PRINT NAME) 	 (ATTORNEY FOR 

J 
LACIV 229 (new) STIPULATION - EARLY ORGANIZATIONAL MEETING LASe Approved 04111 	 Page 2 of2 
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NAME MDAOORESS OF AnOR:/lEYQfl PAIl1YWITHOUT ATIORHEY: STATE iWlNUMBER Relitn"l!d faf CIet~:& Fie Slotmp 

TE.LEPHONE NO.: FAX NO. (Optional): 
E·MAIL ADDRESS (Oplional): 

ATTORNEY FOR (Namel: 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PLAINTIFF: 

DEFENDANT: 

CASE NUMBER.: 

STIPULATION - DISCOVERY RESOLUTION 

This stipulation Is intended to provide a fast and informal resolution of discovery issues 
through limited paperwork and an informal conference with the Court to aid in the 
resolution of the issues. 

The parties agree that: 

1. 	 Prior to the discovery cut-off in this action, no discovery motion shall be filed or heard unless 
the moving party first makes a written request for an Infonnal Discovery Conference pursuant 
to the terms of this stipulation. . 

2. 	 At the Informal Discovery Conference the Court will consider the dispute presented by parties 
and determine whether it can be resolved infonnally. Nothing set forth herein will preclude a 
party from making a record at the conclusion of an Infonnal Discovery Conference, either 
orally or in writing. 

3. 	 Following a reasonable and good faith attempt at an infonnal resolution of each issue to be 
presented. a party may request an Infonnal Discovery Conference pursuant to the following 
procedures: 

a. 	 The party requesting the Informal Discovery Conference will: 

i. 	 File a Request for Informal Discovery Conference with the clerk's office on the 
approved form (copy attached) and deliver a courtesy, confonned copy to the 
assigned department; . 

Ii. 	 Include a brief summary of the dispute and specify the relief requested; and 

iii. 	 Serve the opposing party pursuant to any authorized or agreed method of service 
that ensures that the opposing party receives the Request for Informal Discovery 
Conference no later than the next court day following the filing. 

b. 	 Any Answer to a Request for Informal Discovery Conference must: 

i. 	 Also be filed on the approved form (copy attached); 

ii. 	 Include a brief summary of why the requested relief should be denied; 

LACIV 036 (new) STIPULATION - DISCOVERY RESOLUTION LASe Approved 04/11 Page 1 0'3 
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iii. 	 Be filed within two (2) court days of receipt of the Request; and 

iv. 	 Be served on the opposing party pursuant to any authorized or agreed upon 
method of service that ensures that the opposing party receives the Answer no 
later than the next court day.following the filing. 

c. 	 No other pleadings, including but not limited to exhibits, declarations, or attachments, will 
be accepted. 

d. 	 If the Court has not granted or denied the Request for Informal Discovery Conference 
within ten (10) days following the filing of the Request, then it shall be deemed to have 
been denied. If the Court acts on the Request, the parties will be notified whether the 
Request for Informal Discovery Conference has been granted or denied and, if granted, 
the date and time of the Informal Discovery Conference, which must be within twenty (20) 
days of the filing of the Request for Informal Discovery Conference. 

e. 	 If the conference is not held within twenty (20) days of the filing of the Request for 
Informal Discovery Conference, unless extended by agreement of the parties and the 
Court, then the Request for the Informal Discovery Conference shall be deemed to have 
been denied at that time. 

4. 	 If (a}the Court has denied a conference or (b) one of the time deadlines above has expired 
without the Court having acted or {c} the Informal Discovery Conference is concluded without 
resolving the dispute, then a party may file a discovery motion to address unresolved issues. 

5. 	 The parties hereby further agree that the time for making a motion to compel or other 
discovery motion is tolled from the date of filing of the Request for Informal Discovery 
Conference until (a) the request is denied or deemed denied or (b) twenty (20) days after the 
tiling of the Request for Informal Discovery Conference, whichever is earlier, unless extended 
by Order of the Court. 

It is the understanding and intent of the parties that this stipulation shall, for each discovery 
dispute to which it applies, constitute a writing memorializing a "specific later date to which 
the propounding [or demanding or requesting] party and the responding party have agreed in 
writing," within the meaning of Code Civil Procedure sections 2030.300(c), 2031.320(c}, and 
2033.290(c). 

6. 	 Nothing herein will preclude any party from applying ex parte for appropriate relief, including 
an order shortening time for a motion to be heard concerning discovery, 

7. 	 Any party may terminate this stipulation by giving twenty-one (21) days notice of intent to 
terminate the stipulation. 

8. 	 References to "days" mean calendar days, unless otherwise noted. If the date for performing 
any act pursuant to this stipulation falls on a Saturday, Sunday or Court holiday, then the time 
for performing that act shall be extended to the next Court day. 
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The following parties stipulate: 

Date: 

Date: 
(TYPE OR PRINT NAME) (ATTORNEY FOR PLAlNTlFf) 

Date: 
(TYPE OR PRINT NAME) (ATTORNEY FOR DEFENDANil 

Date: 
(TYPE OR PRINT NAME) (ATTORNEY FOR DEFENDANT) 

Date: 
(TYPE OR PRINT NAME) (ATTORNEY FOR DEfENDANT) 

Date: 
(TYPE OR PRINT NAME) (ATTORNEY FOR ___---'_____-" 

Date: 
(TYPE OR PRINT NAME) {ATTORNEY FOR _________-I 

(TYPE OR PRINT NAME) (ATTORNEY FOR _________-' 

LACIV 036 (new) STIPULATION - DISCOVERY RESOLUTION LASC Approved 04/11 Page 3 0'3 
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,.....E AK:l AOORE5.S Of ATTQIV;EY OR PARTYWITHOvr ATTOIlHEY: STAn: I!o'.RNIJM8ER Reu""'" tot CltJ""S ne S~rnp 

l'HEPHONE NO.: FAX NO. (Optional): 

E·MAIL ADDRESS (Optional): 


ATTORNEY FORfNamel: 


SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PLAINTIFF: 
I 

DEFENDANT: 

CASE NUMElERINFORMAL DISCOVERY CONFERENCE 

(pursuant to the Discovery Re'solution Stipulation of the parties) 


1. 	 This document relates to: o Request for Informal Discovery Conference 
o Answer to Request for Informal Discovery Conference 

2. 	 Deadline for Court to decide on Request: {insert date 10 calendar days following filing of 
the Request}. 

3. 	 Deadline for Court to hold Informal Discovery Conference: (insert dale 20 calendar 
days following filing of the Request). 

4. 	 For a Request for Informal Discovery Conference, briefly describe the nature of the 
discovery dispute, including the facts and legal arguments at issue. For an Answer to 
Request for Informal Discovery Conference, briefly describe why the Court should deny 
the requested discovery, including the facts and legal arguments at Issue. 

LACIV 094 (new) INFORMAL DISCOVERY CONFERENCE 
LASC Approved 04f11 . (pursuant to the Discovery Resolution Stipulation of the parties) 
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.....£ AH:lAOOl<ESSOF AnOlV<EY OR PAI<TYWITHOI./t ATTOIV<EY STATE s..I<NUMBER R.uan-t:cJ tor (len:. FIi6 SWTlp 

TELEPHONE NO.: FAA NO. (Optional): 
E·MAIL ADDRESS (OpUonal): 

ATTORNEVFOR(Name): 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PLAINTIFF: 

DEFENDANT: 

CASE NUMBER: 

STIPULATION AND ORDER - MOTIONS IN LIMINE 

This stipulation is intended to provide fast and informal resolution of evidentiary 
issues through diligent efforts to define and discuss such issues and limit paperwork. 

The parties agree that: 

1. 	 At least __ days before the final status conference, each party will provide all other 
parties with a list containing a one paragraph explanation of each proposed motion in 
limine. Each one paragraph explanation must identify the substance of a single proposed' 
motion in limine and the grounds for the proposed motion. . 

2. 	 The parties thereafter will meet and confer, either in person or via teleconference or 
videoconference, concerning all proposed motions in limine. In that meet and confer, the 
parties will determine: 

a. 	 Whether the parties can stipulate to any of the proposed motions. If the parties so 
stipulate, they may file a stipulation and proposed order with the Court. 

b. 	 Whether any of the proposed motions can be briefed and submitted by means of a 
short joint statement of issues. For each motion which can be addressed by a short 
joint statement of issues, a short joint statement of issues must be filed with the Court 
10 days prior to the final status conference. Each side's portion of the short jOint 
statement of issues may not exceed three pages. The parties will meet and confer to 
agree on a date and manner for exchanging the parties' respective portions of the 
short jOint statement of issues and the process for filing the short joint statement of 
issues. 

3. 	 All proposed motions in limine that are not either the subject of a stipulation or briefed via 
a short joint statement of issues will be briefed and filed in accordance with the California 
Rules of Court and the Los Angeles Superior Court Rules. 

LACIV 075 (new) STIPULATION AND ORDER - MOTIONS IN LIMINELASC Approved 04111 	 Page 1 of 2 
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The following parties stipulate: 

Date: 

Date: 
(TYPE OR PRINT NAME) (ATIORNEY FOR PLAINTIFF) 

Date: 

Date: 

(TYPE OR PRINT NAME) 

(TYPE OR PRINT NAME) 

(ATIORNEY FOR DEFENDANT) 

}> 

------~(A~TI~O~R~N~E~Y~F~O~R~D~E~F~E~N=DA~N~T~)~----

Dale: 

(TYPE OR PRINT NAME) (ATIORNEY FOR DEFENDANT) 

Dale: 

Date: 

(TYPE OR PRINT NAME) 

(TYPE OR PRINT NAME) 

(ATIORNEYFOR _______________ 

}> 

--:(7.ATI=O:::R:::-:N":"::E:::"Y:":F:-:O:":R::-____- ___-_-____-_-_-_-_-_-_--1-:--

(TYPE OR PRINT NAME) (ATIORNEY FOR ____________---' 

THE COURT SO ORDERS. 

Date: 
JUDICIAL OFFICER 

LACIV 075 (new) STIPULATION AND ORDER - MOTIONS IN LIMINE LASe Approved 04/11 Page 2012 
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o 
CUSTOMER LIST 

CUSTOMER NAME/PHONE NUMBER ADDRESS STATUS 
 Open Issues Exists 


 CANOGA PARK CA  


Ford Confidential 
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Vehicle List 
VIN Year Model Sales Type Owner Status Vehicle Info 
1FMCUOEG8CK  2012 ESCAPE RETAIL SALE TO PRIVATE INDIVIDUAL Original Owner Oasis 

Open Issues Exist Warranty History 

Ford Confidential 
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VEHICLE DETAIL 

VIN: 1FMCUOEG8CK Engine: 3.0L 4V OHC V6 DURATEC 230HP 

Make: Transmission: 6 SPD AUTO TRANS 6F MID-RANGEA 
Model: ESCAPE Paint Code/Color: STEEL BLUE 

Year: 2012 Calibration: AM71 F30A 

Pay Load: Max Towing Weight: 

GVWR: 04520 Axle Ratio: 

WheelBase: 103 Warranty Start Date: 12/31/2011 

GCWR: Vehicle Build Date: 10/612011 

PEP Code: 301A 

Selling Dealers Name: GALPIN FORD 

Selling Dealers P &A Code: 05536 Selling Dealers Sales Code: F71040 

Selling Dealers Main Phone: 818-787-3800 Selling Dealers Service Phone: 818-893-9494 

Vehicle Order Image 
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All Action Details for Issue 

PrinJ 

VIN: 1FMCUOEG8CK  Year: 2012 Model: ESCAPE Case: 1657932762 
Name:  Owner Status: Original WSD: 2011-12-31 
Symptom Desc: STALUQUITS DECELERATION ALL ENGINE TEMP Primary Phone:  
Reason Desc: DRP-VEHICLE REPURCHASE REQUEST Secondary Phone:  
Issue Type: 06 BBB AUTO LlNEIDACO Issue Status: OPEN 

Action: OPEN - PENDING ELIGIBILITY 
Dealer: 05536 GALPIN FORD Origin Desc: BETIER BUSINESS BUREAU 
Odometer: 1 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATI Analyst: M-COSTE3 
Action Date: 01/30/2013 Action Time: 16.05.11.806 Action Data: No 

Comments NEW CASE: FRD1311183. REPRESENTED BY JESSICA ANVAR OF SHAINFELD AND ANVAR PC. 
PROBLEMS: CAR STALLS WHEN COMING TO A STOP WHEN WARM. 

Action: OPEN - CABBB CASE ELIGIBLE 
Dealer: 05536 GALPIN FORD Origin Desc: BETIER BUSINESS BUREAU 
Odometer: 10805 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATI Analyst: M-COSTE3 
Action Date: 01/30/2013 Action Time: 21.05.10.216 Action Data: No 

Comments OPEN - CABBB CASE ELIGIBLE 

Action: FIELD E-MAIL SENT - DRP 
Origin Desc: CONSUMER AFFAIRS-DISPUTE

Dealer: 05536 GALPIN FORD 
RESOLUTION PROGRAM 

Odometer: 10805 MI Comm Type: OTHER 
Analyst Name: COSTA 

Analyst: LCOSTA21
(LCOSTA21),LOUIS 

Action Time:
Action Date: 02/01/2013 Action Data: No08.02.18.523 

Comments DRS LOU COSTA -- TFOAM 1020095513 -- DLR REPORT REQUEST PENDING 

Action: FIELD E-MAIL SENT DRP 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 05536 GALPIN FORD 
RESOLUTION PROGRAM 

Odometer: 10805 MI Comm Type: OTHER 
Analyst Name: COSTA 

Analyst: LCOSTA21(LCOSTA21),LOU IS 
Action Time:

Action Date: 02/04/2013 Action Data: No
14.43.04.295 

Comments DRS LOU COSTA --- DLR REPORT REQUEST SENT TO SM TOM SWIRE 

Action: COMPANY REPORT SUBMITIED 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 05536 GALPIN FORD 
RESOLUTION PROGRAM 

Odometer: 10805 MI Comm Type: OTHER 
Analyst Name: COSTA 

Analyst: LCOSTA21(LCOSTA21)10UIS 
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All Action Details for Issue 

VIN: 1FMCUOEG8CK  Year: 2012 Model: ESCAPE Case: 1657932762 
Name:  Owner Status: Original WSD: 2011-12-31 
Symptom Desc: STALUQUITS ACCELERATION ALL ENGINE TEMP Primary Phone:  
Reason Desc: CLP - IN - FINANCIAL ASSISTANCE  AT RISK Secondary Phone: 
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 10103/2012 

Action: TIER ONE OPEN ISSUE 
Dealer: 11820 GALPIN LINCOLN Origin Desc: TIER ONE - MELBOURNE 
Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: WOODARD TERRILOUS Analyst: TWOODAR6 
Action Date: 10/0212012 Action Time: 18.16.33.358 Action Data: No 

Comments tiCUST SAYS**-VEH HAS STALLED FIVE TIMES -DLRSHP CAN'T FIND A PROBLEM -NO FAULT CODE
BLACK BOX WAS PUT IN VEH FOR A MONTH -VEH DID NOT EXHIBIT PROBLEM WHILE BLACK BOX WAS IN THE 
VEH -VEH COULD STALL IN TRAFFIC WHICH COULD BE A SAFETY HAZARD -VEH HAS BEEN INTO DLRSHP FOUR 
TIMES ====GALPIN LINCOLN 15430 ROSCOE BLVDLNVAN NUYS, CA 91406(818) 892-3800 ===='1 WILL ESCALATE 
THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. A SPECIALIST 
WILL CONTACT YOU BY CLOSE OF BUSINESS TOMORROW. 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONS

Dealer: 11820 GALPIN LINCOLN TEAM 
Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: WEICK Analyst: RWEICK1
(RWEICK1},RICHARD 

Action Time:
Action Date: 10103/2012 Action Data: Yes

17.46.12.430 

Comments LTV - 77 == VEHICLE - 2012 ESCAPE == MILEAGE 9100 = ENGINE 3.0L == TRANSMISSION - 6SPD DCSP 
AUTO == WSD -12-31-2011 = ESP - YES == 2 REPAIRS IN AWS == NO HOTLINE CTC == SMITOM STATED HE HAS 
SPOKEN TO THIS CUSTOMER CUST STATES VEHICLE STALLS WHEN COMING TO A STOP == DEALER PUT IN A 
FLIGHT RECORDER FOR 30 DAYS DID NOT RECORD ANY ISSUES == DEALER HAS NOT BEEN ABLE TO 
DUPLICATE ANY CONCERN 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-04-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 11820 GALPIN LINCOLN 
TEAM 

Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: WEICK 

Analyst: RWEICK1
(RWEICK1),RICHARD 

Action Time:Action Date: 10103/2012 Action Data: Yes18.50.56.713 

Comments LTV - 77 == VEHICLE - 2012 ESCAPE == MILEAGE 9100 = ENGINE - 3.0L:::= TRANSMISSION - 6SPJ DCSP 
AUTO WSD -12-31-2011 ESP YES == 2 REPAIRS IN AWS NO HOTLINE CTC == CSM RICK. EXT 77755 
OBC TO CUSTOMER == 805-584-8050 == CUSTOMER STATED THAT HE HAS HAD THE VEH IN 4 TIMES WHEN 
COMING TOA STOP THE VEHICLE SHUTS OFF == IT HAS HAPPENED 5TIMES CSM SUGGESTED THAT THE 
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Action Date: 10/11/2012 Action Time: 17.29.13.792 Action Data: Yes 

Comments ~CSM MARK EXT 77749 NOTE EMAILED DLR FOR UPDATE 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-12-2012 
TIME OF FOllOW UP (HH:MM): 20:00 

Action: DOCUMENT ADDITIONALINFORMATION 
Dealer: 11820 GALPIN LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: COll,MARK Analyst: MCOll 
Action Date: 10/1212012 Action Time: 12.48.53.963 Action Data: No 

Comments *CSM MARK EXT 777491BC FROM SIM TOM, WHO SAYS DLR HAS NOT BEEN ABLE TO VERIFY 
CONCERN ON THIS VISIT, ASKING FOR DIRECTION, CSM ADVISES THAT IF NPF, VEH SHOULD BE RETURNED TO 
CUST AT THIS TIME 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11820 GALPIN LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: COll,MARK Analyst: MCOll 
Action Date: 10/1212012 Action Time: 12.55.54.642 Action Data: No 

Comments *CSM MARK EXT 77749 OBC TO DlR, SIM NOT AVAil, SPOKE WITH ASSIST SIM NATHALIE, 
REQUESTED THE DlR OPEN HOTLINE CONTACT BEFORE RETURNING VEH TO CUST ,HOTLINE MAY HAVE 
SUGGESTIONS ON ANY FURTHER TESTING 

Action: CONCERN ADDRESSED 
Dealer: 11820 GALPIN LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 9100 MI Comm Type: PHONE 
Analyst Name: COLL,MARK Analyst: MCOll 
Action Date: 10/12/2012 Action Time: 17.17.50.766 Action Data: Yes 

Comments *CSM MARK EXT 77749 OBC TO CUST @ * ADVISED CUST THAT DLR HAS BEEN 
WORKING WITH HOTLINE TO TRY TO PINPOINT CONCERN BUT AS OF THIS MORNING HAVE NOT BEEN ABLE TO 
VERIFY CONCERN, IF DLR CANNOT VERIFY CONCERN, WE CANNOT AUTH ANY WARRANTY REPAIRS * CUST 
SAYS DlR CAllED HIM THIS AFTERNOON AND ASKED HIM TO COME PICK UP HIS VEH * CUST WANTS FMC TO 
REPLACE HIS VEH WITH A LIKE VEH, SAYS THIS ONE IS A LEMON AND NOT SAFE, SAYS HE IS HANDICAPPED 
AND DOES NOT WANT A VEH THAT STAllS OUT ON HIM, * CSM ADVISES CUST I WOULD NOT BE OFFERING TO 
REPLACE VEH * CUST SAYS HE WAS GOING TO PURSUE OTHER AVENUES TWO WEEKS AGO BUT DLR TOLD HIM 
TO CALL FMC AND ASK FOR HELP BUT HE WILL NOW MOVE FORWARD, SAYS HE WILL BE ON THE LOCAL, 
EVENING NEWS THIS EVENING, ASKS CSM TO WATCH FOR HIM 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 78 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) Y 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
-ESTIMATED REPAIR COST(@WARRRATES) (S) 
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Dlr Contact: JAMES SMELSER 	 Phone: 661 645-4458 Title Cde: SF 

KOEO: 

KOEC: 
KOER: 

Comments: 

REPAIR 	 10/12/2012 01:19PM DCHATFIE 

WEB FORM DATA - CONCERN:STALLS WHILE DRIVING DIAGNOSTICS: UNABLE 

TO VERIFY INSTALLED FLIGHT RECORDER ON 8/8 AND REMOVED ON 8/24 NEVER 

FAILED IN THREE WEEKS AFTER ANOTHER 6 WEEKS IF FAILED ON THE CUSTOMER 

CAME BACK IN 10/5 LOOKED AT EVERYTHING NO CODES NO PENDING CODE ALL 

LOOKS WELL CUSTOM IS LOOKING FOR BUY BACK. PARTS 

REPLACED:NONE TECH QUESTION:I REALLY DO NT HAVE A QUESTION WE HAVE 

DRIVEN CLOSE TO 200 MILES AND UNABLE TO DUPL CONCERN DONT KNOW WHERE 

TO GO 

RECOMM 	 10/12/2012 01:19PM DCHATFIE 
JIM, ENSURE THAT THE VEHICLES AIR FILTER IS NOT CONTAMINATED AND IS 

AN OEM STYLE FILTER. AFTER MARKET OR CONTAMINATED AIR FILTERS CAN 

CAUSE TURBULENT AIR FLOW ACROSS THE MAF, CAUSING SKEWED READINGS. ALSO 

INSPECT THE AIR FILTER HOUSING AND AIR INTAKE SYSTEM FOR PROPER 

SEALING AND ENSURE NO LEAKS ARE PRESENT. MONITOR MAF_V AND TP2. MAF_V 

SHOULD BE APPROXIMATELY .7-.9 VOLTS AT IDLE AND SHOULD REMAIN FAIRLY 

CLOSE TO TP2 THROUGHOUT THE RPM RANGE. IF A CONCERN IS VERIFIED AND 

THE AIR FILTER AND AIR INTAKE SYSTEM ARE OPERATING PROPERLY, REPLACE 

THE MAF SENSOR AND RETEST. IT IS ALSO RECOMMENDED TO MONITOR ETB 

PID'S TO VALIDATE PROPER ETB OPERATION. WHILE ROAD TESTING WITH THE 

IDS DATALOGGER, MONITOR ETB PID' S ETC_ACT AND ETC_DSD. MONITOR THESE 

PID'S IN THE BLUE BAR GRAPH FORM AND RESCALE TO 50 DEGREES. A 

RECORDING MAY NEED TO BE OBTAINED AND THEN PLAYED BACK TO SEE IF THE 

ETC_ACT PID IS ERRATIC. IDEALLY THESE PID' S SHOULD REMAIN FAIRLY CLOSE 

TO EACH OTHER (0-1 DEGREES DIFFERENCE) UNDER STEADY STATE CRUISE, 
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~ ACCEPTANCE OR REJECTION OF DECISION 

•BBB. 
02/14/2013 	 FRD1311183 

Gregory Beers 	 CA 
Date: Case Number: 


Ford Motor Company

Customer: State: 

6700 CA lFMCUOEG8CK  
Business: 

Mfr~Info: 

COMPLETE THE FOLLOWING AND RETURN IT TO THE FOLLOWING ADDRESS WITHIN 30 DAYS OF THE 
ABOVE DATE: 

BBB AUTO LINE 

4200 Wilson Blvd. 

Suite 800 

Arlington, VA 22203 


You may want to return this form via certified mail or fax to our office at 1.703.247.9700. Please call your 
case specialist to confirm receipt of your signed form. 

I have read the information on the attached cover letter and: (please check one) 

I ACCEPT THE ARBITRATION DECISION. I understand this means: 
• 	 the manufacturer will be bound to abide by the decision and comply with its terms; 
• 	 I, too, must comply with the terms of the decision; 
• 	 If the manufacturer fails to perform according to the arbitrator's decision, I must notify BBB AUTO 

LINE. I may have the right to enforce the decision in court or pursue other legal remedies under 
state or federal law. 

You must do the following if you are accepting a repurchase or replacement award: 
1) 	Contact your financial company/lessor 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 financial 

Account Number 

Mailing address _ ..___..________._____ 
... -.... -~----

City ---_..__...._.._--- State .. ___ Zip _._____________ 

Telephone number __~ __~~ ___~___ ... __._._ Fax number ...._______________...__ 

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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Case Number: FRD1311183 

I REJECT THE ARBITRATION DECISION. I understand this means: 

• I may pursue other legal remedies under state or federal law; 

• The manufacturer will not be obligated to perform any part of the decision; 

• The decision may be introduced as evidence by me or the manufacturer in a court action; and, 

• BBB AUTO LINE involvement in the case will end. 

Signature(s) of Titled Owner(s): _.__.___.._.__~_.__.__.__.__. Date: ____ ~~_._____....~ 

[for BBB use only: Form not returned and presumed rejected: .. ________.__ . 

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,
..... 

BBB AUTO LINE 

February 14, 2013 

 C/O  
  

LOS ANGELES CA  

Re: FRD1311183  vs Ford Motor Corporation 1FMCUOEG8C  

Dear : 

Enclosed is the arbitrator's Decision and Reasons for Decision in your case. You 
may either accept or reject the decision. 

To accept the decision, you must sign the attached Acceptance or Rejection of 
Decision form and return it to the BBB at the following address so that it is 
received within 30 calendar days from the date at the top of this page: 

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

You may want to return this form via certified mail. You may also fax the form to 
us at 703.247.9700. 

Failure to accept the decision within this time period will be considered a rejection 
and the manufacturer will not be bound to its terms. Please note: 

* 	 If you accept the deCision, the manufacturer will be bound to its terms and 
must comply within 30 days unless the period for performance is extended 
for delays caused by reasons beyond the control of the manufacturer or its 
representative. Within 10 days after expiration of the compliance period, 
the BBB will contact you to verify that the manufacturer has performed all 
actions required by the decision. 

* 	 If you reject the decision, or if you accept the decision and the 
manufacturer does not promptly perform the terms of the decision, you 
may pursue other legal rights and remedies available to you under state 
or federal law. This may include the use of small claims court. 

* 	 The decision and findings may be admissible in evidence in any court 
action. 

You may regain possession, without charge, of any documents that you 
submitted to BBB AUTO LINE. In addition, you may obtain copies of BBB AUTO 
LINEls records relating to your dispute, although a reasonable copying charge 
may be assessed. If you would like, you may request a free copy of our Operating 
Procedures. 

Council of Better Business Bureaus, Inc. 
. Phone 800.955.5100· Fax; 703.247.97003033 Wilson Boulevard, Suite 600· Arlington, VA ·22201 
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We hope your experience with BBB AUTO LINE has been positive. If you have a complaint that we have 
not been able to resolve, you may register your complaint with the Arbitration Certification Program of the 
California Department of Consumer Affairs at 1625 North Market Boulevard, Suite N112, Sacramento, CA 
95834. Their phone number is 916.574.7350. Please note that the Arbitration Certification Program does 
not hear appeals from arbitration decisions. 

If you have any questions about the decision or if I may be of service to you, please feel free to call me at 
800.955.5100. Additionally, please call me if you need any assistance returning the form within the time 
allotted. 

Sincerely, 

Edith Newton at Extension 512 

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 


~ 
-
BBB. 


February 14, 2013 

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Re: FRD1311183  vs Ford Motor Corporation 1FMCUOEG8CK  

Dear Madam/Sir: 

Enclosed is the arbitrator's Decision and Reasons for Decision for the above 
referenced case. 

The customer has been sent an Acceptance/Rejection form and has 30 days from 
the date of this letter to return the form to the BBB office. We will notify you as 
soon as we know whether the customer has accepted or rejected the Decision. 

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, 

Edith Newton at Extension 512 

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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Submitted Date: 02/14/13 

FRD1311183 

VIN: 1FMCUOEG8CK  

Customer:  - Hearing Date: 02/13/13 

Arbitrator: Alexander Collins, Jr. 

Question 1 

Vehicle {Year, Make, Model} 


2012 Ford Escape 


Question 2 
With f'esped to till(! consumer's "vehicie", Ijwe have made the follOWing decision: 

denial of vehicle repurchase, including attorney fees and costs 


CASE:FRD1311183 Customer:  
Arbitrator: Alexander Collins, Jr. Date: 02/14/13 
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Submitted Date: 02/14/13 

FRD1311183 

VIN:1FMCUOEG8CK  

Customer: Hearing Date: 02/13/13 

Arbitrator: Alexander Collins, Jr. 

Question 1 
Vehide (Ye~r, rv1a!<;e, Model) 

2012 Ford Escape 

Question 2 
Please list each vehicle problem alleged by the customer, Indude both past and 
present problems. 

Car stalls when coming to a stop 

Question 3 
for the following reasons, I have determined that a {please !ist {H'le of the 
foilowlng awards below: repair, denial, repurchase, reimbursement, 
repu rci1ase/ replacement} 

denial 

a 	 decision is a filir resolution of this dispute: 

JURISDICTION 

The jurisdiction of BBB Auto Line to act as arbitrator in this matter is defined 
by Rule 2 of the BBB Auto Line Rules of Arbitration California (hereafter 
Rules). Rule 2.A requires that the dispute "must arise under a participating 
manufacturer's written warranty," Rule 2.C defines the types of motor vehicles 
eligible for arbitration to include vehicles sold or leased with a new car 
warranty that are used primanly for personal or family purposes. 

In this matter, (1) Ford is a participating manufacturer in the Auto Line 
arbitration program; (2) the consumer purchased his vehicle with a new car 
warranty and uses it primarily for personal purposes; and (3) the claim arises 
under tnat warranty. Therefore, this dispute is subject to arbitration by BBB 
Auto Line. 

LAW Ai'lD ANALYSIS 

A signifcant dispute between the consumer and the manufacturer in this case 
is whether the manufacturer has been given a reasonable number of 
0pDortunities to repair the alleged problems such that a repurchase or 
replacement is warranted. 

There are two ways for the consumer to show that he has given the 
manufacturer a reasonable opportunity to repair the problem(s). 

First, tre C01sumer may use the presumptions contained in the Tanner 
Consumer Protection Act. To meet the presumptions that a repurchase or 
replacement of the vehicle is warranted, the consumer must show that there is 
a nonconformity (i.e., a failure of the vehicle to conform to the manufacturer's 
written ve:,icle warranty because of defects in the material or workmanship of 
the vehicle) and that the nonconformity substantially impairs the use, value, or 
safety of the vehicle to the consumer. 

The consumer must then show that their vehicle has been taken to the 
manufacturer or its representative to repair the nonconformity within the first 
18 months or 18,000 miles (whichever occurs first) of ownership and one or 
more of the following has occurred: 
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1. The same nonconformity results in a condition that is likely to cause death 
or serious injury if the vehicle is driven and the nonconformity has been 
subject to repair two or more times and the consumer must have at least once 
directly notified the manufacturer of the need for repair; or 
2. The same nonconformity has been subject to repair four or more times and 
the consumer has at least once directly notified the manufacturer of the need 
for repair; or 
3. The vehicle has been out of service more than 30 days (cumulative) for 
repairs and not necessarily for the same nonconformity. 

The manufacturer's evidence is also considered to determine whether there 
may be facts which overcome the presumption and establish that a reasonable 
number of repair attempts have not been made. 

(Civil Code § 1793.22(b).) 

In the present dispute, the consumer listed on the BBB Customer Claim Form 
the following problems and related repair attempts: 

1. Car stalls when coming to a stop when warm: 6 times in shop, 6 times 
during the presumption period 
a. 4/19/12, 3840 miles, 1 day in shop: Customer states veh stall when coming 
to a stop, when warm, restarts fine ... at time; Test EED, no codes in PCM. 
DCl display. DCl monitor record. All PIDS normal on road tested. Unable to 
duplicate concern. Checked for raw fuel in evap lines. 
b. 4/23/12, 3975 mi, 1 day: Customer states car stalls when coming to a stop, 
when warm, customer authorized extended test drives; road tested by shop 
foreman, unable to duplicate. 
c. 7/3/12,6546 mi, 1 day: Customer states car stalls when coming to a stop 
after driving for 20 mins, dies completely like just turning off the car; No codes 
in PCM road tested vehicle after 10 min hot soak unable to duplicate concern, 
ran OASIS no info. 
d. 8/9/12, 7695 mi, 1 day: Customer states car stalls when com:ng to a 
stop .... instail flight recorder. Customer to bring back 08/24; No instances 
present, customer returned flight recorder. 
e. 10/5/12,9223 mi, 1 day: Customer states car stall when coming to a stop; 
Performed all diag test-unable to verify concern at this time. 
f. 12/13/12, 10710 mi, 2 days: Customer states as getting off the fwy, made a 
left turn, 50 yds later when coming to a stop car shut off; No problem 
fOund. Test drove vehicle 95 miles to verify concern, unable to duplicate. No 
problem found at this time. 

The consumer did not meet any of the presumptions in the Tanner Consumer 
Protection Act. 

Based on the evidence presented, the consumer did not meet the first 
presumption because during the presumption period (i.e. first 18 months or 
18,000 miles) no evidence was presented that the problems were likely to 
cause seriol.S bodily injury or death. 

The second presumption requiring four or more repair attempts during the 
presl.mption period is not met. The consumer took the vehicle into the shop 
six (6) times for the car stalling. However, the manufacturer's evidence 
reflects that the car stalling problem was not able to be duplicated, no codes 
were ever present on the vehicle that identified the source of the stalling 
problem, and the flight recorder did not reveal any instances of a stalling 
problem with the car. As a result, the manufacturer did not make any repair 
attempts. For these reasons, the manufacturer's evidence overcomes this 
presumption. 

PE13-003.4 000076LC



The third prong of the presumption is also not met because the vehicle was in 
for repairs less than 30 days in aggregate during the presumption period. The 
vehicle was in the shop a total of seven (7) days for the stalling problem. 

Therefore, none of the presumptions have been met. 

However, even if the presumptions have not been met, a repurchase or 
replacement may be awarded if during the warranty period the consumer can 
show that the manufacturer has had a "reasonable number of repair 
attempts" (as that phrase is used in Civil Code section 1793.2(d)(2)) to repair 
the vehicle to conform to the warranty. 

Because all of the repair attempts occurred within the presumption period and 
were for the same problem (i.e. car stalling), this option is not available to the 
consumer. 

DECISION 

For the foregoing reasons, a repurchase of the vehicle, and attorney fees and 
costs are denied. 

Question 4 
If awarding a repurchase Dr replacement: 


:If you have determined that the manufacturer is entitled to a deduction for 

re;;lsonab!e use, please indicate the !UlmOer 01' vehicle miles prIor to the I'irst repair 

attempt Df th<i! problem thijot gave rise to the nonconformity_ 


b 	 Please describe aH coBatera! and lnd!.kmtai damages paid, incurred 0, to be 
!ncurred by the customer. Please explain why jf any of these coliater<ll/irlcidereta! 
damages are not aWim::led, 

CASE: FRD1311183 Customer:  
Arbitrator: Alexander Collins, Jr. Date: 02/14/13 
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MANUFACTI.TRRR RRSPONSF. FORM 

(CAUFQRNTA) 


Case Number: FRD1311183 Vehicle: 2012 Ford Escape 
Customer Name:  VlN: IFMCUOEG8CK
Warranty Start Date: 12/31/11 Mlleage~ 10,710 as of 12/13/12 

Purchased: ~ New 0 Used (mileage and date of purchase) 0 Leased (terms of lease) 

This claim Is: [g] IN BTB Warranty 0 IN Diesel Warranty 0 In Powertrain Warranty 0 OUT of all Warranties 

Extended Service Plan: [g} NO 0 YES (6/100 Premium Care ESP) 


The Custqmer Claim Form (CeF) lists the following concerns: 

• Car stalls when coming to a stop 

MANUFACTURER'S POSITION: 

Ford Motor Company is seeking a denial of the consumers request for vehicle repurchase. Ford Motor 

Company has never been able to duplicate the alleged concern despite extensive diagnostic and road testing. 

A Vehicle Data Recorder (VOR) was installed on this vehicle in an attempt to gather information to assist in 

diagnosing the concern, No Oiagnostic Trouble Codes (DTC's) were recorded on the VDR and no information 

was recorded to Indicate that the alleged nonconformity eXisted. While there have been several visits for this 

concern, thIs alleged nonconformity has never been verified and no evidence has been found to indicate that 

this issue does, in f;;1ct, exist. FOrd Motor Company believes this vehicle is operating as designed and within 

manufacturer'S speCifications. The Customer Claim Form (CCF) ;;llso indicates a combined total of 7 days down, 

well below the 30 presumption criteri~ established under California Lemon Law. With minimal days out of 

service ;;Jnd no concern duplicated, do not believe this vehicle has suffered a substantial impairment to use, 
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Documentation Provided (please check); 

DOCUMENTATION PROVIDED 
o Technical Service Bulletins 

Recall Notices 

o Ford Field Service Engineer Report 

o Dealer Report o Other: ______~____________~__ 

I will participate in a hearing: X By phone In writing 

Form completed by: LQu CostQ O<Jte: f,e.t>r!!ary 12, 2013 

Phone: §66-567-6518 ext 77402 Fax: 866-432-7985 
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Manufacturer Settlement Offer 

CUSTOMER NAME:  
CASE NUMBER: FRD1311183 
TODAY'S DATE: 

Ford Motor Company is offering a vehicle inspection performed by a Ford factory 

trained Field Service Engineer with repair of any verified warrantable concerns. 

Upon customer satisfaction with the outcome we will provide a goodwill 

reimbursement of$288.29. 

Lou Costa 

Dispute Resolution Specialist 

Ford Motor Company 

PE13-003.4 000080LC
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BBB AUTO LINE 

February 7, 2013 

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURI\IE FL 32901 

Re: FRD1311183  vs Ford Motor Corporation 1FMCUOEG8CK  

Dear Madam/Sir: 

As the client's attorney has indicated that his/her client is not planning to 
participate in an oral hearing and does not plan to allow the arbitrator to 
personally inspect the alleged problems with the vehicle, the case will proceed on 
written submissions only. 

Enclosed are the following: 
• 	 Notice of Deadline for Submissions, which identifies the date by which 

arguments and evidence must be submitted to BSB AUTO LINE. Please note 
if we have already received your position, that will be forwarded. However, 
this is an opportunity to provide additional information. 

• 	 Arbitrator Listing Sheet, which identifies the arbitrator assigned to render a 
Decision in this matter. 

If you have any questions, please contact me at 800.334.2406. Thank you for 
your continued cooperation and participation in the BBS AUTO LII\IE program. 

Sincerely, 

Edith Newton at Extension 512 

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 LINEb• February 7, 2013

BBB. 
am·•• 


 C/O  
 SUITE  

LOS ANGELES CA  

Re: FRD1311183  vs Ford Motor Corporation 1FMCUOEG8CK  

Dear  C/O Jessica Anvar: 

Thi s letter will confirm that you wish to present your client's case in writing rather 
than in an oral hearing and you have elected not to allow the arbitrator to personally 
inspect the alleged problems with the vehicle. 

Enclosed are the following: 

• 	 Notice (~fDeadline for Submissions, which identifies the date by which arguments 
and evidence must be submitted to BBB AUTO LINE. Please note if we have 
already received your position, that will be forwarded. How'ever, this is an 
opportunity to provide additional information. 

• 	 Arbitrator Listing Sheet, which identifies the arbitrator assigned to render a 
Decision in this matter. 

If you have any questions, please contact me at 800.955.5100. Thank you for your 
continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely. 

Edith Newton at Extension 512 

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

PE13-003.4 000082LC



BBB AUTO LINE 

~ •BBB, 
ARBITRATOR SELECTION LIST-... 

Customer: , 

Case Number: FRD1311183 

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: Alexander Collins, Jr. 

Arbitrator's Occupation: 
business litigation and employment law 

Arbitrator's Biographv: 

Mr. Collins is presently a partner at Collins, Ritchie & Ervin, LLP, located in Sacramento, California. Mr. 
Collins has been a practicing attorney since graduating from law school in 2001 and has been a BBB 
arbitrator since 2003. While in law school, Mr. Collins took several courses in alternative dispute 
resolution which included the use of ADR in resolving commercial disputes/ labor disputes, social 
disputes/ and international conflicts between and among nations. Mr. Collins has extensive experience 
in the areas of corporate governance and employee management. Mr. Collins also has a bachelor's 
degree in accounting and an MBA. 

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 

~ •BBB, 
ARBITRATOR SELECTION LIST

MM.i 

Customer: , 

Case Number: FRD1311183 

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 man ufacturer 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: Alexander Collins, Jr. 

Arbitrator's Occupation: 
business litigation and employment law 

Arbitrator's Biography: 

Mr. Collins is presently a partner at Collins, Ritchie & Ervin, LLP, located in Sacramento, California. Mr. 
Collins has been a practicing attorney since graduating from law school in 2001 and has been a BBB 
arbitrator since 2003. While in law school, Mr. Collins took several courses in alternative dispute 
resolution v·Jhich incJuded the use of l~t.,DR in resolv!ng commercial disputes, labor disputes, socia! 
disputes, and international conflicts between and among nations. Mr. Collins has extensive experience 
in the areas of corporate governance and employee management. Mr. Collins also has a bachelor's 
degree in accounting and an IVIBA. 

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 


• ~ Notice of Deadline for Submissions 

BBB,.Mi. 
Date: 02/07/13 

Case Number: FRD1311183 

Customer:  

Manufacturer: Ford Motor Company 

Mfr-Info: 6700 CA 1FMCUOEG8C  

Arbitrator(s): Mr. Alexander Collins, Jr. 

Deadline to Submit Additional Case Documentation: 02/13/13 

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 

February 7, 2013 
Re:carem FRD1311183:  vs Ford Motor Corporation 
1FMCUOEG8C  .-- LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Dear Madam/Sir: 

It is important that both parties provide information to the arbitrator supporting 
their respective positions. The BBB follows up with the customer and you to 
obtain your position. Please return your California Manufacturer Response Form 
(CAMRF) explaining the basis for the position you are taking on the case and 
summarizing what action you believe is appropriate for the arbitrator to make 
based on the facts of the case. 

In addition to your arbitration position/CAMRF, please provide any other support 
documentation (i.e. technical service bulletins, work orders t purchase invoices t 

etc.) you want the arbitrator to review at the arbitration hearing. It is essential 
both parties submit information in sufficient time for the BBB to share the 
documents with the other party so each of you is given adequate time to review 
the other party's documents and prepare your case. 

As of the date of this letter, we have yet to receive your position and support 
documentation. Please make sure we have your documents no later than five 
business days after the date of this letter. 

Please contact me if you have any questions or if I may be of help. 

Sincerely, 

Edith Newton at Extension 512 

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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Location of Better Business Bureau 

Better Business Bureau- Colton California 
Name o/building (if arry) 

315 North La Cadena Drive Colton California 
Bureau Address and City 

(909) 825-0490 
Bureau Phone Number (Emergencies only) 

From these freeways: 215 North, 215 South, 91 East (from the 15 South or from Corona, 
Chino Hills) find the 10 and from either the East or the West, exit at the 9th Street (Colton) 
and turn North. Drive across Valley Blvd. (a signal) and drive one more block to H Street. 
Turn left on H Street (West). The Bureau is on the North side of the street and has ample 
parking at the side of the building of H Street. 
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--------------

--

j 
I, 

8BS AUTO LX ~JE 

Consumer;  Date: 01/30/2013 

3~:siness(eS}; Ford f>1otor Company Arb #: FRD1311.183 

! swear/affirm that all evidence that I glve or present concerning this disjJut.e 'Nill be the truth. the whole 

Signed: 

truth, anti 

Address;_ -----~-7~----~----- -__~__~__-~,~,__,__~___ 

Signed: 

Addr~ss :__________~__________,__ 

Signed: 

-~,,----,,-,---~-.,-.~~----~,-~---------,------~---------

Harne: 


Address: ____,_~--__ 


:;':or'-, bi.-=:f(Jr-a me this ________ ,,, _____~_ day Qf __________________~_~_~r 20__-:-
it' 
;, 

Sjgl1ed: __~_ ~_____,~.~_ (Arbitrator) 

__~__ (Arbitrator) 
~-------,-,-,,------~~-,-,,----- 

C"l!i)Cif <IfBdt'l:er 8us:i11"'-s's 8m'eij us, I'ne. 
5033 \f.iilson 3{Juie\o~<vli, Stlite EOn ~ Ar~~gton .. v;.~ . 2220t . Phone BOO.955.S'iOC .. Fax: 70~.247.9700 
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12304 Santa Monica 31vd.~. S... ·hainfeld. Suite 221 
L03 Angeles, California 90025 'iii' GAnvarpc Tel: (310) 442.-1410 

Fax: (877) 566-8828 

www.shainfcldanv:!l.r.com 

January 3 J> 2013 

VIA FACSIMILE ONLY: (703) 247-:9700 

Attn: Linda Fernandez 
BBB Auto Line 
4200 \Vilson Blvd., Suite 800 
Arlington, V A 22203 

Re:  v. Ford Motor Company 

Dear Ms. Fernandez: 

Please fmd enclosed the corresponding documents for the above-referenced case. Please contact 
me directly for any further infonnation needed and/or questions regarding this matter. Thank. you. 

Very h':::OUrs" / , 
-/(~~~. ~-

Glenda F10res Legal Assistant to, 
Jessica Anvar & Brett Shainfeld 

JFA:as 
Ene!OSUfCS 
Be::rs_I'-U L~it.;;- 10 BBB With Requested Docs_1.24.13.wpd 
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Ford Motor Corporation 

MANUFACTURER RESPONSE FORM 
~ (CALIFORNIA ARBITRATION POSITION STATEMENT) 

LUI 

BBB.M.S. FRD1311183 2012 Escape 
Case Number: Vehicle: 

 lFMCUOEG8CK  
Customer Name: VIN: 

Placentia 
Probable Hearing Location: 

Manufacturer's Position: 

Documentation Provided (please check): 

o Technical Service Bulletin(s) 
o Recall Notice(s) 

o Vehicle Repair Records 
o Purchase/Lease documentation 
o Other: ___________________________________________ 

The manufacturer's position and documentation will be furnished to the customer and the arbitrator prior 
to a hearing in this case. 

I will participate in a hearing o By phone 0 In person 0 In writing 

Form completed by; _~___~,,___,__________,.~ Date: 

Futu re Contact: ____,_______~__ ,_____, ___ '_,~__>_~._,~~____~ 

Phone: --------,----

Please return this form as soon as possible to: BBB AUTO LINE 

Fax: 703.247.9700 

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 


~ 
•
BBB, 

"",1 

January 30, 2013 
Re:w-ca2 FRD1311183:  vs Ford Motor Corporation 
1FMCUOEG8CK  

SHAINFELD & ANVAR PC 
12304 SANTA MONICA BLVD SUITE 221 
LOS ANGELES CA 90025 

Dear Jessica Anvar: 

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

Enclosed please find the following information: 

* 	 How BBB AUTO LINE Works - This booklet explains how to use our 
program and the steps you must take to enable us to investigate and 
process your dispute. It also explains the information that will be 
considered in deciding your dispute, your rights in providing information 
that will be considered in arbitration, and the time periods in which your 
case will be handled. The booklet contains the arbitration rules, which set 
out the remedies that may be awarded in BBB AUTO LINE. 

* 	 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. PLEASE NOTE: Per Rule 20 of the BBB AUTO LINE 
Arbitration Rules, your case will not be arbitrated unless we 
receive a Customer Claim Form signed by the customer or signed 
by the attorney and accompanied by proof of the customer's 
authorization of representation. If we have not received this form 
within 14 days from the date of this letter, this case will be closed. 

* 	 Oath 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 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 
su pport you r concl usion? 

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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* 	 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 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: 

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. 

As stated above, a completed and Signed Customer Claim Form is required for your claim 
to proceed to arbitration. In addition, 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. 

If you 	would like more information about our program, you may request a free copy of our written 
Operating Procedures. 

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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BBB AUTO LINE 


~ 
•
BBB.
_,i•• 


January 30, 2013 

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Re: FRD1311183  vs Ford Motor Corporation 1FMCUOEG8CK  

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); 
* 	 Oath 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 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 argu ments 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? 

* 	 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 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 
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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 BBB 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 questions. Thank you for your cooperation in this matter. 

Sincerely, 

Edith Newton at Extension 512 
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Canog~ far~, CA  

15505 RQfcoe 81vd•• North Hills. CA 91343 
(IH8) '('18-2172.- Fax' (810) 71B-2164 
OPEl'll MON.·FRI. 7:DlJ AM TO fi:OD PM 

SArURDAY-8!oo AM TO 5:00 pro! 
EM # CAD 0294&3131 

a.,.........·.,.,,". IJAR#.RCOt1ZIRI- BAR # ACltl(l6J9 

Fernando MahaM 

Retail 

·-oilia·Notified";" ··'12Jt4H2 
"oai-[klivared: -,it·· .. 

··hc-----------·------l~- -~'~.~~""--
t= 1"

? .. ~:~~.:: 

Oli9inal Estimatl#:12113/12 
H~Cfnl phonll ~ BWol'l108Scrlptloo 

later when comIng 

95 MILES TOkVERI FY ~ONCERNI UNABLE 
LEM FOUN, AT THI~TIME.

ijl ,j Sub Total Parts 
l .~ SubTotal Job # 1 

.. -.. :~..... - ,-, ,.. ..;-. . --.~, --,' ...... 

.. 
y 

Sub Total Parts 
SubTotal Joo# 2 

.i 

- i 

..~ , 

,. 
I 

t '~" 

,: . 
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RO 'JOBS LIST Galpin Motoro-lM 1.00. ID;;;; 1 Pas/! 1 
SeNice 8. Parts/JObs list Repair Orr:Jflr HllltOry Jobs Ust:fn9 1Q.17·12~ 2:30 PM 
Wlndow/Prlnt Bl.Itlon 

~f~bs for:j}l'Sgorv Beers 2012 Ford Esca"e VIN;:; 

·RO'N~;'~/652ii1Q" ·-·-----:f<HCAUSE 
Joj)-Numbii 1 
Job Code 

Department SVC 

Tech tD 91964 
9.22~ 

OCTo 12 
S1700 

-RO Numb;;; -66~1f) 
·<Job Number 2 .... 
·Job CoQe TPCHECK 
· Department SVC 
~Te¢h 10 
:MillVfi39~ 9,223 
Date OCTS 12 

"ASM 91700 

~ R'oiilliT,J:-'; -M2916
Job Number 3 .. 
Job Codt) RENTAL 

: Department Sv¢ 

:ililOh 10 
Mileage 9.223 
Date OCT512 
ASM 9170Q 

· RO Nt/moor 644109 
:-Job'Number' ',"'-- _. - . -.. 
;Job Code 
Department $VC 
Tech 10 
Mileage 7,6.95 
Date AUG e12 
ABM gi700 

'-RON~;';b~/64410i'--~-' 
·Ici&·Numbar 2 
'Job Code tPCHECK 

Department SVC 
Tecn ID 
MII,*,ga 7.695 
Date AUG 912 
ASM 91700 

:NO PROBLEM FOUND 

:....·cONCeRN 

:CuSia~ States car mall& when coming 10 fJ stop 

-*-coRRECTION 

,PERFORMED ALL DIAG iESi-UNSABI.S TO VERIFY CONCERN AT THIS TIME. 

. -~, .. -.~-.,-~~-~ --.-,,~"*-, .....'-'--'....... ---.,....'" -- .. '- ~--, ~.~. -.--~--- -~ ..~-~~-~ ......... ~ . .. 

:""CAUSE 

:,. 

:-CONCeRN 

:Tlra IllfJat~ to (PSI) 

~LEFT FRONT_U~ LEFT REAR _36_ 

;R1GHT fRONT_36_ RiGHT ReAR_3G~ 

:·...CORRECTION 

:TlrfJ Prell~n.lr" check comp1t:ted 


:mCAUSE 
=RENTAL 
' .... CONCeRN 

;CU8TOMER fN RENTAL VEHiCLE..RENiAL INT SERVICE..RA#F0211037 

:-CORRECTION 

:CUSTOMER IN RENTAL VEHICLE 


.....·CAUSE 

:CC 

.....CONCERN 

:C!,IlltQtJli' SMu CAR STALL$ WIiEN COMING TO A STOP••• .INSiALL FLIGHT RECORDER. CUSTOMeR 
:10 BRING BACK 08,/24 . 
;""'CORRECT10N 
:NO INSTANCES PRESENT.CUSTOMER RETURNED SLIGHT ReCOROeR. 

-..... "-CAU5E 
.. 
"""CONCERN 

Tires Inflated to (PSI) 

LEFT fRONT_35_. lEFT REAR _35__ 

·R,IGHT FRONT_35_ RIGHT ReAR_35_ 

: .... CORRECTION 

;Tlre Pressure check .comp)et~ 


RO Nu;;'b~;-6~620il';:::'::"--C;~CAUSE' ._....... ----.---.-- -_... ,........,-_.-.-_ ..-. "'-,.' .'... 
 . 
7~b'Nt.imb(ir 1 MAINTENANCE 
!Job Code 1$TWORKS """CONCERN 

~ Department SVC 
~TaCh 10 91068 
'Mfreage 6,546 
Date JUL~ 1~ 
ASM 91700 

PERFORM COMPLIMENTARY 1ST SERVICE. LUBE 
.....CORRECTION 
'PERFORMED COMPLIMENTARY 1ST SERVICE 

.CHANGED ENGINE OIL AND FILTER 

. ROTATED TIRES 
INSPECTED FRONT AND ReAR BRAKES 
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RO JOBe I.~ST Galpin Motof1l lnc Loc:. In =1 Page 2 
se.rvlce &Parts/Jobs List Repair Order Hi$fOry Job$ LiSlfng 10-17-12; 2:30 PM 
~nQow/PnntBU«on 

LIst of RO Jooo foT~ g,regoQ! Beers 201.2 Ford Es~pe VIN <!!: 

PE.RFORMED MULTI POINT INSPECTION 

-'RONUmbf:T $3820t"·· .. ·· ..··'·:;;;.:CAUSE 
~Job Num)jer 1''''''' . NO pR.OeLEM FOUND 
:Job Code """'CONCERN 

CUlltom~II' Stales-car stalls when comln9 to a stop ~~r driving fOI 20mlns. dlG$ complel:elm lIke Just tumlng: off
: DOf/artment $VC the <;at
'Tec1110 "'CORRI!CnON 

MUeage 6.646 NO CODeS IN PCM ROAD TESTED VEHICLE AFTER 10MiN HOT SOAK UNBLA TO DUPLICATE 

DiJte JUL312 CONCERN.RAN OASIS NO INFO 

A$M 91700 ..-.*-~--- ~.- ~..-..... 

--;':-;:';:;;,;;;-";.;";-_. ,- -~" .. ,..". 

RO Number f38201 	 ......CAUSE 

.Jot;Niirilbii . 2' .. 
:-·CONCERN.Job Oor;te TPCHECK 
:Tlres Illlle'ed to (PSI)

D~partment SVC 'LEfT FRONt 35 LEfT REAR _36~
Tech JD : RIGHT FRONT-SS- ~tGHT Fd:.AR_._...35-· 

6.546 :"""CORRECT[ON- 
. JUL312 	 ~Tlre Pressure chack completed 
~H.700 

~ - - _ •. -.~ -~-,. ..----- -_.*.........--.--.- .. ~--.- ..~",- ... ~~••• ~-- .. -.,.........._- •••• _,,- ---.,. .• - ' ......... ' 


'RD'NumJl~u' Sj82Oi) 	 :"'CAU$c 
Job Numbari·-· .. ·.. ··· .. ~ 	 ·MAINTENANce 


:""'CONCERN
Job Code GBAn 
;Pt;RFORM SAnERY H;;£T

Department svc 
.~ORRECnON 

Tech 10 ;BAITERY PASSES I.OAD TEST 
Mileeg$ e,54e 
Date JUL 312 
ASM 91700 

No r.eeommendall..ons were mega fer this B.e~ll" Oate! 
••• __ _____ .._,....."~ h.,~ ,,~.·, ~w~__ ~~~ 

RO Numb8F 6382()t ;H'CAUSE 

Job NumbEii" 3'-..... :RENTAl. 


;ouCONCERN
Job Code ReNiAI. 
:CUSTOMER IN RENTAL VEHICLE 

Dep~rtmEilnt SVC :""'CORRECTION . 
'Tech 10 !CU$TOtJIeR IN RENTAl.. VEHICl~ 
Mileage 8.548 
Dat~ JUL 312. 
ASM 91700 

No r&egmmeMllt.lon§ 'lij!Je macl~ for this Repair Ord@r 

flO Number 638lClO --CAUSE 

Job Number '-3 ...- MAINTENANCE 


""CONCERN.Job Code GBK 
INSPECT SRAKES:Dep:ortment SVC ......CORRECTION 

Tech 10 INSPECTED BRAKES AND BRAKES HAVE 6mm O~ ASOV~ REMAINING 
:MilGage 6.546 
;Date JUL.312 
ASM 91700 

PE13-003.4 000097LC



~ ....... , •••• h ._....... """."'"'~_ .......... ~;-~ .... - .... .,.. ..... ~~ 


• '-1'" \'-'1 ,; '>Iv..r-VYVV IV • • I: ;vv....." ."vv 

RO~J08S~G'ST Galpin Motors Inc Loc.ID= 1 Page 3 
SelVl~ & Parts/Jobs. List Rep~irOmer Hfstory Jobs Listing 10-17-12: 2:30 PM 
VfIndowliP~nt6uffon 

Ust Qf BO Jobs for: Gr199QN a~er§ 2012 Ford E~~pl:! VIN =. 

"ffO'Numbe.r 838200" .. -, ::-"=:::'CAUSE 

'Job' Number 4 ... 'MAINTENANCE 
Job Code GTIRE"""CONCERN 

:INSPECT TIRES AND TIRE TREAD DEPTHS. Department SVC ....CORRECTION 
Tech 10 .INSPECTED TIRES AND ALL TIRES HAVe. 6132 AND ABOVE REW-INING 
•Mi1ti:/ilge 6.54!,} 
: Oat$ JUt. :) 12 

:A~M ... __...~1700 

7t6:';N~'mb~r ~B200 
Job Number if' .... ," 	 .. 

-CONCERNJob Code TpCHECK 
TIres hifiatecl to (PSI}Department $VC LeFt FRONT_35_ lEFT REAR __35_

Teci'! 10 'RIGHT !!RONT_.35_ RIGHT REAR~35_ 
Mileage 6,546 jOftCORRECTION 
Date JUL3U ;Tfre Pressure CheCK compleled 
ASM 91700 

~RO N~.;';;b;W· '638200 
_._' ...,...._...... _- .... 

JDIJ Numbe~ 9 
i·...CONCERNJob Code 
'Cutrtomer SUlt&S ............ . 


Department SVC ·-CORRECTION 
Tech 10 

:"IH'~J"f"'l'IJ'''' 
Milesge 6.646 
Date JUL 312 
ASM 91700 

Ri5'.ii~;;;;,;r~2716ii'·· ;**CAUSE 
J~lb·Nt.imbfrr 1 ;ROAD TESTfD BY SHOP FOREMAN 

....CONCeRNJob Code 
'Customer Stetes car ~all~ WIlen coming to Ell ~'QP, w!loo warm. custom&r 9uthClr~edextended test drive:JDepartmMt eve ··..,.CORRECTION

Tech ID :UNABLE TO DUPLICATE 
:3,975 
APR2312 
91700 

., ......" ... --~., ................ -.~, •• ~ .....---••,.-.... -~~.- ......---'-'''~~''--'''. -, > ,--- •••-. •


RriNumber ~7160 ;*t"'CAU$E 
Job Number 2 :MAINTENANCE 


:.....GONCERN
Job coae GSAIT 
. :PERFORM BAITERY TEST

Department SVC :mCORReCiION 
Teen 10 ;SATTeRY PASSE$l.OAO neT 
MJle~ge 3,975 
Date APR 2312 
ASM ~n700 

-~.- . , .... _.' 
• ... •• ~M 

RO Number 627160 •"I<*CAUSE 
Jol}"Kfomber :) :MAINTENANCE 

'....CONCERNJobCQde GBK 
:INSPECT BRAKES Department $VC 
......CORRECTION

Tech ID ·INSPE¢TffiD 6RAKES AND BRAKES HAVE Bmm OR ABOVE REMAINING 
Mileage 3.976 
Date APR 2$ 12 
ASM 91700 

PE13-003.4 000098LC
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I 'V'I,. va"".)." ..........I." .... 

RO_JOaS_UST Galpin Motors Inc LClc.IO::: 1 Page 4 
$arvlco /!.. Parta/Jobs List Repair Order l'IJstOI}' Jobs Usting '10-17·12; 2:30 PM 
VfrndowfiPrintauHQn 

List of RO Jobs tOr: GIWorv Be$U\ 2Oj2"fQrd Esct;pa V,lli '" 

RON~;r;;($2'1160""'" -" "·;.....CAUSE 

jOb"Number 4 :MAINTENANCE 
:"·CONCERNJob Co~ (;;TIRE 
:IN8PECT TIRES AND TIRE TREAD DEPTHS

)Bpar1ment SVC ~"""'CORREC'fJON
rech ID )NSPt:CTEO TIRES ANO AI.L. TIRES HAV!; Q/32I\ND AeOV6 REMAINING 
iAileag~ 3,1370 
:l9te APR2.312 
:1,,$"'1 91700 

__..... .'.4,. _._~.~~'-"' ' ~'_""_.,,, ., __._.• _"I"'h~"'''''' _, ,. _b ~ 

~o Number- a~116Q :.uCAUSe. 
lob Number "5-~ .".-~ ...... 

·.......CONCERNlob Code TPCHECK 
Tires Imlated to (PSI)

Jepartment svc LEFT rRONT~35_ lEFT REAR _35_recti ID RIGHT F~ONT_35_ RIGHT REAR_35_ 
3,975 -CORRECTION 
AP~ ~3 12 The Preaaure cheCK complet~ 
~1700 

~o Number 62118lJ ·......CAUSE 
leb-Number e RENTAL 

....CONCIiRNlob Code RENTAL 
CUSTOMEJr{ IN R.ENTAL VEHICLE:.RENTAL INT ESP..RA#F02Q8032

)epartment SVC ***CORR5CTION 
'ech ID :CUSTOMER IN RENTAL VEHICLE 
AHeage 3,975 
)ale AP~2312 

\ElM . 91700 . 
___-..•• '_._.," __ .. •. ____ ... ______,,_-__ .. • _ • • 	 .•~~ ,~_--._ ~ ~_.f>' 

No r!lCg.mmendatloR!~ were mEe '0&1"1$ B!pair Order 

,::;;!,,!.!::;;;;'••-":;' '-:,'::"'--':"':~-:---,-~. ;. ,,~-." .. 

~oNumbel 626662 	 -CAUSI:: 
'R~$e'r'lett Number 
:-CONCERNlob COde 
~cu(Stomer atate.s Sync; system 1reezes. wont l'l;!spond. dro~ c;alls)eparunerct svc :-CORReCTION

-ech iD 90299 ;CONFIBMED VOICE BUTTOM INOP DJAG WITH MIT TESTER NO POWER AT USB PERFORMED 
nlleage 3,840 ~COMPLETE MASTER RESET RET£::ST WITH MIT TESTER OPERATION NORMAL.. PAIRI;O 1"eCHS PHONE. 
late APR 19 1, :OPERATION NORMAL. 
\SM 91700 

~dNi.imbe' 626552 	 -'CAUSE 
UNABLE TO DUPLICATElob Number 2 
""CONCERN'obCOde 
Customer ~trt~$ veh slafls When coming to a stop. when warm, restarts flm;Lilt tlmf)$

)&partment svc "-cotmEcTION 
+eCh 10 90170 TSST sec, NO C005$ IN PCM. DCL OISPLAY. DCl. MONITOR RECORD. ALL PIDS NORMAL oN ROAD 

AiIeaga 3.840 'TESTr=O.I.lNAeU: TO DUPUCATE CONCERN. CHECKED FOR RAW FUEL IN EVAP LINES. 

Jate APR 1912 

~SM 91700 

~o~Jiuntb~i d2656~ 	 -CAUSE 
'ob Number ~3 .. -~ .. -".-	 .. 

........CONCERN
'ob Code TPCHECK 


. Tirt;lS Intlated 10 {PSI) 

)epartme~ svc LEFT j::RONT_~5_ LEPT REAR _35~_"ecn [0 RIGHT FRONT_30_ RIGHT REAR_3!L~ 
I!ileage 3,840 -CORRECTION 
)ate APR 19 12 ":Tire pressure dleek completed 
\SM 91700 

PE13-003.4 000099LC



•• < ......... 1 .,~•• _ ......... ~ ...... _ •• _ ......... ,....., ------- 

1<'>""', ' .... 1 t ,,.,-.r..rv..... vv 'v, 1 11...,""....-,1 <Jl .......


RO"'jOB~tCi'sr (ialpin Moto", Inc ~c, 10 =1 Page is 
S~NICl3 & ParWJobs LIst Repair Order History JDbm l..fl;t1ng 10-17-12; 2:30 PM 
WlndowlPrll1t Button 

!-,i.~-1.i?j Rg 01221; fw, Gregory 6!lfrS 5012 Fs:mi fiimpe ViN;; 

-RO'Nu-m'ber 62i552"' ""-;;"":"CAUSE 
Job Numbe~ "4--..··.... ·---' RENTAL 

Job Code 
'Department 

TAP 
sve 

;~~~~:.llONAS5~STANC~ 
-'CORReCTION 

.Tech 10 TRANSPORATION ASSiSTANCE 
:Mllea9~ 3,840 
~$ APR1912 
A$M 91700 

RO Nu;"bet "2;;0,"94':"; .-, .-,---CAUSE 
join..jvm~r t RECHECK REQU~STEO FOR DELIVERY 
Job COQ~ PDIR '-CONCE:RN 
Department PDI PERFORM PDI RECHECK 

'-CORRECTION 
Tech 10 90026 PERFORMED PDl RECHECK & CHECKED/INFLATED TIRES 
Mileage 17 (PSI) right front 32, left front 32. rlght rear 32, left fear 32 
Dale JAN 112 
ASM oo~sa 

"~ ... ,,, ,!>'--'*''" ••- .---." 

~J'8coromeadatiQQs w§re Wade tpr Ws &pair: .Qrd~ 

RO Num~er 2Jfi99~ ;·.....CAUS6: 
JO~-N':imber '1 :PRl; oeLIVeRY DEPT 

;......CONC£RNJobCode PDI 
:PERFORM PRE DELIVERY INSPECTIONOeparfflter'lt POI :-CORRECTION 

Tech ID 90022 PERFORMED PRE DElIVE~Y INSPECTION 
M'deage 11 
OlliteOCT 25 11 
ASM 90652 

R" iV'Ufnber 2369GC ;"-CAUSE 
Job Numbet :2" ...... '--' 	 I3P$ 

....CONCERNJob Code GPVlP 
In~tarl GukJ,polnf SVL wJth VIP upgradeDepartment pOI ·......CORRECTION 

Tech 'D 90022 INSTALLED GPS UNIT ESN # 207008949866 
Mileage 11 
Oate- OCT 25 11 
ASM 90552 

PE13-003.4 000100LC
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12304 San1fl. Monioa Blvd.e Shainf9ld Sulte221 
Los Angeles, California. 90025. 8Anvarpc Tel:: {310) 442~141() 

Fax: (871) 5615-8828 

VfYf!'.shainfeltanVllf.Cpm 
i!l$si~d-anvar.!jQlll 

Novembc( 7.2Dl2 

Ford Mowr Company 
Customer Relatious Departmeut 
P~O. Box: 6248 
Dearbo~ "MI 48126 

Re; 	  y • .Ford Mom ~omW!JlY 


Vehicle: 2012 Ford Escape 

VIN No.: IFMCUOEG8CK
Netice ofRepresentation by CounS81 

Dear Sir or Madam: 

Please he advised that in accordance with California Civil Code § 1793.22(bX3). our office 
has been retained t~~p~t  with regard to claims against Ford Motor Company 
pursuant to the Song-Beverly Wll.Il'a1ity Consumer Warrant;y Act ("California Lemon Law') and/or 
the Federal Ma.gnuson-M~ Warranty Act with regard to the above-referenced vehicle. 

Having now been advised as to our representation. KIm1LY C,f.ASE AtID DESIST FRQM 
ANY FURTHER. CONTACI OR COMMUNICATION,S. WRITJEN, Y£RBAL. OR QTHERWISE 
:wrtH OUR CLIENt thereby directing all futuie COrtespondence and communications regarding this 
matter to our office, exclusively. Ifyou fail to act m confonnity with this directive. injunctive relief 
wiH be sough against you. 

You are hereby notified that pursuant to Caiifomia Civil Code § 1794(d) and/or 
15 U.S.C. 2310(d). that any settlement made with our client requires the paymentofour attorneys' 
fees and costs. Ifasettrement is :reached be1:t.veen you and our client that does not make a.rcangements 
for the payment ofour attorneys' fees and costs, we will be forced to file suit against you. In addition, 
through this correspondence) you are hereby notifie~ ofou}' attorneys' lien. 

Our client 1s seeking relieffor numerous defects and non~confonnities present inhis vehicle 
in addition to numerous unsuccessful repair attempts made to this vehicle. These defects and 
non-conformities include. but are not limited to the folloWing: 

PE13-003.4 000101LC



SHAINFELD & ANVAR 
A PROFESSIONAL CORl'ORATlDN 

Foro Motor Company 
Re:  v. Ford Motor Company 
November 7. 2012 . 

Page 2 

1. 	 Defective enginelpowertrainlsafety: systems as evidenced by the car stalling when 
coming t9 a stop; . 

2. 	 Defective electrioal system as evidenced by the SYNC system freezing. failing to 
respond and dropping caUs; and 

3. 	 Any additional complaints made by our cHent. whether or not they are contained in 
your company's records or'on any tep.eir orders.. 

The defects and non-Conformities listed hereinabove constitute a substantial impairment of 
·the use, value .and/or safety ofthe vehicle. As a result ofthese defects and non-conformities& my 
cHent has justifiably lost confidence mthe vehicle. Acoordingly, you are hereby notified that my 
client is revoking acoeptanoe afthis vehicle and my client has difected me to demand the cancella.tion 
ofthe contracts and the return. ofall funds paid towards this vehicle, including all finatlce charges, all 
collateral charges, any tIade-in value giv~ and mcidental and consequential damages. 

To avoid the wmecessary time and expense oflitigation. my client merely requests a refund 
for tho defective vehicle, plus payment ofour attorneys' fees and coots. Please keep. in mind that a1 

this stage. our attorneys' fees tmd casts are minimal. It is our desCre to resolve this matter a8 amicably 
and expeditiously as possible without the need for causing either party to incur any unneces8rtty 
eKpenses. 

Accordingly. ifyou wish t(} proceed with a quick resolution ofthis matter. please feel free to 
cOntact my office. Please be advised that lithe matter has not been resolved 1Nithin fourteen (14) days 
from the date ofthis oorrespondenoe, we will have no choice but to file suit. To 8trerunline the 
process. you may contact me via email at je.ssioa@shainfeld-anvar.oorn. 

JFA 
Enclosure 
NDtiC<l to Sll8to Ford 11.7.12.wpd 

PE13-003.4 000102LC
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12:304 Santa MonicaBJvd. "Shainfeld Sufre221 
Lo~Angeles. CalifOrnia 90025..,'8Anvarpc Tel: (310) 442-1410 

Fax: (811) 566-8828 

_ November 7, 2012 

NOTICE'OF LIEN 

Ret  v. Ford Motor Conmam: 

TO ALL PARTIES ANi> TIlEIRAITORNEYS OF RECORD: 
, , 

PLEASE TAKE NOTICE that Sbainfeld & Anvar., PC gives notice ofa contmctuallien 
for attorneys fees against ANY recovery in the above-ref~ced matter byPla.i.ntift: 

 Pursuant to California law, this lien is a priority lien. ' 

This Notice ofLlen is filed Plll'Suant-to Hansen v. Jacobsen"(1986) 186 Cal. App. Ed. 350, 
356~357. which provides that filing a Notice ofLien in a pending action is a proper method to 
give notice ofthe lien t? allpBrlies,611d their attorneys. 

. '. ~ 

. Any party or _attor.IK:Y for that party w.ho, without knowledge oithe li~ whether:filed or 
not, distributes any fundS to P}aintiffw1thout first satisfying this lien may be held personally liable 
under theories including common counts~ conversion, bIeach offiduc:iary duty, etc. for the amQunt 
due under the lien pursuant to SicillanQ -v. Fireman's Fund Insurm Co. (1976) 62 CaL App_ 3d 
745, 750-751, Kaiser FoundatfonHealth Plan, Inc. V. 4guiluz (1996) 47 Cal. App. 4t!J 302; and 
Miller v. Rau (1963) 216 Cal. App.-2d 68. 

PE13-003.4 000103LC
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155lJ5 ~ a!Vo 
N6rtnHflS. CA 91&43 

New Make 
Used and Mddei" 
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, , S. 	 Qttli;r(IQ.wI1ompaid}::---:"':~'"-:';':·;";''''',.-___~__~-__ $ . " : '.- -WJh,~; .. ' 

For ,,' NlA ' 


TolaI,Gash Plfce.(A fllrollgh S) 


.. 2. A1nQ~ Pald'to Pijblf~Ciffll)larG' : 

.,t::. 'Uconae'R:oo' ' ' . 

~"~'R~~ran$itTItlJflg~~" . 
C. Californiatire-F,ees ' , 


, D.' O1/ler--.:.":...-'~__-,__...:.,NI,--A_~_______ ~,--......::.;;:,.::.,-Wl, 

t>. 'To'" "gh'~L '-, 

;~::;~~:F; " '''~!~t:~~rnn~?,+ b) " 
'4. . d S,mog,G1rilfieirtron or 0 ~ptlarr~it1t:i~ ;::,., ,,': "". . 

-<.-5.,:Stlbtotal( ", : ',' .' . 	 ' 

}~;·if~;~'~~:~~·"~*'f~:~IU';)~4"'C"" 

,:: ;2~t"L~:pilw~~9d~orli!!j¥~C9.:,:::",,:, , "~ !"';"';',;~\~~.~*~B)c\:,~.'
'::" p,_Ni~~:(t\~er(mdi~'~il:ne,\i~number) of''Il'n \' 'Jf. '~>:ti:~~~~~,~~en{' ': :', ,:" . , 	 .. S ',:::' ,':WA~(b) 

::.~,~;,'~1~~(~:~~',:'" ':," "" "" ,,: ': .,:i"~:~:;~, ' 

§.,' ., ,',',C' . 	 :, $ 15;OOO.OO~'. ' 

, , "'!':f8~ 'CO" , 	 , , ' ,$: '" , ': ," " (G) 

!~~Jlld1f~uiall'~i~' ~~~t'Ol}Iii);i:1P~aboYe) "'1~'Zf1f~~" ,',
, ' ,', $" j ,,~ . 
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; . 1 

• # .... # •••• "~ ,""" •• --_.-.-, .--. -,_ •• -~-----
! u".. ....~, I I "'''V-..,'II'''.... .v•• ) (V .... <t--r-f .... l vv 

BBBAUTOUNE Case number: fRD1311 183 
CustOrl'aer Clilim Form Contact date: 01/:1.8/13 

Start date: 

Please mak~ any ~S$at'V cot't'ectiOtlS to the information below, mi!ll or verify YOllr VIN number 
and fienholder/leasmg company information at the bottDm of this pagel and complete the missing 
informatIon In Sec::tio" 4 on the next page (attach additjonal shSlillts as needed). 

SeCTION 1: CUSTOMER IHFORM#,TION
I . 

I 
~ llt1ed owner:  R~_________,_ ~~-------i 
!i fVlailitl9 address: .,   

 

Cell phone: 

City: LOS ANGELES §!;at~: CA .Zip code~ 

Da  _ Evening phone: 

SECTION2.~ VEHICLE INFORMATJ:ON 

Make: Ford 

j_N.:..:;a::.:m.:..:;a::::3(;;;Js):..;t~ba:;.;:t;.;;i3""f2E!;;..ea=,-,rs,-o""n,,-t;::;.;ha~veh..:;..:..o.ld",",e~tltt.;..a;;.;  

Selling dealer/CiJ;'i/state: t t CA 

GALPIN FOR!) N RTH HILLS CA 

[jleased no 

Purooase/lease da~; \ 1. \ 3\ \ 1 \ 

First ret!fl1r attempt data: . ~ \ \9.\ \1.. . Rrst repair attempt mileage; ft· 3$ t.\ O~__~__ 
Number or vehicles 

dame) 

registered In C&ljtorrrla 
% Y!~hld~ oWller/lessee: 

SECTION 3~ DESIRED OUTCOME DescdbQJelhat you want done to r$SQive our concern 

\{e\H.\~C\roo.se or \.l~":W~\€ ?\~S p~\'V\e.~ of A-\4cl"('{\e'l't 'F'vee -:> ~no\ cos-\- • 

PJease complete the missing inftlJrmatlon ht the box be]ow and on pagB .2. 
It 

VEHICLE INDENnFICATION NUMBJ!R _F 1:-\ --.C: v. ~£.. A ..1. C . .$   


Lienholder/leasing Company IJ)if 'If ~'0 ,..I f~'l ~l':. Phone Nt.iftloeiJ!'~5)f r-V SC?<-J 

~~__,,;~)j;_)~___• __k.~.n__~'~h_l____________________•____~-.~e'________--__=-__~__~.____________~) 

Page 1. 

cr,.,cc;: 
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Co..[ ~-k.,\\~ t..~e.'l\ {:oW\~y\~ +0 
0. S\QI(! tJf\e'/\ \;,J~..f'M 

c. c~l{. 5\<d \-s. ~.qV'" l:oV1l\O"\.9 G""'~h~ ''Y'i':i~...r.". ~.HJ('_ 

\- IJ c-. ~ ~ O\' o..~ ,Cl\,.~ \ev 

e ~\« S -\:-.:.0\':. .1..U."\Q.\r'I 

\-...., c..\ -;;. \0 p 

Cv\f" ~\<'(\\ ".;> \.tM':!A <;:'~\t>\.:> 

,\;0 " ~ \- up . 

c .....>( ~,("'~ o~f u....'N::IV'\ 
t:O~·\~~ • t)..J... '5"0 "i tI,{J. s. 
,cae-v \..I...M;.Q ........ ('I,? ......... ~"" -:':!. ~o 

(..,eJ.Q t '" 'lV\o ~t~ 
;:3 II(.'. 

'" \'-\0. \t;.S '!. 

"::l\,,{t . 

e,uJ.-.p\'l\ \~~..,I S 
~ \,\4;""'" • 

\ 

\ 

\ 

J , .......11" I' \. fV .......................... ~._ ..................... ""''''''''-''-..J....,,''''' .... 

• UA. tV. t/V .......,..vv ...'" IV. 'j~"'v,£, .... I ... rl.>lJ 

case Number: fRD1311183 

'fotal davs qut of service for aU problems: __ 

Signature of Titled Owner(s) Date / ....£ "5-- JO i.) , 

I am submitting this dispute for resol ·10 in the BSB AUTO LINE program, and I agree to arbitrate the dispute 

under the eBB AUro LINE Arbitration Rufes. 


Please mail ,or fax thts completed form with ~~ of an available repair orders.. your vehfde 
reg Istratlon, your saJes agreement or lea~e a9r·e4~.ent, and any other reh.want documents {e.g.,. 
written correspol1delilca with the manufacturer, ,~tc,} tQ~ 

BBE! AUTO LINE 

3033 WifSll>n Blvd", Suite 600 


ArOngton VA, 22201
Fax: ~703-241-9700 

Page 2 
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12304 Santa Monica Blvd.~Shainfeld Suite 221 
Los Angele.5, California 90025'i7·eAnvarpc Tel: (310) 442-1410 

Fax: (&77) 566-8828 

www.shuinfeldanvar.<:om 

January 24, 2013 

VIA FACSIMILE ONLY: (763) 247-9700 

Attn: Linda Fernandez 
BBB Auto Line 
4200 Wilson Blvd., Suite 800 
Arlington, VA 22203 

Re:  v. Ford Motor CQmpany 

Dear Ms. Fernandez: 

Please find enclosed the corresponding documents for the above~referenced case. My client's 
written position has been stated in his jnitial application. He requests a repurchase ofreplacement 
of the subject vehicle pursuant to California's Lemon Law based on defects and non-conformities 
with this vehicle_ In all Gases involving Shainfeld & Anvar, PC, our clients stand on their 
positions outlined in their initial BBB appJication. The attorney assigned to this case is 
.1essica Anvar. Thank you. 

Please contact me directly for any further information needed and/or questions regarding this 
matter. Thank you. 

Very tnt1y yours! /:-./.r 

:::'.~/:~.~7~-;/·· 
.~ . ...' p. c.---~

"," 

../v'· .""/ ~ 
~..,--

Glenda Flores Legal Assistant to, 
Jessica Anvar & Brett Shainfeld 

JFA:as 
Enclosures 
F-U Lctterlo BBB With Requesle<l Docs_L24.13.wpd 
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12304 Santa Monica Blvd.6I!Jl Shainfeld Suite 221 

lAs Angeles, Calif(lrnia 900}'5
~8Anvarpc Tel: (310) 442-1410 


Fax: (&17) 566-8828 


www.shainfeJd·anvar.com 

FACSIMILE COVER SHEET 


January 24, 2013 


To: Linda Fernandez i Fr(tm~ Glenda Flores legsl assistant to Sbainfe1d 
& Anvar.PC 

Firm: BBB Auto Claim Shainfeld & Anvar. PC Fax No: (877) 566-8828 

Fax No: (703) 247~9700 Sent by FafSimile and U.S. Mail: Yes (J No [x) 

Re:  v. Ford Motor C4)mpany # of pages (includi-m cover): 15 
. 

COMMENTS 

Please see attached. 

CONFIDENTIALITY NOTE 

The iaformation in this fllc5imile transmission is legally privileged and C(lnf1d~lltiallntl!l1ded only for tho use ofthe individual \lr 
entity named above. Iftbtl recelvilr I)f this transmission is not tJJe intended recipient, you lire hereby ,J{)tified tbat allY Ilse, 
disseminaifon, distribution or copy ofthis tr:'lnsmisslollls strIctly prllblbited.1f you have received fltis in error, pi case call. 

Ifyou do not receive all Dages, please <:all (310) 442-1410 

PE13-003.4 000110LC
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Completing your BBB AUTO LINE Claim ••• ~ 
It's as easy as 1, 2, 3•

BBB . 
••• 
1. Review and sign the Customer Claim Form (CCF). If any information is missing or incorrect, please 
write the corrections or additions directly on the form. Please print or verify your VIN (Vehicle 
Identification Number) and lienholder or leaSing company information on the bottom of the first page and 
complete the grid on the second page. You may attach additional sheets if the grid does not provide 
enough space. Please list all of your problems on the grid (do not write "see attached repair orders" 
instead of listing your problems). 

2. Make one clear ~ of the following documents, preferably on 8.5" X 11" standard paper: 

D Sales Agreement/Purchase Contract or Lease Agreement containing the purchase or lease 
price, sales tax and other expenses associated with your purchase or lease; 

D Current Vehicle Registration; 

D Work Orders, including proof of payment if you are seeking reimbursement. 

D Any other relevant documents, such as notice(s) sent to the manufacturer, along with any 
confirmation(s) of receipt (Please do not send photographs or video/audio recordings). 

Please do not send originals. You may wish to make a complete set of copies for your file before mailing. 

Paper clip (do not staple) your documents to the signed CCF. Please do not fold your documents. 

IMPORTANT NOTE: We will never request your Social Security Number or other sensitive 
financial information unrelated to your vehicle's purchase or lease (e.g., bank account 

numbers). For your security, please redact (black out) any such information from your 

documents before sending. 


3. Mail or fax all your documentation to the address below: 

BBB AUTO LINE 

3033 Wilson Blvd., Suite 600 


Arlington, VA 22201 

Fax: 703-247-9700 


QUESTIONS? We're here to help. 

Call (800) 955-5100 


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 
Customer Claim Form 

Case number: FRD1311183 
Contact date: 01/18/13 

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 l' CUSTOMER INFORMATION 

Titled owner:  C/O JESSICA ANVAR 

fvlailing address:  

City: LOS ANGELES State: CA Zip code:  

Day phone:  Eveninq phone: Cell phone: 

Fax: E-mail address:  

SECTION 2: VEHICLE INFORMATION 


Make: Ford Model: Esca pe Year: 2012 Current mileaqe: 0 

Name(s) that appears on the vehicle title:  

Selling dealer/city/state: CA 

Primary Servicing dealer/city/state: GALPIN FORD NORTH HILLS CA 

Acquired as IX] new D used o demo o leased Is the vehicle in your possession? IRI yes o no 

Purchase/lease date: Mileage at purchase/lease: 

First repair attempt (jate: . . First@Pair attempt mileag~: 0 
...

Number of vehicles 
How often is the vehicle used registered in California Transmission type: 
for business purposes (percentaqe): 0 % by vehicle owner/lessee: 1Kl Automatic o Manual 

Has the vehicle been in an aCcidentLhad body damage? Dyes !XI no Date of accident: 

Description of damage: 

SECTION 3: DESIRED OUTCOME (Describe what yOiJ want done to resolve YOiJr concern) 

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

VEHICLE INDENTIFICATION NUMBER 

Lienholder/Leasing Company _____________ Phone Number_________ 

Page 1 
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Case Number: FRD1311183 
SECTION 4: VEHICLE PROBLEMS (List primary problem first) 

. , .. # of 
repair List the date, mileage, and days out of 

Does the 
problem 
exist 

Example: 
4/23/06 3,500 miles 5 days 

Ale won't cool properly Any Dealer, Inc. 2 6/10/07 12,700 miles 1 day yes 

~ ---~~~~--~~~ ---------------+---------+-~~----____f--------------~~-~---_+-----I 

Total days out of service for all problems: ____ 

Signature of Titled Owner(s) Date ________ 

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 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax: 703-247-9700 


Page 2 
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BSB AUTO LINE 


'. January 22, 2013 ~ 
BBB..... 

   
  

LOS ANGELES CA

Re: FRD1311183  vs Ford Motor Corporation 

Dear   : 

Thank you for contacting the BBB AUTO LINE program. Your claim will be opened 
once your completed Customer Claim Form (CCF) is returned to our office. 

Please review the information outlined below: 

* 	 Completing Your BBB AUTO LINE Claim Please read this document first. It 
explains what you need to do to start your claim. 

* 	 How BBB AUTO LINE Works (California) - This brochure explains how to use 
the program, the steps for you to follow to enable us to process your dispute, 
the eligibility requirements, and the remedies available through the program. 

* 	 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 make any necessary changes and additions. Please provide 
the Vehicle Identification Number (VIN). 

Please note that Rule 3 of the How BBB AUTO LINE Works (California) brochure is 
amended to add the following remedies that may be awarded by the arbitrator: 

• 	 A Ford Extended Service Plan (ESP) 

If you would like more information about our program, you may request a free 
copy of our written Operating Procedures. 

BBB AUTO LINE staff are here to help you and Ford resolve your concerns. Please 
call me at (800)955-5100 jf you have any questions. 

Sincerely, 

Linda Fernandez at Extension 202 

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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] 2304 Santa Monica Blvd. 

Suite 221 


Los Angeles, California 90025 

Tel: (310) 442-1410 

Fax: (877) 566-8828 


www.shainfeld-anvar.com 
jessicala'!shainfeld-anvar.com 

November 7, 2012 

SENT VIA U.S. MAIL ONLY 

Ford Motor Company 
Customer Relations Department 
P.O. Box 6248 
Dearborn, MI 48126 

Re:  v. Ford Motor Company 
Vehicle: 2012 Ford Escape 
VIN No.: IFMCUOEG8CK  
Notice ofRepresentation by Counsel 

Dear Sir or Madam: 

Please be advised that in accordance with California Civil Code § 1793.22(b)(3), our office 
has been retained to represent  with regard to claims against Ford Motor Company 
pursuant to the Song-Beverly Warranty Consumer Warranty Act ("California Lemon Law") andior 
the Federal Magnuson-Moss Warranty Act with regard to the above-referenced vehicle. 

Having now been advised as to our representation, KINDLY CEASE AND DESIST FROM 
ANY FURTHER CONTACT OR COMMUNICATIONS, WRITTEN, VERBAL, OR OTHERWISE 
WITH OUR CLIENT, thereby directing all future correspondence and communications regarding this 
matter to our office, exclusively. If you fail to act in conformity with this directive, injunctive relief 
will be sough against you. 

You are hereby notified that pursuant to California Civil Code § 1794( d) andior 
15 U.S.C. 23 1 O(d), that any settlement made with our client requires the payment ofour attorneys' 
fees and costs. If a settlement is reached between you and our client that does not make arrangements 
for the payment of our attorneys' fees and costs, we will be forced to file suit against you. In addition, 
through this correspondence, you are hereby notified of our attorneys' lien. 

Our client is seeking relief for numerous defects and non-conformities present in his vehicle 
in addition to numerous unsuccessful repair attempts made to this vehicle. These defects and 
non-conformities include, but are not limited to the following: 

PE13-003.4 000115LC
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SHAINFELD & ANVAR 
A PROFESSIONAL CORPORATION 

Ford Motor Company 
Re:  v. Ford Motor Company 
November 7, 2012 

Page 2 

1. 	 Defective engineipowertrain/safety systems as evidenced by the car stalling when 
coming to a stop; 

2. 	 Defective electrical system as evidenced by the SYNC system freezing, failing to 
respond and dropping calls; and 

3. 	 Any additional complaints made by our client, whether or not they are contained in 
your company's records or on any repair orders. 

The defects and non-conformities listed hereinabove constitute a substantial impairment of 
the use, value and/or safety ofthe vehicle. As a result of these defects and non-conformities, my 
client has justifiably lost confidence in the vehicle. Accordingly, you are hereby notified that my 
client is revoking acceptance of this vehicle and my client has directed me to demand the cancellation 
of the contracts and the return of all funds paid towards this vehicle, including all finance charges, all 
collateral charges, any trade-in value given, and incidental and consequential damages. 

To avoid the unnecessary time and expense oflitigation, my client merely requests a refund 
for the defective· vehicle, plus payment ofour attorneys' fees and costs. Please keep in mind that at 
this stage, our attorneys' fees and costs are minimal. It is our desire to resolve this matter as amicably 
and expeditiously as possible without the need for causing either party to incur any unnecessary 
expenses. 

Accordingly, if you wish to proceed with a quick resolution ofthis matter, please feel free to 
contact my office. Please be advised that if the matter has not been resolved within fourteen (14) days 
from the date of this correspondence, we will have no choice but to file suit. To streamline the 
process, you may contact me via email atj  

JFA 
Enclosure 
Notice to Sue to Ford 11.7.12.wpd 
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12304 Santa Monica Blvd.~8hainfeld Suite 221 
Los Angeles, California 90025'i' 8Anvarpc 

Tel: (310) 442-1410 
Fax: (877) 566-8828 

www.shainfeJdanvar.com 

November 7,2012 

NOTICE OF LIEN 

Re:  v. Ford Motor Company 

TO ALL PARTIES AND THEIR ATTORNEYS OF RECORD: 

PLEASE TAKE NOTICE that Shainfeld & Anvar, PC gives notice ofa contractual lien 
for attorneys fees against ANY recovery in the above-referenced matter by Plaintiff, 

. Pursuant to California law, this lien is a priority lien. 

This Notice ofLien is filed pursuant to Hansen v. Jacobsen (1986) 186 Cal. App. Ed. 350, 
356-357, which provides that filing a Notice ofLien in a pending action is a proper method to 
give notice of the lien to all parties and their attorneys. 

Any party or attorney for that party who, without knowledge of the lien, whether filed or 
not, distributes any funds to Plaintiff without first satisfying this lien may be held personally liable 
under theories including common counts, conversion, breach of fiduciary duty, etc. for the amount 
due under the lien pursuant to Siciliano v. Fireman's Fund Insurance Co. (1976) 62 Cal. App. 3d 
745, 750-751, Kaiser Foundation Health Plan, Inc. V. Aguiluz (1996) 47 Cal. App. 4th 302; and 
Miller v. Rau (1963) 216 Cal. App. 2d 68. 
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SUM·100 

SUMMONS 
(elrAC/ON JUDICIAL) 

NOTICE TO DEFENDANT: 
fAVisa AL DEMANDADO): 
FORD MOTOR COMPANY; and DOES 1 through 50, Inclusive 

YOU ARE BEING SUED BY PLAINTIFF: 
(LO ESTA DEMANDANDO EL DEMANDANTEJ: 
CAROL BERGER., an individual; and HARRY BERGER, an individual 

_ 

NOTICE! You have been sued. The court may decide aljalnst you without your being heard unless you respond within 30 days. Read the information 
below. 

You have 30 CALENDAR DAYS after this summons and legal papers are served on you to file a written response at this court and have a copy 
served on the plaintiff. A letter or phone call will not protem you. Your written response must be in proper legal fonn if you want the court to hear your 
case. There may be a court fOlTl'l that you can use for your response. You can find these court forms and more Information at the California Courts 
Online Self-Help Center (www.Gourtlnfo.oa.govlselthelp), your county law Dbrary, or the courthouse nearsst you. If you cannot pay the tiYng fee. ask 
the court. clerk for a fee waIVer form. If you do not 1IIe your response on time. you may lose the case by default, and your wages, mO!1ey, and property 
may be taken wittJout further wamlng from the court. 

There are other legal requirements. You may want to call an attorney right away. If you (!o not know an atiomey, YQU may want to caD an attorney 
referral service. If you cannot afford an atmmey, you may be eligible for free legal SeMces from a nonprofit legal services program. You can locate 
these nonprofit groops at the Califomia Lege! Services Web site Cwww./awheipoalffomJa.oTg).lhe California Courts Ontine Self-Help Center 
(www_ccurUnfo.ca.gov/ssIfheIp), or by contacting your local court or county bar 3SS()ciatiorh NOTE: The court has a Ida1J.Jtory lien ii:lr waived fees and 
costs on any settlement or artliIralion award of S 1 0,000 or more in a civil case. The court's lien must be paid before the court win dismiss Ihe case. 
IAVISO! Lo han demendado. Sino responde dBntm de 30 dias, Ia C{)$ piRde delcidiren su oontra am escuchar su versi6n. Lea Is informadOn a 
cootlnuaci6n. 

Trene 30 ViAS DE CALENDARJO despue.s de que Ie entreguen eW! citacf6n y papeles legales para presentar una I1lspUesta porescrito en ssta 
corte y hacer que sa entregue una copia aJ demsnd8f1le.. Una carta 0 unallamBda teIet'6nica no 10 protegen. Su ~ poresctilo tiMe que $Star 
en formato legsl cCJ/1'8Cto si desea que procesen su C8SO en Ja eMe. Es posibfe que haya un formulario que usted puedtJ usaf para su respuesta. 
Puede encontrar estos formuIerios de Ia corle Ymas informaci6IJ en eI Centro d .. Ayuda de Jas Cottas de California jW.Yw.sucorte.ca.govj, en la 
bib/iotBca de /eyes de su COt'IdadD 0 en Ia eMe qw Ie quede mas cen::a. Si no puede pagar Ia cuota de /)f9SIKltaci6n, pida at secretsrio de 18 corle 
que Ie d6 un formulsrio dB e)(enci6n de psgo de cuotas. 51 no presenta su respuesta a tiempo, puede parder 81 caso POf incumpl/mienta y fa COIte Ie 
podra quitar su sueJdo. dinero y blenes sin IMS adwl1.encis. 

Hay otros requiSilos legales. Es recomendabJe que !fame a un abagado inmedJatamente. Si no conOCfJ a un abogt!Ido. puede !famar a un servfcio de 
remisiOn a abogadOfJ. Si no puede pagar '" un abogado, es posible que cumpla con los requfsltos para cbisne.r serviclos legales gratuilos de un 
programs de servicios legales sin fines de fucro. Puede encootmr estos grupos sin fines de hJcro en eI sitiO web de Ce/Ifomla Legal Services, 
(www.Jawhelpcalifomla.org), en sf Centro de Ayuda de las Cortes de CaIifomia, (wWw.sucorte.cagov) 0 pooi6t!dost!l en tlIlfltacto con la corte 0 ,,1 
coIt;gio de abogados JocaJes. AVISO: Por ley, /a corte tiene cJerecho B reclamar las cuotas y los costas e1f8lltos por imponer un gnwaman sobre 
CU8lquier recupemciOn de $10,000 6 mes de vaJar reclbida me<flBllfu un acuerrJo 0 una CDncesidn de arbitrsje en un caw de derecho cIVIl TIefI8 que 

! pagar e/ gravamen de /a eMe antes de que la corle pueda desechar eI caso. . 

The name and address of 1I1e court IS: CASE NUJABER: 

(El nombre ydirecciOn de 18 corte es): Modesto CentraI- Civil Division (Ndmerode1Caso): 6fi nl·~ 7 ,8·· 

801 10th Stree~ 4th Floor g .7 J 

Modesto, CA 
The name, address, and telephone number of plaintiff's attorney, or plaintiff without an attorney, is: 

(EI nombre, /a direccl6n y eJ nilmero a& tele-fona del abogado del demandanie. 0 del demandante que no tiene abogado, es): 

Brett Shainfeld;Shainfeld & Anvar. PC;12304 Santa Monica Blvd.,#221;Los ArlgeJes,CA 90025;310-442-1410 

, Deputy Clerk, by 
(Secretario) (Adjunto) 

(For proof ofservice of thjs summons. use Proof of Service of Summons (form PDS-01O).) 
(Para prueba de efJtrega de esia citation use el formuiario Proof of ServIce of Summons, (POS-010). 

NOTICE TO me PERSON SERVED: You are served 
{SEAl.1 

1. 0 as an individual defendant 
2. 0 as the person sued under the fictitious name of (specify): 

r\zn ~~v ,A<,,'-' fl... c.<:;.-....(I.).#'(' 
3. r on behalf of (specify): 

under:!6ZJ CCP416.10(corporation) CJ CCP416.60(minor)
b CCP 416.20 (defunct corporation) 0 CCP 416.70 (oonservatee) 
o CCP 416.40 (association or partnership) D CCP 416.90 (authorized person) 

CJ other (specify); 
4_ 0 by personal delivery on (date): 

P!gJe 1 of1 
F""" Adcpled I<lr Man~ u •• SUMMONS Cade ofQ;fl !'n:>e8t.!uno §§ 412.Z0. 465 

Judiclall;au!lcil '" Calilion1l& www._fa.....gov
Sl.lM-'OO (Rev. July 1, 2009] 
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CM.o10 
FOR COURr IJlIIi[ ONLYATTORN~Y OF! F'~Wlm~i2TTORN&,(""'_' SlBI",BarI'lUl1ll>er. and -I: 

~Brett Shainfe d, S # 4509 
Shainfeld & Anvar. PC 
12304 Santa Monica Blvd., Suite 221 FILED
Los An~e1es. CA 90025 


TELEPH:QNE NO.: 31 0-442-1410 FAX NO.; 

ATTOflNeVFOR(Nam<I): Plaintiffs CAROL BERGER & HARRY BERGER 
 013 JAN 11 PM l: 41 

SUf'ERIOR COURT OF CALIFORMIA, COUNTY OF Stanislaus ; :a, OF HiE SIJPERI9R courn 
STREET AOOflESS: 801 lOth Street, 4th Floor 	 CL ~COUNTY OF SH,NI"U.US 
MAII..I\1GAOORESS: Same 


ClTYANOZlPCOOE: Modesto, CA 95354 
 3'1 Af~ 
BRANCHtw.£· Modesto Central- Civil Division ~~~ DEPUTY 

CASE NAME: 
Carot Berger and Harry Berger v. Ford Motor Company 

CASE NUMBER:CML CASE COVER SHEET Complex Case Designation

12] Unlimited D Umitec:t 
 :"1 ", Q 0o Counter Joinder '."/ •...,..., « '<Os' ...,(Amount (Amount 

JIJIJGii: 
Filed with first appearance by defendant 


exceeds $25,000) $25,000 or less) 

demanded demanded is 

OEPT~(Cal. Rules of Court. rule 3.402) I 
items 1-fi below must be completed (see In8lruc/.ions OIl p 2). 

1. Check one box below for the case type that best describes this case: 
Auto Tort Contract Provisionally Complex Civil Litigation 


(Cal. Rules 01 Court, rules 3.400-3.403,
o Auto (22) 	 0 Breach of contractlWarranty (OS)o Uninsured motorist (46) D Rule 3.140 caBocHons (09) D AnlitrustlTrade regulation 103) 

Construction defect (10) Other PllPDIWD (PersonallnjutylProperty D 0fIer collections (09) D 
[)amageiWrongfu1 Death) Tort D Insurance coverage (18) D Mass tort (40) 

D Asbestos (04) 	 D Olher contract (37) o Sectll1ties litigation {281o Product liabJUty (24) Real Property 	 o Envlronmental/Toxictort (30) o Medical malpraCllce (45) D Eminent domalnl1nverse [::J Insurance coverage claims arising from theo Other PUPDlWD (23) 	 condemnation (14) above listed provisionaUy complex case 
types (41),---, Wro......l.·1 eviction (33)lIIon-PIJPDJWD (Other) Tort i....-l "l!l'U 


D Business tortfunfafr business praclice (07) D Other real property (26) Enfcn::ement of Judgment


D Civil rights (OS) Unlawful Oetalner 0 Enforcement of judgment (20) 


D Defamation (13) 	 D Commercial (31) lIIiscellaneous Civil Complainto Fraud (16) 	 0 Residential (32) D RICO (27) 

o Intellectual property (19) 0 Drugs (38) 	 D OOler complaint (not speclffed above) (42)

D Professional negligence (25) Judicial Review lIIiscellaneous Civil Petition 

D Other non-PIIPO/WD tort (3S} D Asset forfeiture (05) D Partnership and corporate govemance (21) 

Employment 0 Petition re: arbitration award (11) D Other petition (not specified above) (43)
D Wrongful termination (36) D Writ of mandate (02) 

D 	 DOther employment (1S) 	 Other ,judicial review (39) 

2. 	 This case 0 is W is not complex uooer ruie 3.400 of the Califomia Rules of Court. If the case is complex, mark the 
factors requiring exceptional JUdicial management: 

B. 0 Large number of separately represented parties d. 0 Large number of witnesses 
b. 0 Extensive motion practice raising difficult or novel e. 0 Coordination with related actions pending in one or more courts 

issues that will be time-oonsumlng to resolve in other counties, states, or countries, or In a federal court 
c. D Substantial amount of documentary evidence 1. 0 Substantial posfjudgment judicial supervision 

3. 	 Remedies sought (check all that apply): a.G monetary b. D nonmonetary; declaratory or injunctive relief Co D punitive 
4. 	 Number of causes of action (specify); Four (4) 
5. 	 This case [ ! is [1] is not a class action Stlit. 
6. If there are any known related cases, file and serve a noUce of related case. (You may use fotm CM-015.) 

NOTICE 
• Plaintiff must file this rover sheet with the first paper filed in the action or proceeding (except small daims cases or cases flied 

under the Probate Code, Family Code, or Welfare and Instltutlons Code). (Cal. Rules of Court, rule 3.220.) Faifure to fde may result 
1n sanctions. 

• File this cover sheet in addition to any cover sheet required by local court rule. 
• 	If this case is complex under rule 3.400 at seq. of the California Rules of Court, you must serve a copy of this rover sheet on all 

other parties to the action or proceeding. 
• Unless this Is a collections case under rule 3.740 or a complex case, this COYer sheet will be used for statistica} purposes onlY; 

_ 	 .101 
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ATIORNEY OR PARTY 'I\'lTHOUT A'ITORNEY (NAME. ADDRESS, PHONE, BAR NUMBER) F' t:~t:PURTUSE ONLY
BR€7I S J.t#'4Wr€t()) Sty..! #2f.lS0Cf3 
!Z2.O'I Si4N1"A Plt7NIGA- SLYf)'J Sff;:'. ez 1 J~N \ 1 p~ \~ 4 \ 

10\ ~ t.os Ar-I~(.4!"'5 crt '7OO'C:.f'" .• r~\OR COiJ;';~ 
OF THE S~nN\Sl!'I)SI\itJlO'oJe"t (3lo)LI'.ll, .. "n o 1"1'1)(: Ct1-:1}S--,,,-6BZS ~l(" 

t.. c ~UNT'I' Of • 
Altorncy for: P"AINrIITS c,tfOG 8eR~ ~. !II1!?~Y {J.:'j9"J'P 

-g ~i'( 
SUPERIOR COURT OF CALlFORl'clA, COUl\'TY OF STANISLAUS -"" 

Street Address: City Towers Bldg., 801 JOlh St, 4th Floor. Modesto, CA 95354 

Civil Clerk's Office: 801 lOth Street, 4th Flocx-, Modesto, CA 95354 

PlaiatlfflPedtllmer: CIt RoC. UI!.¢ ~ .f.\f'lJe'RY ~..e 
DefeJlldalltlRespondent:. FO~D ,Aifo'fo}t e~rfNY 

NOTICE OF CASE MANAGEMENT CONFERENCE CAS1t8tl7 9 8 

1. NOTICE is given that a Case l\.fanageR\ent Conference has been scheduled as follows: 

Time:~: OD 

This case is assigned to Judge :Wllilm 7\ MAVHE\&/ ,Dept &1 .for aU purposes, 
including triaL 

*Departments 21 & 22 are located at 801 10th Street, 61h Floor, Modesto, CA 95354 

*Departments 23 & 24 are located at 801 10th Street. 4th Floor, Modesto, CA 95354 
An fifings sban be filed in the Clerk's Office at the City Towers., 4ti1 Floor address • 

... ,. ...................................... , .. "............................ ,. .........................................................................."" ................................ .. 

You bave 30 calendar days to file a written response with this court after the legal papers and the summons 

were served on you. Y DU must also serve 11 eopy of your written response on the plaintiff. 

2. 	 You must file and serve a completed Case Management Conference Sta:tement at Je-dSt fifteen (15) calendar days 

before the case management conference. 

3. 	 You must be familiar with the case and be fully prepared to participate effectively in the case management 

conference. 

4. At the case management conference the Court may make pretrial orders, including the following: 

n. An order establishing a discovery schedule. 

b. An order referring the case to arbitration. 

c. An order dismissing fictitious defendants. 

d. An order scheduling exchange ofexpert witness information, 

e. An order setting subsequent conferences and the trial date. 

f. Other orders to achieve the goals ofthe Trial ~ourt Delay Reduction Act (Gov. Code, § 68600 et seq.). 

'NM'T~'" AfAN.AS1EVA 

Date: JAN 1 7 2013 by __________ ~_____~Deputy Clerk 


-SANCTIONS-
Ifyou do not file the Olse Mallagement Sro.le1ttePlt required. by local rule, or attend the case CV003 
management conference or participate effectively in the conference, the court may impose Mandatory 
sanctions (including dismissal ofthe case, striking of the answer, and payment of money).

Form '-----~-------------_________---l 11)\0 
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Rule 3.110. Time for Service of Complaint, Cross-Complaint, and Response 

(a) 	 [Application] This rule applies to the service ofpleadings in civil cases except for collection cases under Rule 3.740 

(a), Unlawful detainer actions, proceedings, under the Family Code, and other proceedings for which different 

service requirements are prescribed by law. 

(b) 	[Service of complaint] The complaint must be served on all named defendants and proofs of service on those 

defendants must be filed with the court within 60 days after the filing of the complaint. When the complaint is 

amended to add a defendant, the added defendant must be served and proof ofservice must be filed within 30 days 

after the filing ofthe amended complaint. 

(c) 	 [Service ofcross-complaint] A cross-complaint against a party who has appeared in the action must be accompanied 

by proofof service ofthe cross-complaint at the time it is filed. Ifthe cross-complaint adds new parties, the cross

complaint must be served on all parties and proofs ofservice on the new parties must be filed within 30 days ofthe 

filing of the cross-complaint. 

(d) 	[Timing ofresponsive pleadings] The parties may stipulate without leave ofcourt to one I5-day extension beyond 

the 30-day time period prescribed for the response after service ofthe initial complaint. 

(e) 	 [Modification oftiming: application for order extending time] The court, on its own motion or on the application of 

a party, may extend or otherwise modifY the times provided in (b) - (d). An application for a court order extending 

the time to serve a pleading must be filed before the time for service has elapsed. The application must be 

accompanied by a declaration showing why service has not been completed, documenting the efforts that have been 

made to complete service, and specifYing the date by which service is proposed to be completed. 

(f) 	 [Failure to serve] Ifa party fails to serve and file pleadings as required under this rule, and has not obtained an order 

extending time to serve its pleadings, the court may issue an Order to Show Cause why sanctions shall not be 

imposed. 

(g) 	 [Request for entry ofdefault] If a responsive pleading is not served within the time limits specified in this rule and 

no extension of time has been granted, the plaintiff must file a request for entry of default within 10 days after the 

time for service has elapsed. The court may issue an Order to Show Cause why sanctions should not be imposed if 

the plaintiff fails to timely file the request for the entry ofdefault. 

(h) 	[Default judgment] When a default is entered, the party who requested the entry ofdefault must obtain a default 

judgment against the defaulting party within 45 days after the default was entered, unless the court has granted an 

extension of time. The court may issue an Order to Show Cause why sanctions should not be imposed ifthat party 

fails to obtain entry ofjudgment against a defaulting party or to request an extension oftime to apply for a default 

judgment within that time. 

(i) 	 [Order to Show Cause] Responsive papers to an Order to Show Cause issued under this rule must be filed and 

served at least 5 calendar days before the hearing. 

CV003 
Mandatory 
Form 11110 
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Brett Shainfe1d, SBN 245093 
Jessica F. Anvar, SBN 250610 
SHAINFELD & ANVAR, PC 
12304 Santa Monica Blvd., Suite 221 
Los Angeles. CA 90025 
Tel: (310) 442-1410 
Fax:: (877) 566-8828 

FILED 

ron JAN 17 PM J: 41 
O't.E~~, OF iHE SUPf.R!Oi-\ COURT 


C()UNTY Of S T t. Nl5L ... us 

l" _______ 


Attorneys for Plaintiffs, CAROL BERGER and HARRY BERGER 

SUPERIOR COURT OF 1HE STATE OF CAL1FORNIA 

FOR THE COUNTY OF STANISLAUS 

CAROL BERGER, an individual; and 
HARRY BERGER, an individual 

Plaintiffs, 

. vs. 

FORD MOTOR COMPANY; and 
DOES 1 through 50, Inclusive, 

Defendants. 

) CASE NO. 680798 
) 
) 
) UNLIMITED WRISDICTION 
) 
) CO~LAffiITFORDAMAG~ 
) 
) 1. Breach of Written Warranty 
) Pursuant to Magnuson-Moss 
) Warranty Act; 
) 2. Breach of Implied Warranty 
) Pursuant to Magnuson-Moss 
) Warranty Act; 
) 3. Breach of Express Warranty 
) Pursusat to Song-Beverly Consumer 
) Warranty Act; and 
) 4. Breach of Implied Warranty 
) Pursuant to Song-Beverly Consumer 
) Warranty Act 
) 
) DEMAND FOR JURy TRIAL 

TO THE HONORABLE COURT AND DEFENDANTS HEREIN: 

COMES NOW PlaintiffS. CAROL BERGER, an individual, and HARRY BERGER, an 

individual (hereinafter collectively referred to as "Plaintiffs',) for causes ofaction against 

manufacturer FORD MOTOR COMPANY; and DOES 1 through 50, inclusive, and alleges 

as follows: This c:!se n3s lJ~en-~r"';;"o,rl to J-i;dge WulIAM A. MA1tl~ 
Depart:i-_:':'.'-;~__ ~. : .,,:. :i:J:-:.;;.:'i::g Tr:. 

- I 
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GENERAL ALLEGATIONS 


1. The true names and/or capacities, whether individual. corporate. associate, or 

otherwise. ofdefendants DOES 1 through 5Q, inclusive, and each ofthem, are unknown to 

Plaintiffs, who therefore sues said defendants by such fictitious names. Plaintiffs are 

informed and believes, and thereupon alleges. that each of the defendants fictitiously named 

herein as a DOE is legally responsible, negligently or in some other actionable manner, for 

the events and happenings hereinafter referred to, and thereby proximately caused the 

injuries and damages to Plaintiffs as hereinafter alleged. Plaintiffs will seek leave of Court 

to amend this Complaint and state the true names and/or capacities ofsaid fictitiously 

named defendants wnen the same has been ascertained. 

2. Plaintiffs are informed and believe, and thereupon allege, that at all times 

mentioned herein, defendants, and each ofthem, including DOES 1 through 50, inclusive, 

and each ofthem, were the agents, servants, employees. and/or joint venturers' oftheir 

co-defendants, and each was> as such, acting within the course, scope, and authority ofsaid 

agency, employment, and/or venture, and that each and every defendant, as aforesaid, when 

acting as a principal, was negligent in the selection and hiring ofeach and every other 

defendant as an agent, employee, and/or joint venture. 

3. Plaintiffs, CAROL BERGER and HARRY BERGER. is, and at times 

mentioned herein were, residents of the County ofStanislaus, State ofCalifornia. 

4. Plaintiffs are informed and believe and thereupon allege that at all times 

mentioned herein, that Defendant. manufacturer FORD MOTOR COMPANY (hereinafter 

"Manufacturer") is a corporation authorized to do business in the State of California and is 

engaged in the manufacture, sale, and distribution of motor vehicles and related equipment 

and services. Manufacturer is also in the business ofmarketing. supplying, and selling 

written wa.1TIUlties to the public at large through a system ofauthorized dealerships. 

Manufacturer does business in all counties in the state ofCalifornia. 

5. On or about August 31, 2012, Plaintiffs purchased a 2011 Ford Escape 

(hereinafter "FORD"), manufactured by Manufacturer, with corresponding Vehicle 

-2
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Identification Number IFMCU9DGICKC54625. for valuable consideration. 

6. The price of the FORD. including sales tax, registration charges, document 

fees and other collateral charges, such as finance charges, totaled approximately $46,500.00 . 

7. In consideration for the purchase of the FORD, manufacturer issued and 

supplied several written warranties, including a three (3) year/36,OOO mile warranty. as well 

as other standard warranties outlined in the Manufacturer's Warranty Booklet. 

8. On or about August 31, 2012, Plaintiffs took possession oithe FORD and 

shortly thereafter experienced the various defects listed below that substantially impaired 

the use, safety and/or value oithe FORD. 

9. The defects listed below violate the express written warranties issued by 

Manufacturer, as well as the implied warranty of merchantability. 

10. Plaintiffs brought the FORD to authorized service dealerships of 

Manufacturer for various defects, including, but not limited to the following: 

a Defective engine as evidenced by vehicle using more gas than it 

should; 

b. Defective fuel system as evidenced by vehicle using more gas than it 

should; 

c. Defective braking/safety system as evidenced by the vehicle requiring 

more force than necessary to stop the vehicle; 

d Defective body/engine as evidenced by a foul smell in vehicle; 

e. Defective air conditioning system as evidenced by a foul smell in 

vehicle; 

f. Defective engine as evidenced by vehicle losing power; and 

g. Any additional complaints made by our client~ whether or not they 

are contained in your company's records or on any repair orders. 

11. Plaintiffs provided Manufacturer through authorized dealers sufficient 

opportunity to repair the FORD. 

12. Manufacturer, through its authorized dealers were unable andlor failed to 
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repair the FORD within a reasonable number ofattempts. 

13. Said defects have substantially impaired the safety, use and or value ofthe 

FORD . 

14. Said defects could not have been discovered by Plaintiffs prior to Plaintiffs' 

acceptance ofthe FORD. 

15. As a result of said defects, Plaintiffs revoked acceptance of the FORD in 

writing on October 22, 2012 

16. At the time ofrevocation ofacceptance ofthe FORD, the FORD \vas in 

substantially the same condition as at time ofdelivery except for damage caused by its own 

wear and tear. 

17. Manufacturer refused Plaintiffs' demand for revocation and has refused to 

provide Plaintiffs with the remedies Plaintiffs are entitled to upon revocation. 

18. The FORD remains in a defective and unmerchantible condition, and 

continues to exhibit the above-mentioned defects that substantially impair the FORD's 

safety. use andlor value. 

19. Plaintiffs have and. will continue to be financially damaged due to 

Manufacturer~s failure to comply with the provisions ofthe express and implied warranties. 

FIRST CAUSE OF ACTION 

BREACH OF WRITTEN WARRANTY PURSUANT 


TO THE MAGNUSON-MOSS WARRANTY ACT 


20. Plaintiffs reallege and incorporate herein by reference each and every 

allegation and statement contained in paragraphs 1 through 19, inclusive, ofthe General 

Allegations, above. 

21. Plaintiffs are a purchaser ofa consumer product who received the FORD 

during the duration ofa 'Written warranty period applicable to the FORD and who is entitled 

by the tenns of the written warranty to enforce against Manufacturer the obligations of said 

warranty. 

22. Manufacturer are persons engaged in the business ofmaking a consumer 
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product directly available to Plaintiffs. 

23. The Magnuson-Moss Warranty Act, Chapter 15 u.s.e.A., Section 230] et. 

Seq. (hereinafter "Warranty Acf~) is applicable to Plaintiffs' Complaint in that the FORD 

was manufactured, sold and purchased after July 4. 1975, and costs in excess often dollars 

($10.00). 

24. Plaintiffs' purchase of the FORD was accompanied by written factory 

vrarranties for any non-conformities or defects in materials or workmanship, comprising an 

undertaking in writing in connection with the purchase ofthe FORD to repair the FORD or 

take other remedial action free ofcharge to Plaintiffs with respect to the FORD in the event 

that the FORD failed to meet the specifications set forth in said undertaking. 

25. Said warranties were the basis ofthe bargain of the contract between the 

Plaintiffs and the Manufacturer for the sale ofthe FORD to Plaintiffs. 

26. Said purchase ofPlaintiffs' FORD was induced by, and Plaintiffs relied 

upon., these written warranties . 

27. Plaintiffs have met all oftheir obligations and preconditions as provided in 

the written warranties. 

28. As a direct and proximate result ofManufacturer's firilure to comply with the 

express warranties, Plaintiffs have suffered damages, and in compliance with 15 U.S.c. § 

2310(d), Plaintiffis entitled to bring suit for such damages and other equitable :relief 

WHEREFORE, Plaintiffs pray for judgement against Manufacturer as follows: 

a Return ofaU monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code, and all incidental and consequential 

darnagesinctaTed; 

b. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; and 

c. Such other Reliefthat the Court deems just and appropriate. 

III 

III 
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SECOND CAUSE OF ACTION 


BREACH OF IMPLIED WARRANTY PURSUANT 


TO THE MAGNUSON-MOSS WARRANTY ACT 


29. Plaintiffs reallege and incorporate herein by reference each and every 

allegation and statement contained in paragraphs 1 through 28, inclusive, ofthe General 

Allegations, above. 

30. The FORD purchase by Plaintiffs was subject to an implied warranty of 

merchantability as defmed in 15 U.S.C. § 2301 (7) running from the Manufacturer to the 

intended consumer, Plaintiffs herein. 

31 . Manufacturer are a supplier ofgoods as a persons engaged in the business of 

making a consumer product directly available to Plaintiffs. 

32. Manufacturer are prohibited from disclaiming or modifYing any implied 

warranty when making a written warranty to the consumer or when Manufacturer has 

entered into a contract within ninety (90) days ofpurchase to perform services relating to 

the maintenance or repair of a motor vehicle. 

33. Pursuant to 15 U.S.C. § 2308, Plaintiffs' FORD was impliedly warranted to 

be substantially ftee from defects and non-conformities in both material and workmanshipt 

and thereby fit for the ordinary purpose for which the FORD was intended. 

34. The FORD was warranted to pass without objection in the trade tmder the 

contract description. and was required to confonn to the descriptions of the vehicle 

contained in the contracts and labels. 

35. The above-described defects in the FORD render it unfit for the ordinary and 

essential purpose for which the FORD was intended. 

36. As a result of the breaches ofimplied warranty by Manufacturer, Plaintiffs 

have suffered and continue to suffer various damages. 

WHEREFORE, Plaintiffs pray for judgement against Manufacturer as follows: 

a. Return ofall monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code. and all incidental and consequential 
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damages incurred; 

b. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; and 

c. 	 Such other Relief that the Court deems just and appropriate. 

THIRD CAUSE OF ACTION 

BREACH OF EXPRESS WARRANTY PURSUANT 

TO THE SONG-BEVERLY CONSUMER WARRANTY ACT 

37. Plaintiffs reallege and incorpomte herein by reference each and every 

allegation and statement contained in paragraphs 1 through 36, inclusive. ofthe General 

Allegations, above. 

38. Pursuant to California Civil Code §1793.2, Plaintiffs have presented the 

FORD to authorized service dealers ofManufacturer within the term ofprotection and have 

tendered the FORD for repairs for the above-mentioned defects that substantially affect the 

safety, use and/or value of the FORD . 

39. Manufacturer have been unable or unwilling to repair said defects within a 

reasonable amount oftime. 

40. Pursuant to Civil Code §1793.2, Plaintiffs are entitled to a refund ofthe full 

purchase price ofthe vehicle, including all collateral charges and finance charges, and/or a 

replacement vehicle. plus all attorneys' fees and costs. 

41. Manufacturer have willfully violated the provisions ofthis act by knowing of 

their obligations to refund or replace Plaintiffs' FORD, but refusing to fulfill them. 

WHEREFORE, Plaintiffs pray for judgement against Manufacturer as follows: 

a. Return of the FORD's purchase price and all incidental and 

consequential damages incurred by Plaintiffs; 

b. Return ofall fmance charges incurred by Plaintiffs for the FORD; 

c. All reasonable attorneys' fees and costs, witness fees and all court 

costs and other costs; 

d. A civil penalty pursuant to California Civil Code §1794 ( c); and 

-7
COMPLAINT 


PE13-003.4 000129LC



2 

.... 
.J 

4 

5 

6 

7 

8 

9 

to 

11 

12 

>:." 13 
o::~~~ 
-«f-~~o 

"".'jo. 14
>QCVl< ..... 

z~~z~ 
<~':~: 15 
G\:l0~""-

:,...C_O 

C...l~~"'" 
-!.-(~~~ 16 
~~~qJ~ 
:J--;::~~ 

17 

18~m~ -.
~ f"'l- 19 

20 

21 

22 

23 

24 

25 

26 

27 

28 

e. Such other Relief that the Court deems just and appropriate. 

FOURTH CAUSE OF ACTION 


BREACH OF IMPLIED WARRANTY PURSUANT TO 


THE SONG-BEVERLY CONSUMER WARRANTY ACT 

42. Plaintiffs reallege and incorporate herein by re:furence each and every 

allegation and statement contained in paragraphs 1 through 41. inclusive, ofthe General 

Allegations, above. 

43. The FORD purchase by Plaintiffs was subject to an implied warranty of 

merchantability as defined by California Civil Code §1790 running from the Manufacturer 

to the intended conswner, Plaintiffs herein. 

44. Manufacturer are suppliers of consumer goods as a persons engaged in the 

business ofmaking consumer products directly available to Plaintiffs. 

45. Manufacturer are prohibited from disclaiming or modifYing any implied 

warranties under Civil Code §1790. 

46. Pursuant to Civil Code §1790, Plaintiffs' FORD was impliedly warranted to 

be fit for the ordinary purpose for which it was intended. 

47. The FORD was warranted to pass without objection in the trade under the 

contract description, and was required to conform to the descriptions ofthe vehicle 

contained in the contracts and labels. 

48. The above-described defects in the FORD caused it to fail to possess even 

the most basic degree offitness for ordinary use 

49. As a result of breaches ofimplied warranty by Manufacturer. Plaintiffs have 

sutTered and continue to suffer various damages. 

WHEREFORE., Plaintiffs pray for judgement against Manufacturer as follows: 

a. Return ofall monies paid or in alternative applicable damages 

pursuant to Section 2714 of the Commercial Code, and all incidental and consequential 

darnagesinc~ 

b. All reasonable attorneys' fees and costs, witness fees and all court 
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costs and other costs; and 

c. Such other Reliefthat the Court deems just and appropriate. 

Dated: January 15,2013 SHAINFELD & ANVAR, 
A Professional Corporation 

BY:~
JESS~ AR 
BRETT SHA FELD 

Attorneys for Plaintiffs, Carol Berger and 
Harry Berger 
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DE~FORJURY~ 

Plaintiffs. CAROL BERGER and HARRY BERGER, hereby demands a trial by 

jury . 

Dated: January 15,2013 SHAINFELD & ANV~ 
A Professional Corporation 

By:
ffi==S=S~IC~A~.~~~---

BRETTS ELD 
Attorneys for Plaintiffs. Carol Berger and 
Harry Berger 
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12304 Santa Monica Blvd. ~ S.hainfeld Suite 221 
Los Angeles, California 90025 'ii' eAnvarpc Tel: (310)442-1410 

Fax: (877) 566-8828 

www.shainfeld-anvar.com 
orel\(lshain teld-all\ ar.com 

October 22, 2012 

SENT VIA U.S. MAIL ONLY 

Ford Motor Company 
Customer Relations Department 
P.O. Box 6248 
Dearborn. MI48126 

Re: 	   v. Ford Motor Company 

Vehicle: 2012 Ford Escape 

VIN No.: IFMCU9DGICK
Notice ofRepresentation by Counsel 

Dear Sir or Madam: 

Please be advised that in accordance with California Civil Code § 1793.22{b)(3). our office 
has been retained to represent   with regard to claims against Ford Motor 
Company pursuant to the Song-Beverly Warranty Consumer Warranty Act ("California Lemon Law") 
and/or the Federal Magnuson-Moss Warranty Act with regard to the above-referenced vehicle. 

Having now been advised as to our representation, KfNDL Y CEASE AND DESIST FROM 
ANY FURTHER CONTACT OR COMMUNICATIONS, WRITTEN, VERBAL. OR OTHERWISE 
WITH OUR CLIENT, thereby directing all future correspondence and communications regarding this 
matter to our office, exclusively. If you fail to act in conformity with this directive, injunctive relief 
will be sought against you. 

You are hereby notified that pursuant to California Civil Code § I 794(d) and/or 
15 U.s.c. 231 O(d), that any settlement made with our client requires the payment of our attorneys' 
fees and costs. If a settlement is reached between you and our client that does not make arrangements 
for the payment of our attorneys' fees and costs, we will be forced to file suit against you. In addition, 
through this correspondence, you are hereby notified ofour attorneys' lien. 

Our client is seeking relieffor numerous defects and non-conformities present in their vehicle 
in addition to numerous unsuccessful repair attempts made to this vehicle. These defects and 
non-conformities include, but are not limited to the following: 

PE13-003.4 000133LC
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Page I of2 

Case Number: 1518912562 Vehicle: 2012 ESCAPE 
Customer Name:  VIN: 1FMCU9DG1C
Warranty Start Date: 08/31/2012 Mileage: 467 
Address: PO BOX 1376, RIVERBANK, CA 95367 -1376 
Phone: 209-863-8148 

Purchased: [XI New 0 Used 0 Leased (terms of lease) 
This Vehicle is: [XI IN BTB Warranty 0 IN Powertrain Warranty 0 IN Diesel Warranty 0 No Warranties 
Extended Service Plan: 0 NO [XI YES NEW 60/60K PREM MAINT(M&W) 7.5K INTERVAL & NEW 
60/60,000 PREMIUMCARE W/ROADSIDE 

REVIEW INFORMA110N: 

After review, at this time, it appears that this vehicle does not meet the requirements for a 
repurchase/replacement under the California State Lemon Law either for repeat repairs or days down for 
warranty repairs. 

There have not been any repairs to this vehicle. 
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Page 1 of 1 

From: 

Sent: 

To: 

Cc: 

Subject: 

Attach: 


Bosack, Robert (R.) <rbosack@ford.com> 

Thursday, September 20,2012 1:26 PM 

Kendall, Robert (R.) <rkendal5@ford.com> 

Stone, Terrie (T.) <tstone26@ford.com> 

RE: CALL- -CALL-1518912562-NoRA V 

imageOO1.png 

Updated with concurrence. 

from: Kendall, Robert (R.) 

Sent: Thursday, September 13, 2012 12:51 PM 

To: Bosack, Robert CR.) 

Cc: Stone, Terrie (T.) 

Subject: CALL -CALL-1518912562-NoRAV 


Robert, 

Please find Ford's position that, at this time, it appears that this vehicle does not meet the requirement 

for a repurchase/replacement. 


After review, at this time, it appears that this vehicle does not meet the requirements for a 

repurchase/replacement under the California State Lemon Law either for repeat repairs or days down 

for warranty repairs. 


There have not been any repairs to this vehicle. 


Bob Kendall 
Dispute Resolution Specialist IFord Customer Relationship Center 
rkendaI5@ford.com 
QfflceJ~66-567~518.ext. 77144 (direct) I 888-520-2385 (efax) 

file:IIO:\ \23-KENR60051214-00953627.htm 11114/2012 
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Page 1 of 1 

From: 
Sent: 
To: 
Subject: 

ravupload.ravupload@minacs.adityabirla.com 

Thursday, September 20,20122:03 PM 

Kendall, Robert (R.) <rkendaI5@ford.com> 

RAVONLINE Case Status Information for VIN: IFMCU9DGICK  

'" '" "'This is a system generated email '" '" '" 

Current Status: SUBMITTED FOR APPROVAL 

Case Details: 
VIN: JFMCU9nGICK  
Request Type: Do Not Qualify Letter 
Affiliation: Customer Relationship Center - Consumer Affairs 
Processing Dealer: FOLSOM LAKE FORD, INC. 
Requester: ROBERT KENDALL 
Requester Comments: AFTER REVIEW, AT THIS TIME, IT APPEARS THAT THIS VEHICLE 
DOES NOT MEET THE REQUIREMENTS FOR A REPURCHASEIREPLACEMENT UNDER 
THE CALIFORNIA STATE LEMON LAW EITHER FOR REPEAT REPAIRS OR DAYS 
DOWN FOR WARRANTY REPAIRS. THERE HAVE NOT BEEN ANY REPAIRS TO THIS 
VEHICLE. 

You can also view your case by clicking on VIN. 


If you have questions or concerns about your case status result, please contact RA V Headquarters 

ravuQload.ravupioad(il(minacs.adityabirla.com 


Sincerely, 

RA V Headquarters. 


file://D:\ 25-KENR60051214-00953621.htm 11114/2012 
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TOL-Do Not Qualify Case Details for IFMCU9DGICKC54625 

p{9fil,lnt•••~!;on 
y",:Q;a~~'e;~p.t'*'.I~"~';':f}.; ",', ',i .'l,i i~ "';; 

VIN: 1 FM CU9DG 1CK  

Description: '12 ESCAPE 4 DR XLT MPV 4X4 

Odometer Reading: 467 Purchase Date: 08/31/2012 Warranty Start 
Date: 

Odometer No
Replaced? 
Vehicle Obtained New Mileage At MI
As: Vehicle Purchase: 

OwnershiE: Privately Owned/Leased 

Last Name:  First Name:  
Address:  
City: RIVERBANK State: CA Zip: 
Home Phone:  Alternate Phone: Ext: 
Fax: 

 

Vehicle TYEe: Car/Light Truck 

Parts Code: 07727 . FOLSOM LAKE 
Processing Dealer: FORD, I~C. 

Dealership MR. CHARLES G. Title:
Contact: PETERSON 
Phone: Present Vehicle 
Ext: Location: 

Sales 72207 
Code: 

Symptoms 

Page I of 2 

I 

PE13-003.4 000138LC



Webmail iKeno Conn.ect 7.2.2 	 Page 4 of5 

Dealer Report and Repair Order Summary 

Please Return To: Bob Kendall 


fAX 888-520..2385 or phone 866-567-6S18 x. 77144 or e- mail to: 

rkcndal5®ford.cQm 


Attn: Service Manager - Immefliate Action Required 
·PLEASE FTLL IN THe 61.ANKS WITH A • BY muM· 

*Your name: &::t:. Pi'1c..crLJ *You~;hone Iqlb-3'~ j-Zo Y 0 

Dealership Name: FOLSOM LAKE FORD, INC. 

Review Open Date: 9113112 I CuDL Case#: I 1518912562 
Customerls Name:  Vin: 1FMCU9DGICK  
YearlMakelM.odel 2012 ESCAPE "'Current 

Mileage: 
467 

I. 	 Does this vehicle have commercial lettering or decals on it? Is it used for commercial purf'Oses? 
Yes No 

o ~	If yes, please explain, and ifyou know this vehicle is part of a fleet of 5 or more vehicles owned by this 
customer, please advise. 

1. 	 Docs this vehicle have a performance chip, lift kit, remote slarter, or other aftermarket accessories? 
Yes No 

o Ifye~lease list aftermarket item/so 

L 	Does this vehicle show signs of abuse, miss use or lack of maintenance? 
Yes 1\'0 

o 	 I~S. please explain in detail how you came to this conclusion, all diagn{)Stic tests perfonned, specifications 
before/after, and what proof you have of abuse or lack ofmaintenance. Take and send pictures ifavai lable. 

I. To~mber ofdays the vehicle has been out of service for Ford wammty repairs at your dealership? 

NOTE: This number should no1 include days out of service for maintenance or customer paid repairs, days an 
RO was left open while the vehicle was in the customers possession. or days the vehicle was left by the 
customer prior to a scheduled appointment or after repairs were completed. Please explain in gre<lter 
detail on the following Repair History summary. 

Sign"",,, Date: ~-/3 -/d-

Please attach any additional comments on a sel)srate page 

RETAIN A COpy FOR YOUR RECORDS 

http://mail.folsomlakeford.com!webmaillmailView.php?desktop'''''mailView.php&actio.n=p... 9/13/2012 
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__ _ 

Webmaill Kerio COIUlect 7.2.2 Page 50f5 

Dealership Repair History Summary 


Wt\RRANTY~3/36 Bumper to Bumper D 4/50 Bumper to Bumper 0 5/l 00 PowerStroke Diesel Engine Warranty 
($1 00 Deductible) 

FORD ESP 0 PremiumCARB 
MaintcnanccCARE 

Expiration: Date 

0 ExtmCARE 

Miles 

0 BaseCARE D PowertrainCARE 0 RentalCARE 0 

PLEASE INDICATE TYPE 0 Goodwill ESP 0 Customer purchased retail ESP 0 Non-Ford ESP Name of 
Provider? ___ 

RO 
Number 

btnJ,b 

Date 
In 

qht
12

Date 
Completed 

'l-i/2. 

Total 
Days 

} 

Mileage 

2bO 

Customer's 

i4c~ 
~ 
't!t:i -. ,. 

Action T~ken 

~tL ( 

How Paid? 
Warranty 1 
AWA! ESPI 
Retail ! 
Dellier 
Internal) 

~~,L 
~ 

~L .1: 
~d,Jr:L 

.-~ 

~JJJ.",~ 
~LA:~ 
::":3, 'f '" f "t' 

.~ rtlS 

/tJPF qJL 
... ~...... ' ...~ 

" -T 

Please duplicate. as necessary and attacb additional sheets. 

http://mail.folsomJakeford.com/webmaiJ/mailView.php?desktop--mailView.php&action=p... 9113/2012 
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~t,*:;rw. 
~~ £QI.JIIMIN'I 

mx:;ertified 
12755 FOLSOM BLVD.. FOLSOM, CA 95630 916-353-2000 

FOCS647176 

M.......... ~ 
~'1'If\'JrrHOA~,LtoiIIVCOIl& (') 

EPA. CNlOOO926972 s: 
BAR , AL 143518 ... 

..... ...... .... 
en 

1IIIIIIIIIIIIIINllllnlllllllllll'~N.~1 
010 Hl"¢c::S64 71 7 6 

178613 

VeIIR I r.w<E n.looa OELMiFIV DIJE

12/FORD TRUCK/ESCAPE/UT 40R 4WD XLl 08/31/12
\I&lIC~E I.ONe. IlEU.II'lG D~II\.I:H Il1O I PAOOUCTIOi'l DAT"

RIVERBANK, CA  1 FMC U 9 0 G 1 C K  
F. 1: E.tIO, 

ItQ'09/07/12 i 
nF:

MO: 273 
JtlEll 1 CHARGES-· .. - ....... --." ............................... , ....................................... .. 


LABOR·· .. ···· .............................. ~ .... -- ........................... ~ .•••

JI 1 09FOZ ,FUEL SYS1'ET4S:1iST '" ,,'., .', ,•.', ,TECH(S) :5101' ' '.". "WARRAm 

(¥>4ER REPORTS THE VEHICLE IS USING HORE &AS THAN IT SH~LO. 
RUN FUEL CONSUMPTION TEST AND ADVISE PLEASE 
ROAD TESTED & PERFROHED FUEL [COMEY TEST I AVERAGED 23.4 
HPG 

JOB# 1 TOTALS .. · ...... •• .. ••••• .. ·•••••• .. ·••••·· ......•...... . .............. .. 

.:mil 1 .nIRNAL PREFIX FoeS J'.JB/I 1 TOTAL 0.00
JOBi 2 CHARGES···· ......•... . .............................................................. " .• 


LABOR· .. ••• .. ••·•••• .. ••• ........................................................... . 

JII 202FOZ·2000e. . .BAAKECONCERN D-IAS ..••.. ·.lEai<S):5707 .• 

OWNER REPORTS TIlE BRAKES ARE REQUIRING !(IRE FMC TO STOP 
THAN THEV SHOULD. INSPECT AND ADVISE PLEASE 
ROAD TESTED COULD NOT VERIFY TIlIS CONCERN AT THIS TIME. 
vISUALLY INSPECTED BRAKE PADS. CLAIPERS. ROTORS. ALL OK AT 
THIS TIME 

~ 2 TOTALS· .. · .. ·•·•• .. •• .. ••••••••••• .... •................ ·•·· .•••. 


JOBf .2 JOURNAL PREFIX FOCS JOB#f 2 TOTAL 0.00
JOB# 3 CHARGES···· ....... ..•••••••••••.•••.••...•••.•• . ..•••••.••••••••••••••••.•... 


LABOR .... · ............................ -- ..................................... .. 
Jf 3 12FOZ.;02:344A lNttRJOIt TRll'l'Ml~ ." . .... TECH(S) :5707 . .. 

OWNER REPORTS THE VEHICLE HAD A FUNNY SHELL ItMEN TliEY FIRST 
WENT ON TEST ORIVE BEFORE THEY PURCHASED IT. INSPECT AND 
ADVISE PLEASE 
COULD NOT VERIFY THIS CONCERN. 
SENDING TO DETAIL TO HAvt THE ItrrERIOR REFRESHENED 

JOB# 3 TOTALS······ .. ····•••· .. ··•· .............. -. . . • .. • • • • • . • . ....•••••• 


.XJ3I 3 JOURNAL PREFIX FOCS JOB#' 3 TOTAl.. 0.00
JOB#' 4 CHARGES······ .. ••·• .. · ................................................................. . 


~~~ ••••••••••• , .. ..................... ~ ••• ,..............., ••• ' •••••, ...... ~~~ ..... w ..... __ _ 

JI 4 01FQtTIRE. PSI ..•. TIRE PsI INSP~tttOH:·· .. nTEOI{S) :5101 
INSPECT TIRE PRESSURE AND DOCUMENT 

LEFT FRONT·····LEFT REAR···· "RIGHT FRONT·····RIGHT REAR·· ••• 
TIRE INFLATION REaJLATION 
ADJ. TIRE PRESSURE TO 36PSI 

JOBff 4 TOTALS" .. ".... - .......... . 

.D# 4 JOURNAl PREFIX FOCS JCJ3# 4 TOTAL 0.00 

SJGNATURIi 
~AGE10F2 SERVICE FILE COPY [OONTINUEO ON NEXT "AGE] j U2pm 

TIM R_l'"C..n.rod R..,.rtOfdD CompJ:ny EFWNn/illVa 
CIOtl".l 0 (1~} 
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I 
..ri1\J1~1 
I't'RI'ORMANC! EQUIIM'IENT 

FOCSS47176 
."

MoIDicraft_ 0 
QU/lll1Y PM!5 FO~ I/l\IAl'lV CAR:; (') 

EPA. CAIlOOO926972 ~ 
BAR • AL 143518 ,&II.~d ..... 

12755 FOLSOM BLVO.. FOLSOM, CA 95630 916-353-2000 .... 
...... 
en 

111111111111111111110. 
010lIl!'OCS6471'76 

CI.ISTOMEFI NO. TAGN178613 1;GOINGS 4391 

  
RIVERBANK, CA  

M'E I~lCeNse N(1 IMll.El.aE 

I_IMOOE~ 
FORD TRUCK/eSCAPE/UT 4DR 

VEHlClE 1,1;), NO. 

4WD X 

 

1 FMC U 9 0 G 1 eK  

O,8099 l09i07/12 iFO'CSN 

647176 
260 INGOT S I LV Uo998 
~DIIrE OOJVEFlYMII.ES 

ITOTALS·· .. ···---····· ......... ---- ........ - •. --- •••••• ---.--- ...... ----- ....... --.- •••• ----- 

NEW SERVICE DEPARTHENT HOURS 7;OOAM TO 6:00PM MONDAY 
7:00AM TO 7:00PM TUE-FRIDAYI 
8:00AM TO 5:00PM SATURDAYS 

BOOVSHOP HOURS : 8:00AM TO 5:00PM H-F 

YOU HAY RECEIVE ASATISFACTION SURVEY BY HAIL OR PHONE, IF 
YOU'RE NOT COMPLETELY SATISFIED TO ALL THE 
QUESTIONS. PLEASE CONTACT OUR SERVJCE MANAGER. YOUR 
SATISFACTION IS OUR 11 GOAL. THANK YOU FOR CHOOSING 

FOLSOM lAKE FORD 
www.fo1~.akeford.com 

-*******'*-**"'******** I ACKNOWLEDGE NOnCE: AND ORAl APPROVAL OF AN 
INCREASE IN THE ORIGINAL ESTIMATED PRICE ................... . 

COStOMER SIGNAtURE 

TOTAL LABOlt... 0.00 
TOTAl PAATS.... 0.00 
TOTAL SUBLET... 0.00 
TOTAL G.O.G.... 0.00 
TOTAL MIse COO, 0.00 
TOTAL MISC OISC 0.00 
TOTAl TAX...... 0.00 

TOTAL INVOICE S 0.00 

08/31/12 21 
!!EU.li'IG DEAJ.,ER NO. l'AOOUCT1ON Op;fE 

MO: 273 

SEP 0 7 REC'D 


SIGNATURE 
PAGe 201":;) SEIMCI!! FILl!! COpy [ END OF INVOICS 1 12:32pm 

_~no"'""d ...",~I""C_y eRAlNTlNYE 
~l"""()llt14::f.l) 
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CuDL Issue List Page 1 of 1 

ISSUE LIST 

last Handling Namel Vinl Model Year and IssueDatel Reason Desc Case No. Vehicle line TypeIssue Status 

10/23/2012  1FMCU9DG1CK  2012 ESCAPE X 09 
CLOSED CLP -IN - BUYBACK STATE LL 1518912562 
10/22/2012  1FMCU9DG1CK  2012 ESCAPE X 01 
CLOSED ESCALATION MISSED FOLLOW-UP 1518912562 
10/18/2012  1FMCU9DG1CK  2012 ESCAPE X 01 

CORRESPONDENCE
CLOSED 1518912562CORRESPONDENCE 
9/25/2012  1FMCU9DG1CK  2012 ESCAPE X 01 

CRC RELATED - ALLOW FOLLOW UP
CLOSED 1518912562

TIME TO OCCUR 
9/21/2012  1FMCU9DG1CK  2012 ESCAPE X 01 

CRC RELATED - ALLOW FOLLOW UP
CLOSED 1518912562

TIME TO OCCUR 

Ford Confidential 

10/29/2012 
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Customer Data Link - CuDL Page 1 of9 

All Action Details for Issue 

VIN: 1FMCU9DG1CK  Year: 2012 Model: ESCAPE XCase: 1518912562 
Name:  Owner Status: Original WSD: 2012-08-31 
Symptom Desc: ODOR PASSENGER COMPARTMENT Primary Phone:  
Reason Desc: CLP - IN - BUYBACK STATE LL Secondary Phone:  
Issue Type: 09 BUYBACK STATE LL Issue Status: CLOSED 

Action: TIER ONE OPEN ISSUE 
Origin Desc: TIER ONE Dealer: 07727 FOLSOM LAKE FORD, INC. MELBOURNE 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: TUCKER 
VIRGINIA Analyst: VTUCKER8 

Action Date: 09/12/2012 Action Time: 
14.24.51.549 Action Data: No 

Comments ****CUST SAID****-TOOK FOR TEST DRIVE AND THERE WAS A FOUL SMELL AND 
ODOR -SMELL IS GETTING WORSE ·TOOK VEH TO DEALERSHIP 91712012-DEALERSHIP 
CANNOT DIAGNOSE SMELL -CUST WOULD LIKE TO RETURN VEH UNDER LEMON -CUST 
NOTICE THE SMELL WHEN DOING THE TEST DRIVE ON THE VEH -CUST IS CONCERNED 
BECAUSE SHE HAS SEVERE ASTHMA AND EYE PROBLEM -CUST HAS CONTACTED THE 
DEALERSHIP ABOUT RETURNING THE VEH -DEALERSHIP PROVIDED CRC NUMBER 
****DEALER INFO***FOLSOM LAKE FORD 12755 FOLSOM BLVD.FOLSOM CA 95630(916) 353-2000 
***CRC ADVISED***YOUR REQUEST WILL BE INVESTIGATED BY ASPECIALIST HERE AT THE 
CUSTOMER RELATIONSHIP CENTER TO SEE IF THE VEHICLE MEETS THE STATE OF 
CALIFORNIA'S LEMON LAW GUIDELINES FOR REPLACEMENT. IF YOUR VEHICLE DOES NOT 
QUALIFY, YOU WILL RECEIVE ACALL FROM A CUSTOMER SERVICE MANAGER WITHIN 10 
BUSINESS DAYS TO ASSIST YOU WITH YOUR REPAIR NEEDS AND A LETTER FROM FORD 
STATING THAT YOUR VEHICLE DOES NOT QUALIFY. IF YOUR VEHICLE QUALIFIES FOR 
REPLACEMENT, YOU WILL RECEIVE AN OFFER LETTER IN APPROXIMATELY 15 BUSINESS 
DAYS FROM THE REACQUIRED VEHICLE PROGRAM HEADQUARTERS. THE LETTER WILL 
PROVIDE INSTRUCTIONS REGARDING DOCUMENTS AND INFORMATION NECESSARY TO 
COMPLETE THE PROCESS, INCLUDING THE ORIGINAL SALES CONTRACT, CURRENT LOAN OR 
LEASE DOCUMENTS, AND CURRENT MILEAGE TO DETERMINE USAGE FEES. IF YOU DO NOT 
RECEIVE ACOMMUNICATION FROM FORD MOTOR COMPANY WITHIN 15 BUSINESS DAYS, 
PLEASE CALL US HERE AT THE CUSTOMER RELATIONSHIP CENTER TO FURTHER 
INVESTIGATE YOUR REQUEST. 

Action: REQUEST RO FROM SERVICE MANAGER 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. 
RESOLUTION PROGRAM 

CommType:Odometer: 467 MI OTHER 
Analyst Name: Analyst: RKENDAL5KENDALL ,ROBERT 

Action Time: 

https:llweb.cudl.deaierconnection.com/lssues/CuDLIssueActionsAllPrint.a... 10/29/2012 
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Customer Data Link - CuDL Page 2 of9 

Action Date: 09/12/2012 15.53.09.798 Action Data: No 

Comments -DRS, BOB-EMAIL DEALER REPORT 

Action: REQUEST RO FROM SERVICE MANAGER 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. RESOLUTION PROGRAM 

CommType:Odometer: 467 MI OTHER 

Analyst Name: 
 Analyst: RKENDAL5KENDALL ,ROBERT 


Action Time:

Action Date: 09/12/2012 Action Data: No15.53.10.854 

Comments -DRS, BOB-EMAIL DEALER REPORT 

Action: REQUEST RO FROM SERVICE MANAGER 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. RESOLUTION PROGRAM 

CommType:Odometer: 467 MI OTHER 

Analyst Name: 
 Analyst: RKENDAL5
KENDALL ,ROBERT 


Action Time:

Action Date: 09/12/2012 Action Data: No

15.53.12.547 

Comments -DRS, BOB-EMAIL DEALER REPORT 

Action: BB-DOCUMENT ADDITIONAL INFORMATION 
Dealer: 07727 FOLSOM LAKE FORD, INC. Origin Desc: CVPI AGENTS 
Odometer: 467 MI Comm Type: OTHER 
Analyst Name: JAYMIE SHEIR (JSHEIR1) Analyst: JSHEIR1 
Action Date: 09/13/2012 Action Time: 12.25.58.490 Action Data: No 

Comments -COURTESY CALL TO FOLSOMLAKEFORD SPOKE WI SM BOB TAYLOR TO CONFIRM 
RECEIPT OF REQ FOR DLR REPORTIACCT RO'S-ADVISED OF 24 HR TURN AROUND 

Action: RECEIVED RO FROM SERVICE MANAGER 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. 
RESOLUTION PROGRAM 

CommType:Odometer: 467 MI OTHER 

Analyst Name: 
 Analyst: RKENDAL5KENDALL ,ROBERT 


Action Time:
Action Date: 09/13/2012 Action Data: Yes15.48.42.846 

https :llweb.cudLdealerconnection.com/Issues/CuDLIssueActionsAIIPrint.a... 10/29/2012 
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Customer Data Link - CuDL Page 3 of9 

Comments -DRS, BOB-RECEIVED DEALER REPORT 


Data Element Name Data Value 


DATE RECEIVED: 09-13-2012 


Action: MOVE CASE TO RES FOR HANDLING 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. RESOLUTION PROGRAM 

CommType:Odometer: 467 MI OTHER 

Analyst Name: 
 Analyst: RKENDAL5KENDALL ,ROBERT 


Action Time:
Action Date: 09/13/2012 Action Data: No15.49.02.250 


Comments -DRS, BOB-EMAILED RES FOR REVIEW 


Action: MOVE CASE TO CCT FOR HANDLING 
Origin Desc: CONSUMER AFFAIRS Dealer: 07727 FOLSOM LAKE FORD, INC. SMALL CLAIM 

Comm Type: INBOUNDOdometer: 467 MI EMAIL-OTHER 

Analyst Name: 
 Analyst: RBOSACKBOSACK,ROBERT 

Action Date: 09/20/2012 Action Time: 13.13.35.900 Action Data: No 


Comments REVIEWED VEHICLE INFORMATION AND AGREE WITH NO RIR AT THIS TIME. 

Action: UPLOAD RAVONLINE INFORMATION 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 07727 FOLSOM LAKE FORD, INC. RESOLUTION PROGRAM 

Comm Type:Odometer: 467 MI OTHER 
Analyst Name: 

Analyst: RKENDAL5KENDALL ,ROBERT 
Action Time:Action Date: 09/20/2012 Action Data: No13.48.24.821 

Comments -DRS, BOB-SUBMITTED RAV FOR HANDLING 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 07727 FOLSOM LAKE FORD, INC. 
SOLUTIONS TEAM 

Odometer: 467 MI Comm Type: PHONE 

https:llweb.cudl.dealerconnection.com/Issues/CuDLIssueActionsAllPrint.a... 10/29/2012 
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Customer Data Link - CuDL Page 4 of9 

Analyst Name: Analyst: TCRISTIACRISTIANO,TAMMY 

Action Time:
Action Date: 09/21/2012 Action Data: Yes16.03.10.005 

Comments *CSM TAMMY EXT 77753* INITIAL CASE REVIEW- WSD: 2012-08-31, CUSTOMER HAS 
A FLT STATUS. THERE IS NO GCQIS REPORT AND THERE ARE NO REPAIRS LISTED IN AWS. 
MADE OBC TO SF WAYNE AND REQUESTED ARETURN CALL TO SEE IF THERE ANY NEXT 
STEPS FOR CUSTOMER SATISFACTION. WAITING ON A RETURN CALL SET AFOLLOW UP FOR 
MONDAY 9-24-2012 BY 5:00 PM PST. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-24-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: TRANSFER ISSUE 

Origin Desc: CUSTOMER CARE


Dealer: 07797 ALBANY FORD, INC. SOLUTIONS TEAM 

Odometer: 467 MI Comm Type: PHONE 

Analyst Name: 
 Analyst: TCRISTIACRISTIANO,TAMMY 


Action Time:
Action Date: 09/21/2012 Action Data: No
16.58.13.101 

Comments *CSM TAMMY EXT 77753* RECEIVED AN IBC FROM SF WAYNE AND HE ADVISED 
THE CUSTOMER CAN BRING THE VEHICLE IN FOR AN INSPECTION FOR THE ODOR CONCERN. 
MADE OBC TO THE CUSTOMER @ PRIMARY PHONE:  AND ADVISED 
UNFORTUNATELY I WILL NOT BE ABLE TO FACILITATE HER REQUEST FOR ABUY BACK. 
ADVISED THE CUSTOMER WE CAN GET THE VEHICLE INTO THE DEALERSHIP AND SEE WHAT 
WE CAN DO TO MAKE THIS SATISFACTORY FOR HER. THE CUSTOMER SAID THEY KNOW THE 
OWNERS OF ALBANY FORD AND WANTTO TAKE IT THERE. ADVISED THE CUSTOMER I WOULD 
TRANSFER THE CASE AND REQUEST THE CSM FOR THAT REGION TO FOLLOW UP ON 
MONDAY 9-24-2012 BY 5:00 PM PST TO MAKE ARRANGEMENTS FOR THE VEHICLE TO GO INTO 
THE DEALERSHIP. THE CUSTOMER SAID CALL THE MAIN NUMBER FIRST AND IF NOT 
AVAILABLE TO CALL CELL  

Action: CREATE FOLLOW UP 

Dealer: 07797 ALBANY FORD, INC. Origin Desc: CUSTOMER CARE 
SOLUTIONS TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: 
CRISTIANO,TAMMY Analyst: TCRISTIA 

Action Date: 09/21/2012 Action Time: 
16.58.43.423 Action Data: Yes 

Comments "CSM TAMMY EXT 77753* RECEIVED AN IBC FROM SF WAYNE AND HE ADVISED 
THE CUSTOMER CAN BRING THE VEHICLE IN FOR AN INSPECTION FOR THE ODOR CONCERN. 

https:/ Iweb.cudl.dealerconnection.com/Issues/CuD LIssueActionsAlIPrint.a... 10/29/2012 
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Customer Data Link - CuDL Page 5 of9 

MADE OBC TO THE CUSTOMER @PRIMARY PHONE:  AND ADVISED 
UNFORTUNATELY I WILL NOT BE ABLE TO FACILITATE HER REQUEST FOR A BUY BACK. 
ADVISED THE CUSTOMER WE CAN GET THE VEHICLE INTO THE DEALERSHIP AND SEE WHAT 
WE CAN DO TO MAKE THIS SATISFACTORY FOR HER. THE CUSTOMER SAID THEY KNOW THE 
OWNERS OF ALBANY FORD AND WANTTO TAKE IT THERE. ADVISED THE CUSTOMER IWOULD 
TRANSFER THE CASE AND REQUEST THE CSM FOR THAT REGION TO FOLLOW UP ON 
MONDAY 9-24-2012 BY 5:00 PM PST TO MAKE ARRANGEMENTS FOR THE VEHICLE TO GO INTO 
THE DEALERSHIP. THE CUSTOMER SAID CALL THE MAIN NUMBER FIRST AND IF NOT 
AVAILABLE TO CALL CELL-  

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-24-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07797 ALBANY FORD, INC. TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: BAYLOR, 
LYNN Analyst: LBAYLOR1 

Action Date: 09/24/2012 
Action Time: 
18.45.52.714 Action Data: Yes 

Comments -CSM LYNN X77759 - OBC TO THE CUSTOMER -  - NO ANSWER - LEFT 
MESSAGE - - NO ANSWER - LEFT MESSAGE - SET FlU FOR 9/25/2012 BY 7PM EST 

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-25-2012 
TIME OF FOLLOW UP (HH:MM): 19:30 

Action: CUSTOMER DOES NOT QUALIFY LETTER SENT 
Origin Desc: CONSUMER AFFAIRS Dealer: 07727 FOLSOM LAKE FORD, INC. REACQUIRED VEHICLES 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: Analyst: C-DAUNTDAUNT,CHRIS 

Action Date: 09/24/2012 Action Time: Action Data: No20.00.52.834 

Comments AFTER REVIEW, AT THIS TIME, IT APPEARS THAT THIS VEHICLE DOES NOT MEET 
THE REQUIREMENTS FOR A REPURC 

Action: MOVE CASE TO CCT FOR HANDLING 
Origin Desc: CONSUMER AFFAIRS Dealer: 07727 FOLSOM LAKE FORD, INC. REACQUIRED VEHICLES 
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Customer Data Link - CuDL Page 6 of9 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: Analyst: C-DAUNT
DAUNT.CHRIS 

Action Date: 09/24/2012 Action Time: Action Data: No20.00.53.077 

Comments AFTER REVIEW, AT THIS TIME, IT APPEARS THAT THIS VEHICLE DOES NOT MEET 
THE REQUIREMENTS FOR A REPURC 

Action: TRANSFER ISSUE 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07797 ALBANY FORD, INC. TEAM 

Odometer: 467 MI Comm Type: OTHER 
Analyst Name: BAYLOR, 
LYNN 

Analyst: LBAYLOR1 

Action Date: 09/25/2012 
Action Time: 
17.07.14.313 Action Data: No 

Comments -CSM LYNN X77795 - TRANSFERING CASE BACK TO ALBANY FORD - P&A CODE: 
07797 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07797 ALBANY FORD, INC. TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: BAYLOR, Analyst: LBAYLOR1
LYNN 

Action Time:Action Date: 09/25/2012 Action Data: Yes17.17.06.973 

Comments -CSM LYNN X77759 - OBC TO THE CUSTOMER - - SPOKE WITH THE 
CUSTOMER - STATED THAT THE VEH IS LOSING POWER WHEN ACCELERATING - 2012 
ESCAPE - SET UP APPT WITH ALBANY FORD FOR FRIDAY AT 11AM - SET FlU ON 10/01/2012 BY 
7PM EST 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-01-2012 
TIME OF FOLLOW UP (HH:MM): 19:30 

Action: CUSTOMER DOES NOT QUALIFY LETTER SENT 
Origin Desc: CONSUMER AFFAIRSDealer: 07797 ALBANY FORD. INC. 
REACQUIRED VEHICLES 

Comm Type: OUTBOUNDOdometer: 467 MI MAIL-OTHER 
Analyst Name: Analyst: R-WYNGLAWYNGLASS. RENEE 
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Customer Data Link - CuDL Page 70f9 

Action Date: 10/01/2012 Action Time: 09.48,23,244 Action Data: No 

Comments 9/24 SENT CUST DOES NOT QUALIFY LETTER TO PO BOX 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07797 ALBANY FORD, INC, TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: BAYLOR, Analyst: LBAYLOR1
LYNN 

Action Time:
Action Date: 10101/2012 Action Data: Yes18,56,01.574 

Comments -CSM LYNN X77759 - RECEIVED VOICEMAIL FROM THE CUSTOMER STATING THAT 
ON THE WAY HOME FROM THE DEALER THE VEH LOST POWER ENTERING THE FREEWAY 
AND WAS ALMOST REARENDED - RECEIVED EMAIL FROM THE DEALER STATING: SHE'S 
REQUESTING ABUYBACK FOR A FOUL ODOR EMITTING FROM HER VEHICLE. SHE ALSO 
STATES THAT THE VEHICLE LOSES POWER. THIS IS SOMETHING THAT WE'VE NOT BEEN 
ABLE TO VERIFY, WE HAD THE VEHICLE IN FRIDAY AND ROAD TEST THE ESCAPE WITH THE 
CUSTOMER AND WITHOUT, NEITHER TIME WERE WE ABLE TO VERIFY THE CONCERN OF 
LOSING POWER. WE DEODORIZED THE SYSTEM AND NEVER COULD SMELL THE FOUL ODOR 
DESCRIBED BY THE CUSTOMER. WE RELEASED THE VEHICLE, THE CUSTOMER LATER 
CALLED TO INFORM US THAT THE VEHICLE LOST POWER AGAIN, AGAIN, WE WERE NEVER 
ABLE TO VERIFY THAT, THERE WERE NO TSB'S OR SSM'S RELATED TO THE CUSTOMER'S 
CONCERN AND THERE WERE NO CODES IN THE MEMORY. THE CUSTOMER ASKED THAT I 
RELAY THIS INFORMATION TO YOU AS THEY'VE BEEN IN CONTACT WITH YOU OR TAMMY AND 
WOULD LIKE THE VEHICLE BOUGHT BACK UNDER THE LEMON LAW. IF YOU SHOULD NEED 
ANY OTHER INFORMATION FROM ME, PLEASE LET ME KNOW.OBC TO THE CUSTOMER: 

-SPOKE WITH THE CUSTOMER - THE LOSS OF POWER HAPPENED AGAIN THIS 
MORNING - THE VEH WASN'T DRIVEN THIS WEEKEND - THE CONCERN OCCURS WHEN IT'S 
COLD OR WARM (ENGINE TEMP) - BAD SMELL IN THE VEH IS STILL THERE - CALLING TOM 
HILLIER FORD - OREN SIM - SPOKE WITH ED - SAID TO HAVE THE CUSTOMER BRING THE VEH 
IN ON FRIDAY, EARLY - ED IS THERE ANYTIME AFTER 7AM - OBC TO THE CUSTOMER -

 - ADVISED TO BRING THE VEH IN ON FRIDAY, EARLY - SET FlU FOR 10105/2012 BY 
7PM EST 

Data Element Name Data Value 

DATE OF FOLLOW UP: 
TIME OF FOLLOW UP (HH:MM): 

10-05-2012 
19:30 

Action: TRANSFER ISSUE 

Dealer: 07767 TOM HILLIER FORD Origin Desc: CUSTOMER CARE 
SOLUTIONS TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: Analyst: RDEFILl4DEFILIPPO,REBECCA 

Action Date: 10105/2012 Action Data: NoAction Time: 
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Customer Data Link - CuDL Page 8 of9 

15.48.40.428 

Comments OBC TO DEALER SPOKE WITH WARREN, CSM APPROVED RENTAL IF ESP DOES 
NOT COVER, CUSTOMER TO TAKE RENTAL OVER WEEKEND, CSM TO FU WITH CUSTOMER 
AND DEALER ON 10-05-2012. CUSTOMER ASKING FOR ADDITIONAL REVIEW. CSM PROVIDED 
CONTACT INFORMATION AND SET FU. 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 07767 TOM HILLIER FORD SOLUTIONS TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: Analyst: RDEFILl4
DEFILlPPO,REBECCA 

Action Time:Action Date: 10105/2012 Action Data: Yes
15.49.15.558 

Comments SETTING FU 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-05-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 

Dealer: 07767 TOM HILLIER FORD ~~[~T?~~~: ~EUASJOMER CARE 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: Analyst: RDEFILl4DEFILlPPO,REBECCA 

Action Time:Action Date: 10105/2012 Action Data: Yes15.51.49.667 

Comments SETTING CORRECT FU 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-08-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07767 TOM HILLIER FORD 
TEAM 

Odometer: 467 MI Comm Type: PHONE 
Analyst Name: BAYLOR, 

Analyst: LBAYLOR1LYNN 
Action Time:Action Date: 10/10/2012 Action Data: Yes13.01.29.252 
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Customer Data Link - CuDL Page 9 of9 

Comments CSM LYNN X77759 - RECEIVED INBOUND CALL FROM CUSTOMER - CUSTOMER 
ADVISING OF HAVING CONCERN WITH THE SLUGGISH ACCELERATION IN THE VEH - OBC TO 
THE DEALER - SPOKE WITH ORIN AND ADVISED THAT THE VEHICLE DRIVES LIKE AN ESCAPE 
SHOULD - UNABLE TO LOCATE ANOTHER SMELL THAT WOULD BE ABNORMAL FROM THE 
COOLANT SYSTEM FLUSH THAT WAS PERFORMED - OBC TO THE CUSTOMER - ADVISED TO 
PICK UP THE VEH AND DROP OFF THE RENTAL - WILL BE PAYING FOR THE RENTAL - SET FlU 
FOR 10/16/2012 BY 7PM FOR ANOTHER GOOD FAITH REVIEW FOR THE BUYBACK REQUEST-

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-16-2012 

TIME OF FOLLOW UP (HH:MM): 19:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONS

Dealer: 07767 TOM HILLIER FORD TEAM 

Odometer: 467 MI Comm Type: PHONE 

Analyst Name: BAYLOR, 
 Analyst: LBAYLOR1
LYNN 


Action Time:

Action Date: 10/11/2012 Action Data: No13.48.12.085 

Comments -CSM LYNN X77759 - OBC TO THE DEALER - SPOKE WITH SIM OREN - P&A CODE: 
07767 - REPAIR ORDER NUMBER 66223 - REPAIR LINE: 01 - AMOUNT $391.00 - APPROVAL 
CODE: M046V - PROGRAM CODE: P11 • CUSTOMER CONTACTED THE DEALER ABOUT THE 
CONCERN WHEN PICKING UP THE VEH - THE DEALER ADVISED THE CUSTOMER THAT THE 
VEH IS DRIVING AS DESIGNED AND IF THE CUSTOMER CALLS ME AND STATES THAT IT IS 
ACTING UP TO HAVE THEM BRING THE VEH RIGHT INTO THE DEALERSHIP AND THEY WILL 
LOOK AT IT RIGHT AWAY-

Action: CUSTOMER RETAINED LAWYER 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 07767 TOM HILLIER FORD 
TEAM 


Odometer: 467 MI Comm Type: PHONE 

Analyst Name: BAYLOR, 


Analyst: LBAYLOR1LYNN 

Action Time:
Action Date: 10/23/2012 Action Data: No12.27.35.820 

Comments COMMENTS -CSM LYNN X77759 . RECEIVED INBOUND VOICEMAIL FROM THE 
CUSTOMER THAT SHE HAS RETAINED AN ATTY - NO LONGER ABLE TO SPEAK WITH THE 
CUSTOMER-CASE CLOSED 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of2 

All Action Details for Issue 

Model: Case:VIN: 1FMCU9DG1CK  Year: 2012 
ESCAPE X 1518912562 

Name:  Owner Status: Original ~SD: 2012-08

Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE P . Ph 
RELATED nmary one.

Reason Desc: ESCALATION MISSED FOLLOW-UP Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: TIER ONE OPEN ISSUE 
Dealer: 07767 TOM HILLIER FORD Origin Desc: TIER ONE - MELBOURNE 
Odometer: 1MI Comm Type: PHONE 
Analyst Name: DOUST TY Analyst: TDOUST 
Action Date: 10/18/2012 Action Time: 17.57.31.009 Action Data: No 

Comments ***CUST SAYS***=HAS NOT RECEIVED SCHEDULED F/U***CRC ADVISED***=YOUR 
CONCERN HAS BEEN DOCUMENTED 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONS

Dealer: 07767 TOM HILLIER FORD TEAM 
Odometer: 1MI Comm Type: PHONE 
Analyst Name: BAYLOR, Analyst: LBAYLOR1
LYNN 

Action Time:Action Date: 10/19/2012 Action Data: Yes18.56.19.258 

Comments -CSM LYNN X77759 - OBC TO THE CUSTOMER -  - SPOKE WITH THE 
CUSTOMER AND ADVISED THAT THE GOOD FAITH WAS REVIEWED AGAIN AND WE WILL NOT 
BE REPURCHASING THE VEH - THE CUSTOMER STATES THEY ARE STILL HAVING THE 
CONCERN WITH THE VEH - THIS VEH ONLY HAS 850 MILES - WOULD LIKE TO HAVE HER 
HUSBAND TEST DRIVE WITH THE SIM TO DUPLICATE THE CONCERN - CALLED DEALER OREN 
IS NOT IN TODAY WILL BE BACK ON MONDAY - SET FlU FOR 10/22/2012 BY 7PM EST 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-22-2012 

TIME OF FOLLOW UP (HH:MM): 19:30 


Action: CREATE FOLLOW UP 

Dealer: 07767 TOM HILLIER FORD Origin Desc: CUSTOMER CARE SOLUTIONS 
TEAM 

Odometer: 1MI Comm Type: PHONE 

Analyst Name: BAYLOR, Analyst: LBAYLOR1 
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LYNN 
Action Time:Action Date: 10/22/2012 Action Data: Yes13.53.59.364 

Comments -CSM LYNN X77759 - OBC TO THE DEALER - SPOKE WITH OREN - THE CUSTOMER 
WILL BRING THE VEH IN ON THURSDAY TO HAVE THE HUSBAND DRIVE AND THE TECH RIDE
OBC TO THE CUSTOMER -  - ADVISED OF THE BEST DAY TO BRING THE VEH IN
SET FlU FOR 10/26/2012 BY 7PM EST 

Data Element Name Data Value 

DATE OF FOLLOW UP: 10-26-2012 
TIME OF FOLLOW UP (HH:MM): 19:30 

Action: CUSTOMER RETAINED LAWYER 
Origin Desc: CUSTOMER CARE SOLUTIONS

Dealer: 07767 TOM HILLIER FORD TEAM 
Odometer: 1MI Comm Type: PHONE 
Analyst Name: BAYLOR, 
LYNN 

Analyst: LBAYLOR1 

Action Date: 10/22/2012 Action Time: 
18.17.35.717 Action Data: No 

Comments -CSM LYNN X77759 - RECEIVED INBOUND VOICEMAIL FROM THE CUSTOMER THAT 
SHE HAS RETAINED AN ATTY - NO LONGER ABLE TO SPEAK WITH THE CUSTOMER - CASE 
CLOSED 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCU9DG1CK  Year: 2012 Model: ESCAPE XCase: 1518912562 
Name:  Owner Status: Original WSD: 2012-08-31 
Symptom Desc: Primary Phone:  
Reason Desc: CORRESPONDENCE  CORRESPONDENCE Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: ADD ATTACHMENT TO ISSUE 
Origin Desc: MANUAL 

Dealer: CORRESPONDENCECSR 
Comm Type:

Odometer: 467 MI SURVEY 
Analyst Name: RICHARDSON Analyst: KRICHA41(KRICHA41 ),KATHY 

Action Time:Action Date: 10/18/2012 Action Data: No10.27.22.598 

Comments CUSTOMER SAID: '"'"ONLINE SALES SURVEY DATED 9/19/12, PREDATES HANDLING. 
ATTACHING INFO TO FILE.DEALER SAID: FOLSOM LAKE FORD, INC., 12755 FOLSOM BLVD, 
FOLSOM CA 95630CRC ADVISED: ADD ATTACHMENT TO ISSUE 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

Model: ESCAPE Case:VIN: 1FMCU9DG1 CK  Year: 2012 
X 1518912562 
WSD: 2012-08Name:  Owner Status: Original 
31 


Symptom Desc: LOSS OF POWER ACCELERATION ALL 

Primary Phone: ENGINE TEMP 


Reason Desc: CRC RELATED - ALLOW FOLLOW UP TIME TO 

Secondary Phone: OCCUR 


Issue Type: 01 INQUIRY Issue Status: CLOSED 

"""----"-,---

Action: TIER ONE CLOSE ISSUE 
Origin Desc: TIER ONE Dealer: 07797 ALBANY FORD, INC. MELBOURNE 


Odometer: 500 MI Comm Type: PHONE 

Analyst Name: RASZIPOVITS, 
 Analyst: RRASZIPOROBERTA 


Action Time:

Action Date: 09/25/2012 Action Data: No16.32.19.777 

Comments --CUSTOMER SAYS:*SEE HISTORICALS.-ODOR IN THE PASSENGER 
COMPARTMENT.-VEH LOSSES POWER WHEN ACCELERATING FROM AS STOP AT A STOP 
LlGHT.-CUST FEELS THAT IT'S COMMING FROM THE A/C VENTS.-DLR COULDN'T FIND ANY 
ISSUES.-VEH IS WITH THE CUST. NOT BEEN TO DLR -CUST HAS 11AM APPT ON THIS FRIDAY.
CUST IS WAITING FOR WORD FROM TAMMY.--DEALER SAYS:ALBANY FORD718 SAN PABLO 
AVENUEALBANY, CA 94706TEL CRC SAYS:PLEASE ALLOW THE REQUESTED 
TIME FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY 
ADDRESSED.-ADV OF ABOVE.-ADV CUST I HAVE UPDATED RECORD LIM ON CSM'S VIM FOR 
YOU ON YOUR BEHALF. 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCU9DG1CK  Year: 2012 Model: ESCAPE Case: 
X 1518912562 

Name:  Owner Status: Original 
WSD: 2012-08
31 

Symptom Desc: ODOR PASSENGER COMPARTMENT Primary Phone:  
Reason Desc: CRC RELATED - ALLOW FOLLOW UP TIME TO 

Secondary Phone: 
OCCUR 
Issue Type: 01 INQUIRY Issue Status: CLOSED 

~-,~"',' "~ "'" '''''''-, ,~, ~-" 

Action: TIER ONE CLOSE ISSUE 
Dealer: 07727 FOLSOM LAKE FORD, INC. Origin Desc: TIER ONE - MELBOURNE 
Odometer: 495 MI Comm Type: PHONE 
Analyst Name: ARNAU, JANELL Analyst: JARNAU 
Action Date: 09/21/2012 Action Time: 11.27.04.345 Action Data: No 

Comments CUSTOMER STATES: *******************************************-BAD FOUL ODOR-WHEN 
AIR CONDITIONER·THEY CHECKED AIR CONDITIONER-DIDN'T FIND ANYTHING WRONG
WANTS TO PICK ANOTHER VEHICLE-SERVICE DEPT IS UNCOOPERATIVE-WANTS TO KNOW 
STATUS OF REQUEST FOR BUYBACK *****************************FOLSOM LAKE FORD 12755 
FOLSOM BLVD.FOLSOM CA 95630(916) 353·2000 
****************************************************CUSTOMER STATES: 
**********************************************PLEASE ALLOW THE REQUESTED TIME FOR THE 
FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED. 

Ford Confidential 
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 ACCEPTANCE OR REJECTION OF DECISION 


•BBB 
12/28/2012 	 FRD1233193 

Date: 	   Case Number: CA 

Ford Motor Company


Customer: State: 
6700 CA lFMCU9DG1CK  

Business: 

Mfr-Info: 

COMPLETE THE FOLLOWING AND RETURN IT TO THE FOLLOWING ADDRESS WITHIN 30 DAYS OF THE 
ABOVE DATE: 

BBB AUTO LINE 

4200 Wilson Blvd. 

Suite 800 

Arlington l VA 22203 


You may want to return this form via certified mail or fax to our office at 1.703.247.9700. Please call your 
case specialist to confirm receipt of your signed form. 

I have read the information on the attached cover letter and: (please check one) 

___ I ACCEPT THE ARBITRATION DECISION. I understand this means: 
• 	 the manufacturer will be bound to abide by the decision and comply with its terms; 
• 	 II tOOl must comply with the terms of the decision; 
• 	 If the manufacturer fails to perform according to the arbitrator's decision, I must notify BBB AUTO 

LINE. I may have the right to enforce the decision in court or pursue other legal remedies under 
state or federal law. 

you must do the following if you are acceptjng a repurchase or replacement award; 
1) 	Contact your financial company/lessor 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 financial 

Account Number 

Mailing address 

City State __ Zip 

Telephone number _______________ Fax number ______ 

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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Case Number: FRD1233193 

___ I REJECT THE ARBITRATION DECISION. I understand this means: 

• I may pursue other legal remedies under state or federal law; 

• The manufacturer will not be obligated to perform any part of the decision; 

• The decision may be introduced as evidence by me or the manufacturer in a court action; and, 

• BBB AUTO LINE involvement in the case will end. 

Signature(s) of Titled Owner(s): ______________________ Date: _________ 

[for BBB use only: Form not returned and presumed rejected: _________ ] 

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 


December 28, 2012 ~ •BBB. 
eE. 

LOS ANGELES CA  

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1C

Dear : 

Enclosed is the arbitrator's Decision and Reasons for Decision in your case. You 
may either accept or reject the decision. 

To accept the decision, you must sign the attached Acceptance or Rejection of 
Decision form and return it to the BBB at the following address so that it is 
received within 30 calendar days from the date at the top of this page: 

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

You may want to return this form via certified mail. You may also fax the form to 
us at 703.247.9700. 

Failure to accept the decision within this time period will be considered a rejection 
and the manufacturer will not be bound to its terms. Please note: 

* 	 If you accept the decision, the manufacturer will be bound to its terms and 
must comply within 30 days unless the period for performance is extended 
for delays caused by reasons beyond the control of the manufacturer or its 
representative. Within 10 days after expiration of the compliance period, 
the BBB will contact you to verify that the manufacturer has performed all 
actions required by the decision. 

* 	 If you reject the deciSion, or if you accept the decision and the 
manufacturer does not promptly perform the terms of the decision, you 
may pursue other legal rights and remedies available to you under state 
or federal law. This may include the use of small claims court. 

* 	 The decision and findings may be admissible in evidence in any court 
action. 

You may regain possession, without charge, of any documents that you 
submitted to BBB AUTO LINE. In addition, you may obtain copies of BBB AUTO 
LINE's records relating to your dispute, although a reasonable copying charge 
may be assessed. If you would like, you may request a free copy of our Operating 
Procedures. 

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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We hope your experience with BBB AUTO LINE has been positive. If you have a complaint that we have 
not been able to resolve, you may register your complaint with the Arbitration Certification Program of the 
California Department of Consumer Affairs at 1625 North Market Boulevard, Suite N112, Sacramento, CA 
95834. Their phone number is 916.574.7350. Please note that the Arbitration Certification Program does 
not hear appeals from arbitration decisions. 

If you have any questions about the decision or if I may be of service to you, please feel free to call me at 
800.955.5100. Additionally, please call me if you need any assistance returning the form within the time 
allotted. 

Sincerely, 

Edith Newton at Extension 512 

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 

December 28, 2012 

- . LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear Madam/Sir: 

Enclosed is the a rbitrator's Decision and Reasons for Decision for the above 
referenced case. 

The customer has been sent an Acceptance/Rejection form and has 30 days from 
the date of this letter to return the form to the BBB office. We will notify you as 
soon as we know whether the customer has accepted or rejected the Decision. 

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, 

Edith Newton at Extension 512 

Council ofBetter Business Bureaus, Inc. 
4200 Wilson Boulevard, SUite 800 . Arlington, VA· 22203-1838· Phone 800.955.5100· Fax: 703.247.9700 
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DECISION 
Submitted Date: 12/27/12 


FRD1233193 


VIN:1FMCU9DG1CK  


Customer:  - Hearing Date: 12/20/12 


Arbitrator: Dennis J Haase 


Question 1 
Vehicle (Year, Make, Model) 


2012, Ford, Escape 


Question 2 
With respect to the consumer's "vehicle", I/we have made the following decision: 


Denial of the request for repurchase. 


CASE:FRD1233193 Customer:  
Arbitrator: Dennis J Haase Date: 12/27/12 
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REASONS f()R DECISION 
Submitted Date: 12/27/12 

FRD1233193 

VIN:1FMCU9DG1CK  
Customer:  - Hearing Date: 12/20/12 

Arbitrator: Dennis J Haase 

Question 1 
Vehicle {Year, Make, Model} 

2012, Ford, Escape 

Question 2 
Please list each vehicle problem alleged by the (;ostl)mer, Include both past and 
present problems, 


Poor gas mileage. 

Difficulty braking. 

A/e smell. 

Loss of power. 

RPMs race. 


Question 3 
For the following reasons, r have determined that a {please list one of the 
following awards below: repair, denial, repurchase, reimburs~ment, 
repurchase/replacement} 

Denial 

a 	 decision is a fair resolution of this dispute: 

The vehicle was purchased new on 8/31/2012. As of the last repair attempt 
the mileage was approximately 870. Therefore the vehicle is still within the 
manufacturer'S original written warranty. The customer's complaints are for 
items covered under the warranty. I therefore find that the BBB Autoline 
Program has jurisdiction over this complaint. 

Based on the written evidence submitted by the customer and the 
manufacturer, I find that the vehicle has been brought to a dealer for service 
or repair on the following dates: 

9/17/2012 260 miles 1 day fuel economy, braking, Ale smell 

9/28/2012 671 miles 1 day loss of power, Ale smell 

10/9/2012 820 miles 2 days loss of power, A/e smell 

10/25/2012 870 miles 1 day loss of power, RPMs racing 


I find that the vehicle has been submitted by the customer to the 

manufacturer's representative on three occasions for A/e smell and loss of 

power. One time each for braking concern, gas mileage and RPM racing. 


I find that the vehicle has been out of service for five days. The vehicle has 
been submitted for the same issue on three occasions. I therefore find that 
the presumption does not apply, since it has not been repaired on four or more 
occaSions, nor out of service for more than 30 days, during the first 18 months 
or 18,000 miles. 

While the presumption does not apply, I could still award a repurchase if I 
found that there has been a substantial impairment in the use, value or safety 
of the vehicle. I do not find any such impairment. The customer did bring the 
vehicle in on one occasion for the brakes, however the manufacturer's 
representative could not find anything wrong. Nor did the customer complain 
that they were having trouble stopping, but instead said that it took more 
pressure to apply the brakes than what the felt it should. 
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I do not find any current defects or non-conformities with the vehicle. Two 
different dealers have inspected the vehicle and have been unable to duplicate 
the customer's concerns regarding loss of power or A/C smell. Other than the 
A/C smell, the remaining complaints all deal with issues that can be associated 
with the manner in which the vehicle is operated. 

The customer's claim form states that searching for a gear is a non
conformity. All automatic transmissions attempt to find the correct gear 
based on whether the vehicle is accelerating, the terrain of the road and the 
speed. If the operator is constantly accelerating and decelerating, then the 
automatic transmission is going to constantly search for the correct gear. 

I do not find any unreasonable use by the customer. 

While I do not currently find any non-conformities with the vehicle, should any 
arise in the future I find that the manufacturer's representative should be able 
to repair them. 

Question 4 
If awarding a repurchase or replacement: 

If you have determined that the manufacturer is entitled to a deduction for 

reasonable use, please indicate the number of vehicle miles prior to the first repair 

attempt of the problem that gave rise to the nonconformity. 


b 	 Please describe aU COllateral and in(;identai damages paid, incurred or to be 
incurred by the customer. Please explain why if any of these collateral/incidental 
damages are not awarded, 

CASE:FRD1233193 Customer:   
Arbitrator: Dennis J Haase Date: 12/27/12 
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BBB AUTO LINE 


• ~ Notice of Deadline for Submissions 

BBB. 
MA.-

Date: 12/18/12 

Case Number: FRD1233193 

Customer:  

Manufacturer: Ford Motor Company 

Mfr-Info: 6700 CA 1FMCU9DG1C

Arbitrator(s): Mr. Dennis J Haase 

Deadline to Submit Additional Case Documentation: 12/20/12 

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 


BBB. .". 

December 18, 2012 ~ • 
LOU COSTA 

FORD MOTOR COrvlPANY 

1320 S BABCOCK ST 

MELBOURNE FL 32901 


Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear Madam/Sir: 

As the client's attorney has indicated that his/her client is not planning to 
participate in an oral hearing and does not plan to allow the arbitrator to 
personally inspect the alleged problems with the vehicle, the case will proceed on 
written submissions only. 

Enclosed are the following: 
• 	 Notice of Deadline for Submissions, which identifies the date by which 

arguments and evidence must be submitted to BBB AUTO LINE. Please note 
if we have already received your position, that will be forwarded. However, 
this is an opportunity to provide additional information. 

• 	 Arbitrator Listing Sheet, which identifies the arbitrator assigned to render a 
Decision in this matter. 

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, 

Edith Newton at Extension 512 

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

PE13-003.4 000167LC



BBB AUTO LINE 


~ 
December 18, 2012 •BBB,

.'1" PM 

 
  

LOS ANGELES CA  

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear  C/O Brett Shainfeld: 

This letter will confirm that you wish to present your client's case in writing rather 
than in an oral hearing and you have elected not to allow the arbitrator to personally 
inspect the alleged problems with the vehicle, 

Enclosed are the following: 

• 	 Notice ofDeadline for Submissions, which identifies the date by which arguments 
and evidence must be submitted to BBB AUTO LINE. Please note if we have 
already received your position, that will be forwarded. However, this is an 
opportunity to provide additional information. 

• 	 Arbitrator Listing Sheet, which identifies the arbitrator assigned to render a 
Decision in this matter. 

If you have any questions, please contact me at 800.955.5100. Thank you for your 
continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

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: , 

Case Number: FRD1233193 

.
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: Dennis Haase 

Arbitrator's Occupation: 
Manage Sacramento IntI. AP/PM Operations 


Arbitrator's Biographv: 

Mr. Dennis J. Haase is a practicing attorney and has been a BBB arbitrator since 1996. He received his 

J.D. in 1994 and has extensive experience in tax law. He has appeared before various federal and state 
courts, as well as administrative boards. Prior to being an attorney he was a manager with a fortune 
100 transportation company for over 20 years. 

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 

~ •BBB, ARBITRATOR SELECTION LIST 

Customer: , 

Case Number: FRD1233193 

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: Dennis Haase 

Arbitrator's Occupation: 

Manage Sacramento IntI. AP/PM Operations 


Arbitrator's Biographv: 

Mr. Dennis J. Haase is a practicing attorney and has been a BBB arbitrator since 1996. He received his 
J.D. in 1994 and has extensive experience in tax law. He has appeared before various federal and state 
courts, as well as administrative boards. Prior to being an attorney he was a manager with a fortune 
100 transportation company for over 20 years. 

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 


December 17, 2012 ~ •BBB. 
 

  
LOS ANGELES CA  

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear  C/O  

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. 
3033 Wilson Boulevard, Suite 600 ' Arlington, VA . 22201 . Phone 800.955.5100· Fax: 703.247.9700 
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MANUl<'ACTURER RESPONSE FORM 
. (CALlFOR1IHA) 

Case Number: FRD1233193 Vehicle: 2012 Ford Escapl2 
Customer Name:  VIN: IFMCU9DG1CK  
Warranty Start Date: 8/31/12 Mileage: 870 as of 10/25/12 

Purchased: ~ New 0 Used (mileage and date of purchase) 0 Leased (terms of lease) 

This claim is: ~ IN BT6 Warranty 0 IN Diesel Warranty 0 In Powertrain Warranty 0 OUT of (III Warranties 

Extended Service Plan: 0 NO [8J YES (5/60 Premium Care ESP) 


The Cystomer Claim Form (CCF) lists thti following concerns: 

• Vehicle is burning excessive fuel 
• Brakes require excessive force to stop vehicle 
• A.C. makes a foul smell 
• Vehicle loses power at times 
• Rpm's race between 3,000 and 5(000 Rpm's 
• Defective transmission as vehicle hunts for a gear 

MANUFACTURER'S POSITION: 

Ford Motor Company would first note that attorney fees are not compensable under BBS Auto Line program 

guidelines. W~ also believe this vehicle is ?pe,~ating as designed and within manufacturer's spedfications. 

None of the dealerships who Inspected this vehide were able to duplicate any of the consumer's concerns. The 

attached Warranty History report also notes that none of the concerns were duplicated. On two visits to two 

different dealerships it was suspected that the vehicle's Brake over Accelerator (BOA) technology may have 

been engaging. This technology is designed to aHow vehicle braking if a driver Inadvertently applies both the 

brake and accelerator to prevent unintended acceleration. On a recent visit to Hillier Ford the consumer noted 

racing RPM'S, but the dealer only noticed that the customer was coming on and off the throttle pedal and the 

trtlnsmission was hunting for the proper gear in response to the driver's erratic pedal acceleration. Ford Motor 

Company beli~vcs this vehicle is operating as designed and does not suffer from a substantial impairment to 

use, value or safety. The CCF also notes only 3 repairs for the same concern and a combined total of only 5 

days out o( service, well below the 30 days required to C$t~blish presumption under California Lemon Law. As 

such, we feel that a denial decision is warranted in this Auto Line claim. 

PE13-003.4 000172LC
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Documentation Provided (please check): 

OOCUMENTATION PROVIDED 
o Technical 5er'ViCl:: Bulletins 

D Recall Notices 

o Ford Field Service Engineer Report 

o Dealer Report 

[SJ Other: W.,ar.r.~D.ty History 

I will participate in a hearing: By phone X In writing 

Form completed by: Lou Costa Date: R%ember 13, 2Q1, 

Phone: 866~567-6518 ~ 77402 Fax: 866-432-7~ 
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http:W.,ar.r.~D.ty


WARR11,NTY ! IISTORY Page 1 of 1 

VIN 1FMCU900' CK  
Vohir;lo Unu rtM7 M .... kot Dorivod COda F 

Body Cab TIIlVE Ver. Sel'le& T/t::t' 
Drive Type TIt' 
PLT GO AJ TRS GO TlW6 ENG CO T/SO 
Productk;m Dat~ 23·MAR.12 Warranty Start Ollte 31·AUC·12 
Stilling Doalor 172207 Soiling Country USA 

A'll$. Cll!lm Key Trx Code Time tn Scrvh:e I..!lbor Hours Doolershll' DIST (Miles) RcplIlr Date Prefix Base suffix 00(: 

Cur.tomo( 
ConlmcnlS 

LJotailS 2472883 P11 

Customer 
Commanta 

Toch Comments 

Del.ail~ 2665769 r II 

Customer 
Comments 

Tech Commen~ 

ALSANY 671 28-SEP.12 NPF 32306302FORD. INC 

CUSTnMER STATES VF.HICI.F: LOSES POWER AT TIMES. NOnCEABLE VYHEN REACCELeRATING IN 
TRAf:'FIC OR AT TIM!::'> FROM A S1'OP. CONCERN WAS NOT VERIFIEO EW SERVICE MANAGER ON ROAD 
TFST PRIQR TO WRITi= UP 

RDAO I ~$T VEHICL~ ON FREEWAY. UNAal.E TO VERIFY CUSTOMER S CONCERN. CHECKED FOR Tsr; s 
ANn SSM S ONl.Y FOUN/) ;(2246 REGARDING BRAKE OVER ACCELERATION lNFQ, SOME CUSTOMERS 
MAY HAVE IS$UE$ 'yvrT,HFR~SSING BR~KE ANO ACCELERATOR AT THE SAME TIME SYSTE.M CAM!:: INTO 
EFFECT ON 2011 2013 . .f>E:~fORMED S=I.F TESTS NO CODES ~OUND. 

2 820 05-0CT-12 DRIVE· 06622301 

CUSTOMER STATES VEHIClE WILI.1.0SE r>OVVER INTERMITTENTLY. WILL PICKUP PO'tlER AFTER 
CUSTOMER RAISES FOOl OF!- DF GAS 1-'1:0AL . 

UNASLE TO OUPLICATE CONCERN. DROVE OVER 30 MILCS. NO CONCEF::N NOTICED. FOUND SSM 22246 
WHICH DE-SCRIBES THE CUSTOMI;::RS CQNCE;:RN WITH aOA FEATURE. RECOMMENO INSTALLING FLIGHT 
RECORE;.OER AND HAVING CUSTOMER DRIVI::: VI:::IIICLE. 

TOM 
2 IIILLlE~ 670 25-0CT-12 DRIVE' 06641401 

FORD 

CUSTOMER STATES VEHICLE LOSES Pt)WF-R . RPMS RACING CUSTOMER STATES I:SI:TWEEN:I 5000 RPMS 

TECHNICIAN TEST DROV~ VEHICLE WITH ClJSIOMI::K , ONLY THING NQTICE!) WAS CUSTOMER COMING 
ON AND OFF THROTTLE PEDAL AND TRANSMISSION HUNTING FOR A GEAJ"{. 

. : ~~... 
,; :-':Ji' 

1 '11"7'''1(11'1 
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BBB AUTO LINE 


~ 
•
BBB. 

• M 

December 14/ 2012 
Re:carem FRD1233193: vs Ford Motor Corporation 
1FMCU9DG1CK  

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Dear Madam/Sir: 

It is important that both parties provide information to the arbitrator supporting 
their respective positions. The BBB follows up with the customer and you to 
obtain your position. Please return your California Manufacturer Response Form 
(CAMRF) explaining the basis for the position you are taking on the case and 
summarizing what action you believe is appropriate for the arbitrator to make 
based on the facts of the case. 

In addition to your arbitration positionjCAMRF, please provide any other support 
documentation (i.e. technical service bulletins, work orders, purchase invoices, 
etc.) you want the arbitrator to review at the arbitration hearing. It is essential 
both parties submit information in sufficient time for the BBB to share the 
documents with the other party so each of you is given adequate time to review 
the other party's documents and prepare your case. 

As of the date of this letter, we have yet to receive your position and support 
docu mentation. Please make sure we have your documents no later than five 
business days after the date of this letter. 

Please contact me if you have any questions or if I may be of help. 

Sincerely, 

Edith Newton at Extension 512 

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 


~ 
-
BBB.

• 

December 12, 2012 

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear Madam/Sir: 

Enclosed are: 

* Arbitrator Listing Sheet(s) 
* A map to the hearing site 
* Hearing Format Outline 
* Notice of Hearing 

The Notice of Hearing lists the date, time and location of your arbitration hearing. 
The manner in which each party will participate in the hearing is indicated on the 
Notice of Hearing. 

We are enclosing supporting documentation, if any, submitted by the consumer 
and not previously sent to you. 

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, 

Edith Newton at Extension 512 

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 


~ 
Record of Arbitration Hearing• 

(To Be Completed by Arbitrator)BBB,
•• 

Below please list any/all evidence you received from the parties during the hearing and after the initial 
packet that accompanied the Notice of Hearing and summarize the testimony of the parties and their 
witnesses. 

Case No: FRD1233193 Date of Hearing: 12/20/12 


Consumer and Attorney (if any): ___ '---____ 


Company and Representative Name: _--'-E""'o.LJrdoL-.LMcuo....,t....ou.r..,.,C..,o""'mL.l..l.jop.....a....n.yy'--______. 


Arbitrator(s): ______.________________________________._______ 

Hearing Location/Address: _________________________ 

1. Type of Hearing 

Consumer: o In Person 

o Written 

o Telephone 

Company: o In Person 

o Written 

o Telephone 

2. Consumer and Witnesses Summary of Relevant and Material Testimony 
of the consumer and any witnesses 

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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FRD1233193 

3. Witnesses for Company 

Name of Witness Summary of Relevant and Material Testimony 

4. Impartial technical expert or other witnesses 

Name of Witness Summary of Relevant and Material Testimony 

5. PLEASE ATTACH ALL DOCUMENTARY EVIDENCE INTRODUCED AT THE HEARING. 

Record filled out by: 

(Signature) 

(Printed Name) 

(Date) 
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BBB AUTO LINE, 
December 12, 2012

•BBB, 
83. 

 
  

LOS ANGELES CA  

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear : 

Enclosed are: 

* The Arbitrator Listing Sheet(s);
* A map to the hearing site; 
* The Hearing Format Outline; and 
* The Notice of Hearing. 

The Notice of Hearing lists the date, time and location of your arbitration hearing. 
The manner in which each party will participate in the hearing is indicated on the 
Notice of Hearing. 

As you prepare for your upcoming arbitration hearing, you may want to view 
video clips of a hearing on our website at: httD:/Iwww.bbb.orq/us/auto-line/. 
The short video clips are intended to familiarize you with the process so you will 
know what to expect at your arbitration. 

We strongly recommend that you bring your vehicle to the hearing in case the 
arbitrator would like to inspect or test drive it. 

We are enclosing supporting documentation, if any, submitted by the 
manufacturer and not previously sent to you. 

If you have any questions, please contact me at 800.955.5100. Thank you for 
your continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

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 


~ •BBB, 
ea_ 

Date: 12/12/2012 Case Number: FRD1233193 

Customer:  

Business: Ford Motor Company 

Mfr-Info: 6700 CA 1FMCU9DG1CK  

You have been selected to serve as Arbitrator in a dispute involving the above parties. Unless you are not 

able to accept this responsibility or feel you cannot give an impartial decision in this matter, please sign 

th is Arbitrator's Oath. 

To maintain the integrity of this entire process, please disclose any relationship you may have had with 

any of the parties named above or with their attorneys (if any). Financial, professional, commercial, 

competitive, social, or family relationships, no matter how remote, should be revealed. 

Oath 

I, ______________________________________________________________________ , hereby accept 

appointment as Arbitrator of the dispute concerning the Parties named above. I swear/affirm that I will act 

faithfully and impartially, to the best of my ability, to hear and examine the issues in dispute, and conduct 

the proceedings and render a decision pursuant to the rules of the BBB AUTO LINE program. 

Signatu re of 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 


~ 
= 
NOTICE OF DEADLINE OF SUBMISSION ONLY BBB, 

Wi eM 

Date: 12/12/12 

Case Number: FRD1233193 

Customer:  


Business: Ford Motor Company 
Mfr Info: 6700 CA lFMCU9DG1CKC54625 

Arbitrators: Mr. Dennis J Haase 

Hearing Date, Time, Place: 	 12/20/12 NO INSPECT PST 


BBB of Northeast California 

3075 Beacon Blvd. 

West Sacramento, CA956913462 


Hearing Site Phone: (916) 443-6668 

AUTOLINE Director Phone: (916) 443-6668 
 Fax: (916) 443-0376 

Customer Will Participate: 0 in person 0 by phone 9( in writing 
Manufacturer Will Participate: 0 in person 0 by phone '* in writing 

Customer Represented By: 0 Self IX Attorney 

Attorney Name: Brett Shainfeld 

Attorney Phone Number: (310) 442-1410 


Attorney Fax Number: 


INSTRUCTIONS 

1. 	 We make every effort to aSSist persons with disabilities. If you need special assistance to participate in 
the arbitration hearing, please notify the BBB. 

2. 	 Bring all witnesses you want to testify. 
3. 	 Bring the original of any documents you have previously submitted to BBB AUTO LINE. If you bring 

any documents that you did not previously provide, please bring extra copies for the arbitrator and the 
other party. 

4. 	 We strongly recommend that you bring your vehicle to the hearing in case the arbitrator would like to 
inspect or test drive it. 

5. 	 NOTIFY THE BBB AT LEAST 5 DAYS PRIOR TO THE HEARING IF YOU DECIDE TO HAVE A LAWYER 
REPRESENT YOU AT THE HEARING OR THE INSPECTION. 

6. 	 Notify the BBB at once if you cannot be present at the hearing. The hearing will be conducted in your 
absence should you fail to participate in person or by phone. 

7. 	 Refer to How BBB AUTO LINE Works for more detailed information on the arbitration process. 
8. 	 Current vehicle registration and insurance are required for all test drives. 

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 

~ = BBB, 
ARBITRATOR SELECTION LIST 

g-

Customer: , 

Case Number: FRD1233193 

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: Dennis Haase 

Arbitrator's Occupation: 
Manage Sacramento IntI. APjPM Operations 


Arbitrator's Biographv: 

Mr. Dennis J. Haase is a practicing attorney and has been a BBB arbitrator since 1996. He received his 

J.D. in 1994 and has extensive experience in tax law. He has appeared before various federal and state 
courts, as well as administrative boards. Prior to being an attorney he was a manager with a fortune 
100 transportation company for over 20 years. 

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 

~ •BBB, 
ARBITRATOR SELECTION LISTF. 

Customer: , 

Case Number: FRD1233193 

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: Dennis Haase 

Arbitrator's Occupation: 
Manage Sacramento Inti. AP/PM Operations 

Arbitrator's Biography: 
Mr. Dennis J. Haase is a practicing attorney and has been a BBB arbitrator since 1996. He received his 
J.D. in 1994 and has extensive experience in tax law. He has appeared before various federal and state 
courts, as well as administrative boards. Prior to being an attorney he was a manager with a fortune 
100 transportation company for over 20 years. 

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 FRD1233193 

Ford Motor Company
Customer: Case #: 

Manufacturer: 

Arbitrator's Name: _____________________ Date of Inspection: 

Location of Inspection: __________________ 

___________ Model: _________________________Vehicle Information: Make: 

Mileage: _________ VIN: 

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 Opening StatementBBB,." .. 
Ensure that you include each of the following points in your opening statements to the parties, and 
that you adhere to them throughout the arbitration hearing. 

o 	 Welcome the parties and thank them for using arbitration. 

o 	 Administer the Oaths of Participant. 

o 	 State you will not disclose details of the case to anyone except, possibly, to BBB AUTO LINE 
staff for administrative purposes. 

o 	 Disclose conflicts of interest or prior experience with either of the parties, and ask if they
know of any conflicts of interest. 

o 	 Confirm both parties have the right to an attorney. 

o 	 Review the hearing procedures, step by step. 

o 	 Explain you may curb irrelevant or repetitious testimony. 

o 	 Request the parties agree to demonstrate common courtesy and refrain from interrupting 
each other during the hearing. 

o 	 Explain you will maintain control of the hearing. 

o 	 Notify the parties you will take notes. 

o 	 Notify the parties you will be impartial and will not express opinions or react emotionally. 

o 	 Let the parties know if you have any specific physical habits or characteristics that may 
affect your behavior. 

o 	 Explain you will keep the hearing focused on relevant issues. 

o 	 Explain the decision is binding on the manufacturer if the consumer accepts it. 

o 	 Explain you will be submitting your Decision and Reasons for Decision to the BBB within 3 
days (excluding weekends) from the close of the hearing, and the BBB will mail a copy of 
those documents to each party. 

o 	 Briefly review and label any and all documents submitted by the parties prior to the hearing. 

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 


~ 
Arbitration Hearing Format•

BBB . 
• 

Arbitrator's Opening Statement 

Parties' Presentations 

A. 	 Presentation of consumer's testimony, evidence and witness(es) 

[20 minutes] 


B. 	 Presentation of business' testimony, evidence and witness(es) 

[20 minutes] 


Questioning 

A. 	 Questions, comments and rebuttals by consumer [5 minutes] 
B. 	 Questions, comments and rebuttals by business [5 minutes] 
C. 	 Questions by arbitrator 

Inspection (If requested by arbitrator) 

A. 	 Arbitrator instructs parties about inspection/test drive procedures 
B. 	 Inspection (and test drive, if necessary) 
c. 	 Questions or comments about inspection (and test drive) by consumer 


[5 minutes] 

D. 	 Questions or comments about inspection (and test drive) by business 


[5 minutes] 

E. 	 Questions about inspection (and test drive) by arbitrator 

Recess - Arbitrator will take a recess to assess whether more information or evidence may 
be needed. If a party is participating by telephone, BBB AUTO LINE staff will check to make 
sure that any faxes from that party have been shared with the other party. 

Closing the Hearing 

A. 	 Final questions, testimony or evidence by either party [10 minutes] 
B. 	 Final questions by arbitrator 
C. 	 Closing statement by business [5 minutes] 
D. 	 Closing statement by consumer [5 minutes] 

Council ofBetter Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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Location of Better Business Bureau 

NatrlC ofbvilding (ifanyj"'---"

3075 Beacon Blvd. West Sacramento, CA 
BUrt3\l Address Md City 

916-443-6668 

Bureau Phone Nun1bet (Emerg;ocies Only) 


'----------••--••--••••-.---_______......1 

DlRECI10NS 


From Highway 50IBusiness 80: 

Take the Harbor Blvd Exit 

Merge right (south) onto Harbour Blvd. 

Turn right(west) onto Beacon Blvd. 


From Intrastate 5 

Merg~ onto Business 80 west 

Take Harbour BlVd exit 

M2rge right (south) onto Harbour Blvd. 

Tum right(west) onto Beacon Blvd. 
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------------------------

Ford Motor Corporation 

MANUFACTURER RESPONSE FORM ~ 	 (CALIFORNIA ARBITRATION POSITION STATEMENT) 

& 

BBB, 
••••• FRD1233193 	 2012 Escape 

Case Number: 	 Vehicle: 
 	 1FMCU9DG1CK  

Customer !\lame: VIN: 
Placentia 

Probable Hearing Location: 

Manufacturer's Position: 

Documentation Provided (please check): 

o Technical Service Bulletin(s) 
o Recall Notice(s) 

o Vehicle Repair Records 
o Purchase/Lease documentation 
o Other: ___________________________________________ 

The manufacturer's position and documentation will be furnished to the customer and the arbitrator prior 
to a hearing in this case. 

I will participate in a hearing 	 o By phone 0 In person 0 In writing 

Form com pleted by: ________"____________ Date' 

Future Contact: ________ 
--------"""--"""------ 

Phone: Fax: 

Please return this form as soon as possible to: BBB AUTO LI!\IE 

Fax: 703.247.9700 

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 


~ 
•
BBB. 

I'"'" • 

December 6, 2012 

LOU COSTA 
FORD MOTOR COMPANY 
1320 S BABCOCK ST 
MELBOURNE FL 32901 

Re: FRD1233193  vs Ford Motor Corporation 1FMCU9DG1CK  

Dear Madam/Sir: 

The customer named above has submitted all required information to open a 
claim, and his/her case is officially opened in the BBB AUTO LINE program. 
Enclosed you will find a Customer Claim Form, a Manufacturer's Response Form 
(MRF), and any supporting documentation provided by the customer. 

Please review the customer's claim. We will contact you within seven days to 
discuss possible settlement of the claim. If you resolve the dispute, or if you 
would like our help sooner, please contact me. 

Please send us: 

a) Your position in this dispute in writing on the attached MRF 
b) Copies of any documents relevant to this dispute, including the following: 

• Technical service bulletins (if any) 
• Recall notices (if any) 
• Vehicle repair records; and 
• Purchase/lease contracts with respect to this vehicle. 

Please complete the MRF and fax it to me at 703.247.9700 no later than seven 
days from the date of this letter. 

Your position on the MRF and any documents that you attach will be sent to the 
consumer and arbitrator prior to the hearing. 

Thank you for your active participation in the BBB AUTO LINE program. You may 
call me at 800.334.2406 (see the extension listed below) if you have any 
questions. 

Sincerely, 

Edith Newton at Extension 512 

Council ofBetter Business Bureaus, Inc. 
3033 Wilson BOUlevard, Suite 600 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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From: TA:1 0.100.0,2:33929.8778655366
• w ..... ,"', ~ I "",...,....,vvv I U. 

~Shainfeld
'iP eAnvarpc 

FACSIMILE COVER SHEET 

December 5, 2012 

12304 Santa Monica Blvd. 

Suite 221 


Los Angeles.. California 90025 

Tel: (310)442-1410 

Fax: (871) 566-8828 


www.sbainfeld-anvar.com 

~1~TGC---' 
Ti10 1l.-2;S( c{3 

< 

To: BBB Auto -Line From: Alberto Spence Paralegal to 

Firm: ShainfeJd & Anvar. PC Fax No: (877) 566-8818 

Fax No: 703-247-9700 Sent by Facsimile and U.S. Mail: Yes ( J No [1] 

Re: Case No.: FRDl233193 -  # of P82:e.s (includin2 toyer): 14 

COMMENTS 

Please the attached documents pertaining to the above referenced matter. As always, feel free to 
contact our office with any questions or concerns. Thank you. 

CONFIDENTIALITY NOTE 

The information in this facsimile transmission i$legally privileged and cOAndential intended only for tbe use or the individual or 
entity named above. If the reeeivet oftbis transmistlon is not the Intended recipient, you are hereby notified tbat any use, 
dissemination, distribution or copy ofthis transmission is strietly prohibited. If you bave reeeived this in error, please call. 

Ifyou do not receive aU pages, please call (310) 442-] 410 

PE13-003.4 000190LC
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BBBAUTOUNE Qlse number: FR01233193 
Contact date: 11/27/12 

start date; 
Customer Claim Fonn 

Please make any necellSflry ~\i,ns to the Information below, »dD.t Or verify yaur VlN number 
aM Jlflnhold...'''binG atnIP8nv Iftf'orIUtIaa at til. bottom of this page, and complete tIM miSllng
IDfwmlttkm In $ed:1on 4 on the rted page.(attach ."tional sheets .. needed). 

SECTION 1; WSTOMIR INFORMATION 


luted 

QXle'  

[} Event hone: 

Pax: E-maD address' 

MIlke: Ford o..rrent I • 0 

N 

no 

How often 15 the vehlde used
for b\JSin _ 

... the vehlde beeR 

Desa1 en of 

S ON :t: DESIRIlD OUTeOMEI Desc 

VEHIClE JND£tmFlCAnON NUM••R 1. F '"§!:l!1. D ~1. cz. K 
Uenbolder/Lea....llcompaDY~ ~ ·rea.,t Ct. _ Phone Nurnber./...tt.?P- ) f1~. !loti. 

u..t. 
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~ NU,rnber: FRDW3193 
ION 4; WHla.E PROBLEMS 

Does the 
~of problem 
rep. U$t the date, rnlteage, and days out of ex1st. . . .L.:,;~~ 1 .. U~ !! :....~ 

r: .' ,I·, 
) 2_ t nb J :,(,,; )11 h - 1 dtJ T 


,i:; r:.·/.J(~t:"';;'I(,d'j,p.·iV ;\O'r [.eal<::1 LIl( / I 1 i)j fl/ ..... .l:.7~·) til!}, l.: 'l'r ;' t:" ~
-0 

V~"lcr 1$ ~V . ,lnll''''; uo ""~'I Ja41' rs:-srfll.JfJl'l ~ f,€><C~/vtr PIIH'G. ff;II<p 

fix,~ LAytl~A1"e"..'S He .(e""()\tJ~r;. 'f11!z, i z~~i I fIIr. 
"Iell"& i "":/1 A,«fS,i "2.~ YQ.53G"X<..e;sIiN" Fbl'eJ -p; 

';lJ1.4NI"AJJI:'SI'lP t/e}flt:.d' 
A~<!JIA, Y ~ 9kellZi C1?1 "'It~- ('.' HItS.. .~. Yt5'$ 

6;11£"(" 
G./1ft:. J?/4tI(fS. /I ~" 

, ~..... 
'1~ti li:;/ ""/~ 2,t;1:SJ/tEllleL.e' -lPJt.6 ,-- YciSA~t'1Q!!:p 3A7 '''Pt1f?5 ,J./rt,\ '4!,81#0,' J~IH!'-'Iff'~ -flI<P 
I'_'~" Y (1 r- ...n~,-f·' -,~fW~Mce~ 

JlJS./:IlUItClt. f't;¢J l3t pi) f S (J'Clf'r 1('''''J 

/o/trlrz." B':Jd MI(w-.s IPI'Yp£FII:Cf'/1fIIf' 1)?,f#,s,ct/S16 ~  ye'"S
HI(Ug',t! ~A-S V~n~ft- J/4'N1'S 1f;A! t'jq.: 'h!!..::" 

Total days out of servlca for iIIl problems. _D__ 

Signstu'" ofnled Owner(s)  DaIJa Jjllar.Jh2.
t am submitting this dispute for n 1 ag~ to arbitrate the diSpute 
under the BBf$ AUTO lINE Arbitration RuleS. . 

Plea.. mail or fax ..is completed form with co...of all available repair ord~ your vehicle 
rqistnlliad, YOUr sales IIreemen.t or I..M agreement. iIInd any ottter relevant daaiments (e.Ci., . 
written c:orrespondence with the manufacturer, elleo) to: ' 

...AUTOUNE 

3033 wnson .IV"., 5Urte toO 


Arlington VA,. 22,.,1 

~axf103-247~700 

Page 2 
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__ __ f-"'-- ~'- ..... ...... ·~I/II· ..-.....M_._ ............ -.-'""-... --.---.--.....------ .. ,----.-.--..-.,,-.~~- • ...._.....,.N.'--____ ...-......... ~_"'_ ..... 
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13. DocUllltl'l~Charge\llola~fH) 
C. ~UngCMr~(nolalJlMllIII\I9n1a1flJel $ 
n (Oplhlll!ll)1JlafI C'JeIenefi DIMOO (to MIJm pakl)i-..illN<,L,IA______ $ 
E. (O!'III?naI)Theft OIll$r'!Imt De\1c8 (to Whom paid) II!/A $ 
F. 	 (~lheftOelercant~ (1owoomiBdJ N/A $ 
G. {~s.ceP~I"rcdId(lo\lflomJ&t9 NjA 

tt (OJ!IIonaJ) SWb PmIICIIon ~ (10 WI!Om (laid) NIA $ 

t. 	 Stllt Till (on I:IXabItI ifI:Imf In AIhl!.'lUfjh H) $ 
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'!erin, .N/~ '...' ,~, or . 
10~'.NfA . 
'IlI.rm. ...... I!A 
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A PublIC Service Agency . 
THIS VALIDATED REGISTRATION CARD OR A FACSIKtLE COpy IS TO :all: KEPT WIT.H THE 
VEHl'CLE FOR WEIICH IT IS rsstnw. THl:S REQ~ DOES NOT APPLY WHEN THE 
VEiUCt.E IS LEl"T UNATTENDlID. rr NSm> NOT BE DISPLAYED. PRESENT J;T TO ANY PEACE 
OFFICER UPON Dl!MMlD. IF YOU DO NOT RECEIVE·A RENEWAL NO'I'ICE, USB THIS ~OItM 
TO PAY YOUR RENEWAL FEES OR NOTIFY THE DBPAR'1'Mi!NT OF MOTOR VEHICLES Oli" THE 
FLANJ.'Il'ED NON-OPERATIONAL ST2\TUS (PNO} OF A STOREP VEBlCL'S. RSNEWAL FiES MUtn:' 
BE PAID ON OR I!.EFOItE mE REGIS~TIOH EXPIRATION DaTE OR PENALTIES WILL B)3 
Dua PURSUANT TO CALIFORNIA VEHICLe CODE SECTIONS 9552 - 9554. 

EVlb:sNCB OF I.,IABILITY I.NjgmtAJl~~':EtOM 
~ 

ALWAYS ,:""'--",,,'-, 
.AND J:Dl~~t 

Ht.~~~E COMPAlJY MUST BE 
~ . 

~.-ft.~1lu:, OF OFF-HIGHWAY VlmICt.ES ( 

PRBSB:NT ADORESS I 

PROV:tDED 
TO THE DEPARTMENT WITH EVIDEHCB OF LIABXLITY 
INS'ClRANCE IS NOT REQUiRED 
TRArLERS, wssaLS.I OR IF 

WHEN WRI'l'ING TO DMV.. AND THE 
VEkICLE MAKE. LiCENSE, 

*******w****~* DO NOT DETACH amGIST£RED OWNER INrORMA~ION ************** 

IIIIIIIU_IIIIIIIIII 
A Public $e,vicp. Agern;.y 

REGISTRATIOW CARD VALID FROM: 08/31/2012 TO: 09102/2013 
IfAICJS 1'R VOl:le£. Y'R ~ SOI.D \1Yl>B vm 
1Oll.O 2012 2012 110 
~ 'l'Yl'E HODliIL lOP )CO ~ :.rDWIlh

fT G 'I'W 1F.MCU9DG1C
~PE VBB:ICIJI OSE IlA'I!.B X.!:W!i:o rx:;/AU!Q 'In! P1DI Il1IcW nc Ii'l'tcOR !ssmm
JJTOMOBlLE 0.9/14/12 50 09/07112 4 H80S0372 

~ '1I.l'D 

$ 300.00 


 
RIVERB.AN1C 
CA 95367 

" 

llNHor.Imli\ 

!?OfU:l MOTOR cro::r.r CO LLC 
660 INTE:RSTATE N l?KWY :row 

!\'TLANTA 

!fA 30339 


AOO 195 28 0030000 0173 CB ann n'llH.1,,) vn nD."'"I1 ")t: t: ... ." 
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BBB AUTO LINE 


November 28, 2012 ~ •BBB.
• S* 

   
  

LOS ANGELES CA  

Re: FRD1233193  vs Ford Motor Corporation 

Dear   : 

Thank you for contacting the BBB AUTO LINE program. Your claim will be opened 
once your completed Customer Claim Form (CCF) is returned to our office. 

Please review the information outlined below: 

* 	 Completing Your 888 AUTO UNE Claim - Please read this document first. It 
explains what you need to do to start your claim. 

* 	 How 888 AUTO LINE Works (California) - This brochure explains how to use 
the program, the steps for you to follow to enable us to process your dispute! 
the eligibility requirements, and the remedies available through the program. 

* 	 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 make any necessary changes and additions. Please provide 
the Vehicle Identification Number (VIN). 

Please note that Rule 3 of the How BBB AUTO LINE Works (California) brochure is 
amended to add the following remedies that may be awarded by the arbitrator: 

• 	 A Ford Extended Service Plan (ESP) 

If you would like more information about our program, you may request a free 
copy of our written Operating Procedures. 

BBB AUTO LINE staff are here to help you and Ford resolve your concerns. Please 
call me at (800)955-5100 if you have any questions. 

Sincerely! 

Linda Fernandez at Extension 202 

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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• 
~ Completing your BBB AUTO LINE Claim ..• 

It's as easy as 1, 2,3

BBB,- . 
1. Review and sign the Customer Claim Form (CCF). If any information is missing or incorrect, please 
write the corrections or additions directly on the form. Please print or verify your VIN (Vehicle 
Identification Number) and lienholder or leasing company information on the bottom of the first page 
and complete the grid on the second page. You may attach additional sheets if the grid does not provide 
enough space. Please list all of your problems on the grid (do not write "see attached repair orders" 
instead of listing your problems). 

2. Make one clear ~ of the following documents, preferably on 8.5" X 11" standard paper: 

D Sales Agreement/Purchase Contract or Lease Agreement containing the purchase or 
lease price, sales tax and other expenses associated with your purchase or lease; 

D Current Vehicle Registration; 

D Work Orders, including proof of payment if you are seeking reimbursement. 

D Any other relevant documents, such as notice(s) sent to the manufacturer, along with any 
confirmation(s) of receipt (Please do not send photographs or video/audio recordings). 

PI!~ase do not send oriainals. You may wish to make a complete set of copies for your file before mailing. 

Paper clip (do not staple) your documents to the signed CCF. Please do not fold your documents. 

3. Mail or fax all your documentation to the address below: 

BBB AUTO LINE 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax: 703-247-9700 


QUESTIONS? We're here to help. 

Call (800) 955-5100 


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 Case number: FRD1233193 

Customer Claim Form Contact date: 11/27/12 
Start date: 

Please make any necessary corrections to the information below, JKin! 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 l' CUSTOMER INFORMATION 

Titled owner:  

Mailing address:  

City: LOS ANGELES State: CA Zip code:  

Day phone:  Eveninq phone: Cell phone: 

Fax: E-mail address: 

SECTION 2: VEHICLE INFORMATION 


Make: Ford Model: Escape Year: 2012 Current mileage: 0 

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

Selling dealer/city/state: , , CA 

Primary Servicing dealer/city/state: FOLSOM LAKE FORD INC. FOLSOM CA 

! Acquired as !Xl new D used D demo D leased Is the vehicle in your possession? !Xl yes D no 

Purchase/lease date: Mileage at purchase/lease: 

First repair attempt date: First repair attempt mileage: 0 
Number of vehicles 

How often is the vehicle used registered in California Transmission type: 
for business purposes (percentage): 0 % by vehicle owner/lessee: l!9 Automatic D Manual 

Has the vehicle been in an accident/had body damage? Dyes IZl no Date of accident: 

Description of damaqe: 

SECTION 3: DESIRED OUTCOME Describe what ou want done to resolve our concern 

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

VEHICLE INDENTIFICATION NUMBER 


Lienholder/Leasing Company _____________ Phone Number_________ 


Page 1 
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I 

Case Number: FRD1233193
SECTION 4: VEHICLE PROBLEMS (List Drimarv Droblem first) 

# of 
repair 

Does the 
problem 

List the date, mileage, and days out of exist 
P bl s • d I • • • 

Example: 
4/23/06 3,500 miles 5 days 

A/e won't cool properly Any Dealer, Inc. 2 6/10/07 12,700 miles 1 day yes 

Total days out of service for all problems: ____ 

Signature of Titled Owner(s) Date _______ 

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 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax: 703-247-9700 


Page 2 

PE13-003.4 000207LC



 

PE13-003.4 000208LC



BEGINNING OF CONTACT 
09/06/2012 VOICE OF THE CUSTOMER TRACKING SYSTEM 07.55.06 
============================================================================================= 

OGC ISSUE CASE NBR: 488682492. 
REGION: N4 WASHINGTON 
VIN: 1 FMCUODG7BK  

ZONE: A05 
ENGINE:, G

'. . , VEH TYPE: T 
OPENED: 
CLOSED: 

2012/09/05 
2012/09/05 

==================================~====~~==================================================== 
LAST NAME:  
TITLE: MR. FIRST NAME: 
ADDRESS:  
CITY: ROANOKE STATE: 
HOME PHONE:  
MODEL YEAR: 2011 MODEL: 
MILEAGE: 37538 
DEALER NAME: MAGIC CITY MOTOR COR SALES CODE: 
REASON CODE: 071NINJURY 
SYMPTOMS: 698200 INDICATOR CHECK ENGINE 

 

VA 

ESCAPE 

F27080 

STATUS: 
MI: 

ZIP: 

P&A: 

CLOSED 

 

05380 

ORIGIN: CRCBCP 
ACTION: T1120 
DOCUMENT: 

- TIER ONE - MELBOURNE COMMUNIC
- TIER ONE CLOSE ISSUE 

ANALYST: RRASZIPO RASZIPOVITS, 

ATION: PHONE 

ROBERTA ;:0;.;:' 

DATE: 2012/09/05 TIME: 13.34.28: 
ACTION DATNCOMMENTS: 

--CUSTOMER SAYS:-ENG & WRENCH INDICATOR CAME ON.-VEH 
t'-',DIED.-CUST MOTHER WAS IN ACCIDENT HAD TO GO TO -CUYST STATES 

DLR WAS UNABLE TO DUPLICATE CONCERN.-CUST WASNT' ABLE TO 
LEAVE VEH BECUASE DLR WASN'T ABLE TO PROVIDE RENTAL 
VEH.-CUST STATES THAT THE ENG & WRENCH INDICATOR CAME 
ON.-VEH DIED.-CUST STATES THAT THIS HAS HAPPENED MULTIPLE 
TIMES.-DLR UNABLE TO DUPLICAtE CUST CONCERN.-CUST STATES 
THAT HE WAS AT THE DLRWH,.E,N CUST EXPEREINCED THE CONCERN 
AND LOST CONTROL OF THtVEH RESULTING IN ACCIDENT.-CUST 
STATES THAT HIS MOTHER'HADTO BE TAKE TO THE HOSPITAL.1. DATE 
OF THE ACCIDENT. -8/27/201.2. WHAT THE CUSTOMER IS ALLEGING THE 
PRODUCT DEFECT IS THAT CAUSED ACCIDENT. -ENG & WRENCH 
INDICATOR CAME ON. -VEH DIED. CUST STATES HE LOST CONTROL OF 
VEH.3. IF THERE WERE ANY INJURIES SUSTAINED. -YES. MUTLIPLE 
INJURIES. MOTHER (PASSENGER) WAS TAKEN TO HOSPITAL VIA 
AMUBLANCE.4. LOCATION OF THE VEHICLE WHEN THE ACCIDENT 
OCCURRED. -OCCURED AT DLR.5. WHETHER OR NOT THERE WAS A 
POLICE REPORT FILED. -YES.6.IF A POLICE REPORT WAS FILED, WHAT 
THE FINDINGS WERE. -VEH CUT OFF. DRIVER LOST CONTROL.7. THE 
POLICE REPORT NUMBER AND THE CITY OR COUNTY IN WHICH THE 
REPORT WAS FILED. - ROANOKE CITY POLICE. NO CASE NUMBER AS OF 
YET.S. WHETHER OR NOT THE CUSTOMER HAS FILED A CLAIM WITH 
THEIR INSURANCE COMPANY. -YES.9. IF A CLAIM HAS BEEN FILED WITH 
THE INSURANCE COMPANY, WHAT IS THE STATUS OF THE CLAIM. 
-PENDING.10. WHETHER OR NOT THE VEHICLE IS REPAIRABLE. -YES.11. 
NAME AND ADDRESS OF CUSTOMER'S ATTORNEY (ONLY IF THE 
CUSTOMER MENTIONS THEY HAVE SOUGHT ONE). -DIDN'T RETAIN 
ATTORNE. CUST STATES THERE IS A HEARING ON THE 16TH OF THIS 
MONTH. AT TIME OF CALL CUST IS UNSURE WHAT THE HEARING IS 
FOR.12. WHAT THE CUSTOMER IS SEEKING -FIN ASST FOR VEH TO BE 
REPAIRED.-CUST ADV THAT THE DLR NO LONGER WANTS TO WORK 
WITH THE CUST AND HAS BEEN ISSUED LETTER STATING TO TAKE VEH 
ELSEWHERE.--DEALER SAYS:MAGIC CITY MOTOR CORP.809 
WILLIAMSON ROADROANOKE, VA24016TEL:(540) 345-0911--CRC SAYS:"I 
WILL FORWARD YOUR INFORM 

, .. ; ,-,": ' 

. ' t',,>,·) '."',t 
. I 1"\ ' 

CONSUMER AFFAIRS 09/06/2012 FAXOGC1 CONFIDENTIAL 
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF SAN DIEGO 
STREET ADDRESS: 326 S. Melrose 

MAILING ADDRESS: 325 S. ~elrus. 

CITY AND ZIP CODE: Vista. CA 92081 

BRANCH NAME: North County 

TELEPHONE NUMBER: (760) 201·6027 

PLAINTIFF(S) I PETITIONER(S): Elizabeth N Braun 

DEFENDANT(S) I RESPONDENT(S): Ford Motor Company 

BRAUN VS. FORD MOTOR COMPANY 

NOTICE OF CASE ASSIGN MENT 
ICASE NUMBER: 

137-2012~?OO58636-CU-BC-NC 

Judge: Jacqueline M. Stern Department: N-27 

COMPLAINT/PETITION FILED: 11/19/2012 

ALL CASES MUST COMPLY WITH THE CIVIL REQUIREMENTS LISTED BELOW, 
EXCEPT FOR PARKING CITATION APPEALS 

IT IS THE DUTY OF EACH PLAINTIFF (AND CROSS-COMPLAINANT) TO SERVE A COpy OF THIS NOTICE WITH THE 
COMPLAINT (AND CROSS-COMPLAINT), THE ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION FORM (SDSC 
FORM #CIV-730), A STIPULATION TO USE ALTERNATIVE DISPUTE RESOLUTION (ADR) (SDSC FORM #CIV-359), AND OTHER 
DOCUMENTS AS SET OUT IN SDSC LOCAL RULE 2.1.5. 

ALL COUNSEL WILL BE EXPECTED TO BE FAMILIAR WITH SUPERIOR COURT RULES WHICH HAVE BEEN PUBLISHED AS 
DIVISION II, AND WILL BE STRICTLY ENFORCED. 

TIME STAN DARDS: The following tlmeframes apply to general civil cases and must be adhered to unless you have requested and 
been granted an extension of time. General civil cases consist of all civil cases except: small claims proceedings. civil 
petitions, unlawful detainer proceedings, probate, guardianship, conservatorship, Juvenile, and family law proceedings. 

COMPLAINTS: Complaints and all other documents listed in SOSC Local Rule 2.1.5 must be served on all named defendants, and a 
Certificate of Service (SDSC form #C1V-345) filed within 60 days of filing. 

DEFENDANT'S APPEARANCE: Defendant must generally appear within 30 days of service of the complaint. (Plaintiff may stipulate 
to no more than 15 day extension which must be in writing and filed with the Court.) (SDSC Local Rule 2.1.6) 

DEFAULT: If the defendant has not generally appeared and no extension has been granted, the plaintiff must request default within 
45 days of the filing of the Certificate of Service. (SDSC Local Rule 2,1.7) 

CASE MANAGEMENT CONFERENCE: A Case Management Conference will be set within 150 days of filing the complaint. 

JURY FEES: In order to preserve the right to a jury trial, one party for each side demanding a jury trial shall pay an advance jury fee 
in the amount of one hundred fifty dollars ($150) on or before the date scheduled for the Initial case management conference 
in the action. 

ALTERNATIVE DISPUTE RESOLUTION (ADR): THE COURT ENCOURAGES YOU TO CONSIDER UTILIZING VARIOUS 
ALTERNATIVES TO TRIAL, INCLUDING MEDIATION AND ARBITRATION. PRIOR TO THE CASE MANAGEMENT CONFERENCE. 
PARTIES MAY FILE THE ATTACHED STIPULATION TO USE ALTERNATIVE DISPUTE RESOLUTION (SOSC FORM #CIV-359). 

YOU MAY ALSO BE ORDERED TO PARTICIPATE IN ARBITRATION. IF THE CASE IS ORDERED TO ARBITRATION PURSUANT 
TO CODE CIV. PROC. 1411.11, THE COSTS OF ARBITRATION WILL BE PAID BY THE COURT PURSUANT TO CODE CIV. PROC. 
1141.28. 

FOR MORE INFORMATION, SEE THE ATTACHED ALTERNATIVE DISPUTE RESOLUTION (AOR) INFORMATION FORM (SDSC 
FORM #CIV-730) 

SDSC CIV-721 (Rev. 08-12) Pag.: 1 
NOTICE OF CASE ASSIGNMENT 
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LAW OFFICES OF WILt!AM R, McGEE 
Willlan\ f{"McGee, State Bar No~ 122153 
. . " . afl~ce.,State BafNo< 242825 
1 .. West Bernardo Drive, Suo 380 
SanD' J.. Catlfornra92127 
.(85eJ48~332 

. . 

Attorneys for Plaintiff 

SUPERIORCQURTbF THE SlATE OF CALIFORNIA 

IN AND FOR THE COUNTY OF SAN DIEGO, NORTH COUNTY BRANCH 

E:UZABETH N, BRAUN. 	 ) 

Plaintlff, 	 ~ 
) 

v, 
. . '. 	 . .. ~ 

FORI) MOTQR09MPANY, arid DOES 1{ 
through 10. mc!usfve, ." ~ 

Defendants, 	 ) 

----~~~--~-----~----~) 

Case No, 37 ·2012·00058636-CU·BC-NC 

COMPLAINT FOR RESTITUTION AND 
DAfV1AG'fiS . 


[VIOLATJON OF. THE SONG-BE.VERlY 

CONSUMER WARRANTY ACT] OJ 

-< 
'"T1 

~ 
Pfaihtiff, ELIZABETH N. BRAUN,aUeges as follows: 

rtENERAL ALLEGATIONS 

1, Plaintiff is inforln~d and believes, and thereon aHeges, that at all tfm es herein 

defendant FORD MOTOR COMPANY is and wasacorporalionanQ registered to 00 

buslnesS in the State of Gallforni~ and doing. husiness in the County pfSAN DIEGO, 

NORTH COUNTY, 

2. The true names and capaCiUes of Does 1 through 10, inclusive, aren,ot 

known.to plaintiff at this time and therefore plaintiff ~ues those defendahtsby such f1clttious 

names, Plaintiff will Elmend this complaint to aHege the true names {and capacities of SUCII 

defendants whel"ltheyare asoertained, 

3.. Each of fiiS defendants·in this case acted as the princlpa~1 agent, employee 

or other autho.rized representativeinrelafion to the other; alldefeodants acted at all times 

mentioned In this complaInt within the cours-e and scopeoftnelr respective authorrty and 

PE13-003.4 000214LC
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with the full knowledge and consent of the other defendants. Furthermore, plaintiff is 

informed and believes and thereon alleges that all acts of corporate employees as 

hereinafter alleged were authorized or ratified by an officer, director or managing agent of 

the corporate employer. 

4. On or about August 23, 2009, plaintiff purchased a 2010 Ford Escape, 

vehicle identification number 1 FMCUOD74AKA12887. 

5. Pursuant to the Song-Beverly Consumer Warranty Act (hereinafter the "Act") 

Civil Code sections 1790 et seq., the aforementioned vehicle constitutes a "New motor 

vehicle." 

6. Plaintiff is a "buyer" of a new motor vehicle under the Act. 

7. Defendant FORD MOTOR COMPANY is a "manufacturer" and/or "distributor" 

under the Act 

8. Defendant FORD MOTOR COMPANY provided plaintiff with an "express 

warranty~ under the Act. pursuant to which the defendant undertook to preserve the utility 

or performance of the subject vehicle. 

9. The sale of the aforementioned vehicle to plaintiff was accompanied by an 

implied warranty that the vehicle was merchantable. The sale of the aforesaid vehicle to 

plaintiff was also accompanied by defendant FORD MOTOR COMPANY's implied warranty 

of fitness. 

10. The subject vehicle has suffered from nonconformity(s) to warranty to. 

including but not limited to, engine stalling. The foregoing defect(s) and nonconformity(s) 

to warranty manifested themselves within the applicable express warranty period. 

11. Plaintiff delivered the aforementiDned vehicle to an authorized FORD 

MOTOR COMPANY service and repair facility 'for repair of the aforementioned 

nonconformity(s) on multiple occasions, 

12. Defendant has been unable and/or has refused to conform plaintiff's vehicle 

to the applicable express and implied warranties under the Act after a reasonable number 

of attempts. Furthermore, the aforementioned nonconformity(s) substantially impairs the 

- 2 
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use, value andJor safety of the subject vehicle to plaintiff. 

13. Notwithstanding knowledge of plaintiffs entitlement. defendant has 

intentionally 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 to 

repurchase the vehicle and make restitution, defendant is in breach of its obligations under 

the Act. 

15. Plaintiff is entitled to Justifiably revoke acceptance of the aforementioned 

vehicle under the Act. 

16. Under the Act, plaintiff is entitled to reimbursement of the purchase price paid 

for the subject vehicle less that amount directly attributable to use by the plaintiff prior to 

discovery of the nonconformity{s). 

17. Plaintiff is entitfed to all incidental, consequential and general damages 

resulting from defendant's failure to comply with its obligations under the Act 

18. Plaintiff is entitled under the Act to recover as part of the judgment a sum 

equal to the aggregate amount of costs and expenses, including attorney's fees, 

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

19. Plaintiff is entitled in addition to the amounts recovered. a civil penalty of up 

to two times the amount of actual damages in that defendant has willfully failed to comply 

with its responsibifities under the Act. 

WHEREFORE, plaintiff prays for judgment against defendant as follows: 

1. For rescission of the contract and restitution of all consideration; 

2. For actual compensatory and general damages according to proof at time of 

trial; 

3. That such actual. compensatory and general damages be doubled and 

awarded to plaintiff as a civil per.alty; 

Prejudgment interest from date of rescission; 


For attorney's fees incurred herein according to proof; 


- ., 
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6. For costs of suit incurred herein; and 

7. For such other and further relief as the Court deems just and proper. 

DATED: November K, 2012 LAW OFFICES OF W1LLtAM R. McGEE 
Attorneys for Plaintiff 

By: 

- 4 
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Superior Court of California 

County of San Diego 


NOTICE OF ASSIGNMENT 

TO IMAGING DEPARTMENT 


This case bas been assigned to an Imaging Department and original documents attacbed to 
pleadings filed with tile court will be imaged and destroyed. Original documents should not be 
filed with pleadings. If necessary, they should be lodged "itit the court under California Rules of 
Court, rule 3.1302(b). 

On August 1, 2011 the San Diego Superior Court began the Electronic Filing and Imaging Pilot 
Program ("Program"). As of August 1,2011 in aU new cases assigned to an Imaging Department all 
filings will be imaged electronically and the electronic version of the document wilt be the official 
court file. The official court file will be electronic and accessible at 011e of the kiosks located in the 
Civil Business Office and on the Internet through the court's website. This Program will be expanding 
to other civil courtrooms over time. 

You should be aware that the electronic copy of the filed document(s) \-vill be the official court 
record pursuant to Government Code section 68150, The paper filing will be imaged and held for 
90 days. After that time it will be destroyed and recycled. Thus, you should not attach any 
original documents to pleadings filed with the San Diego Superior Court. Original documents 
filed with the court will be imaged and destI'oyed except those documents specified in 
California Rules of Court, rule 3.1806. Any original documents necessary for a motion hearing or 
trial shall be lodged in advance of the hearing pursuant to California Rules of Court~ rule 3 .1302(b). 

It is the duty of each plaintiff, cross-complainant or petitioner to serve a copy of this notice with 
the complaint, cross-complaint or petition on all parties in the action. 

On all pleadings filed after the initial case originating filing, atI parties must, to the extent it is 
feasible to do so, place the words ~'Il\1AG.ED FILE" in all caps immediately under the title of the 
pleading on all subsequent pleadings filed in the action. 

Please refer to the General Order - Imaging located on the 
San Diego Superior Court ,vebsite at: 

http://www.sdcourt.ca.gov/ClvillmagingGeneraIOrder 
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF SAN DIEGO 


ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION 


CASE NUMBER: 37-2012-00058636-CU-BC-NC CASE TITLE: 
Braun VS. Ford Motor Company 

NQTICE: All plaintiffs/cross-complainants In a general civil case are required to serve a copy of the following 
three forms on each defendant/cross-defendant, together with the complaint/cross-complaint: 

(1) this Alternative Dispute Resolution (ADR) Information form (SDSC form #CIV-730), 
(2) the Stipulation to Use Alternative Dispute Resolution (ADR) form (SDSC form #CIV-359), and 
(3) the Notice of Case Assignment form (SDSC form #CIV-721). 

Most civil disputes are resolved without filing a lawsuit, and most civil lawsuits are resolved without a trial. The courts, 
community organizations, and private providers offer a variety of Alternative Dispute Resolution (ADR) processes to help 
people resolve disputes without a trial. The San Diego Superior Court expects that litigants will utilize some form of ADR 
as a mechanism for case settlement before trial, and it may be beneficial to do this early in the case, 

Below is some information about the potential advantages and disadvantages ·of ADR, the most common types of ADR. 
and how to find a local ADR program or neutral. A form for agreeing to use ADR is attached (SDSC form #CIV-359). 

Potential Advantages and Disadvantages of ADR 
ADR may have a variety of advantages or disadvantages over a trial, depending on the type of ADR process used and the 
particular case: 

Potential Advantages 	 Potential Disadvantages 
• 	 Saves time • May take more time and money if ADR does not 
• 	 Saves money resolve the dispute 
• 	 Gives parties more control over the dispute • Procedures to learn about the other side's case (discovery), 

resolution process and outcome jury trial, appeal, and other court protections may be limited 
• 	 Preserves or improves relationships or unavailable 

Most Common Types of ADR 
You can read more information about these ADR processes and watch videos that demonstrate them on the court's ADR 
webpage at http://www.sdcourt.ca.goY/adr. 

Mediation: A neutral person called a "mediator" helps the parties communicate in an effective and constructive manner 
so they can try to settle their dispute, The mediator does not decide the outcome, but helps the parties to do so, 
Mediation is usually confidential, and may be particularly useful when parties want or need to flave an ongoing 
relationship, such as in disputes between family members, neighbors, co-workers, or business partners, or when parties 
want to discuss non-legal concerns or creative resolutions that could not be ordered at a trial. 

Settlement Conference: A Judge or another neutral person called a "settlement officer" helps the parties to understand 
the strengths and weaknesses of their case and to discuss settlement. The judge or settlement officer does not make a 
decision in the case but helps the parties to negotiate a settlement. Settlement conferences may be particularly helpful 
when the parties have very different ideas about the likely outcome of a trial and would like an experienced neutral to help 
guide them toward a resolution, 

Arbitration: A neutral person called an "arbitrator" considers arguments and evidence presented by each side and then 
decides the outcome of the dispute. Arbitration is less formal than a trial, and the rules of evidence are usually relaxed. If 
the parties agree to binding arbitration, they waive their right to a trial and agree to accept the arbitrator's deds/on as frnal. 
With nonbinding arbitration, any party may reject the arbitrator's decision and request a trial. Arbitration may be 
appropriate when the parties want another person to decide the outcome of their dispute but would like to avoid the 
formality, time, and expense of a triaL 

sese CIV-730 (Rev ~2.10) ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION Page: 1 
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Other ADR Processes: There are several other types of ADR which are not offered through the court but which may be 
obtained privately, Including neutral evaluation, conciliation. fact finding, mini-trials, and summary jury trials, Sometimes 
parties will try a combination of ADR processes. The important thing is to try to find the type or types of ADR that are 
most likely to resolve your dispute. Be sure to learn about the rules of any ADR program and the qualifications of any 
neutral you are considering, and about their fees. 

Local ADR Programs for Civil Cases 

Mediation: The San Diego Superior Court maintains a Civil Mediation Panel of approved mediators who have met 
certain minimum qualifications and have agreed to charge $150 per hour for aael, of the first two (2) hours of mediation 
and their regular hourly rate thereafter in court-referred mediations. 

On-line mediator search and selection: Go to the court's ADR webpage at www.sdcourt.ca.gov/adr and click on the 
"Mediator Search" to review individual mediator profiles containing detailed information about each mediator including 
their dispute resolution training, relevant experience, ADR specialty. education and employment history, mediation style, 
and fees and to submit an on-line Mediator Selection Form (SDSC form #CIV-005). The Civil Mediation Panel List, the 
Available Mediator List, individual Mediator Profiles. and Mediator Selection Form (CIV-005) can also be printed from the 
court's ADR webpage and are available at the Mediation Program Office or Civil Business Office at each court location. 

Settlement Conference: The judge may order your case to a mandatory settlement conference, or voluntary settlement 
conferences may be requested from the court if the parties certify that: (1) settlement negotiations between the parties 
have been pursued, demands and offers have been tendered in good faith, and resolution has failed; (2) a judicially 
supervised settlement conference presents a substantial opportunity for settlement; and (3) the case has developed to a 
point where all parties are legally and factually prepared to present the issues for settlement consideration and further 
discovery for settlement purposes is not required. Refer to SDSC Local Rule 2.2.1 for more information. To schedule a 
settlement conference, contact the department to which your case is assigned. 

Arbitration: The San Diego Superior Court maintains a panel of approved judicial arbitrators who have practiced law for 
a minimum of five years and who have a certain amount of trial and/or arbitration experience, Refer to SDSC Local 
Rules Division II, Chapter III and Code Civ. Proc. §.jj41.1 0 et seq or contact the Arbitration Program Office at (619) 
450-7300 for more information. 

More information about court-connected ADR: Visit the court's ADR webpage at www.sdcourt.ca.gov/adr or contact the 
court's Mediation/Arbitration Office at (619) 450-7300. 

Dispute Resolution Programs Act (DRPA) funded ADR Programs: The following community dispute resolution 
programs are funded under DRPA (Bus, and Prof. Code §§ 465 et seq.): 

In Central, East. and South San Diego County, contact the National Conflict Resolution Center (NCRC) at 
www.ncrconline,com or (619) 238-2400. 
In North San Diego County. contact North County Lifeline, Inc. at www.nciifeline.org or (760) 726-4900. 

Private ADR: To find a private ADR program or neutral, search the Internet, your local telephone or bUSiness directory, 
or legal newspaper for dispute resolution, mediation, settlement, or arbitration services. 

Legal Representation and Advice 

To participate effectively in ADR, it is generally important to understand your legal rights and responsibilities and the 
likely outcomes jf you went to trial. ADR neutrals are notalfowed to represent or to give legal advice to the participants in 
the ADR process, If you do not already have an attorney, the California State Bar or your local County Bar Association 
can assist you in finding an attorney. Information about obtaining free and low cost legal assistance is also available on 
the California courts website at WWW.courtinfo.ca.govlselfhe/pi/owcost. 

SDse CV·73Q (R;)v 12.10) ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION Page: 2 
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF SAN DIEGO 

STREET AOORESS: 325 S. Melrose 

MAILING A!)ORESS: 325 S. Melrose 

OITY, STATE. &ZIP CODE: Vista, CA 92081-6695 

BRANCH NAME: North County 

FOR COURT USE ONL Y 

PLAINTIFF(S): Elizabeth N Braun 

DEFENDANT(S): Ford Motor Company 

SHORT TITLE: BRAUN VS. FORD MOTOR COMPANY 

STIPULATION TO USE ALTERNATIVE 
DISPUTE RESOLUTION (ADR) 

I~ASE NUMBER: 
12-00058636-CU-8C·NC 

Judge: Jacqueline M. Stem Departmer>t: N-27 

The parties and their attomeys stipulate that the matter is at issue and the claims In this action shall be submitted to the following 
altematlve dispute resolution (ADR) process. Selection of any of these options will not delay ahy case management timelines. 

D Mediation (court-connected) 0 Non-binding private arbitration 

0 Mediation (private) 0 Binding private arbitration 

0 Voluntary settlement conference (private) 0 Non-binding Judicial arbltratlon(discovery until 15 days before trial) 

0 Neutral evaluation (private) 0 Non-binding judicial arbitration (discovery until 30 days before trial) 

D Otrer (specify e.g., private mini-trial, private judge, etc.): __________________________ 

It is also stipulated that the following shall serve as arbitrator, mediator or other neutral: (Name) 

Altemate neutral (for court Civil Mediation Program and arbitration only): ________________________ 

Date: ___________________ Date: ___________________ 

Name of Plaintiff Name of Defendant 

Signature Signature 

Name of Plaintiffs Attorney Name Defendant's Attorney 

Signature Signature 


If there are more parties and/or al.lofl1eys, please attach additional completed and fully executed sheets. 


It Is the dutx: of the parties to notify the court of any settlement pursuant to Cal. Rules of Court. rule 3.1385. Upon notification of the settlement. 

the court will place this matter on a 45-day dismissal calendar. 


No new parties may be added without leave of court. 


IT IS SO ORDERED. 


Dated: 11/10/2012 JUDGE OF THE SUPERIOR COURT 

STIPULATION TO USE OF ALTERNATIVE DISPUTE RESOLUTION 

3 
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Last Handling 
Datel 

Issue Status 
11/9/2012 

CLOSED 

9110/2012 

CLOSED 

Namel 
Reason Desc 

ISSUE LIST 

Vinl 
Case No. 

Model Year and Vehicle 
Line 

1FMCUOD74AKA  2010 ESCAPE 
CLP -IN - FINANCIAL ASSISTANCE -AT 1574012432 
RISK 

1FMCUOD74AKA  2010 ESCAPE 
CLP -IN  FINANCIAL ASSISTANCE -AT 

RISK 1574012432 

Issue 
Type 

04 

04 

Ford Confidential 
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All Action Details for Issue 
---~~-----------------~--------------

VIN: 1FMCUOD74AKA Year: 2010 Model: ESCAPE Case: 1574012432 
Name:  Owner Status: Original WSD: 2009-08-23 
Symptom Desc: AUTO TRANS GENERAL VIBRATION Primary Phone:  
Reason Desc: CLP-IN - FINANCIAL ASSISTANCE -AT RISK Secondary Phone:  
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 11/05/2012 

--------~-----~-----

Action: CRC FOLLOW UP COMP, REOPEN -CUST NOT SATISFIED OR VEH NOT REPAIR 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 15030 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 11/05/2012 Action Time: 14.52.32.578 Action Data: No 

Comments CSM BRYAN 77713 - IBC FROM CUSTOMER - ADVISED SHE HAS NOT DRIVEN HER VEHICLE BECAUSE 
SHE IS AFRAID IT WILL STALL AND BREAK DOWN - ADVISED SHE WANTS THE VEHICLE BOUGHT BACK - STATES 
THAT SHE HAS SPOKEN WITH AN ATTORNEY, BUT HAS NOT YET RETAINED DUE TO THE DESIRE TO HANDLE 
WITHIN FMC -STATES SHE WANTS THE VEHICLE BOUGHT BACK DUE TO MULTPLE CONCERNS WITH TRANS AND 
HER HUSBAND HAD ASTROKE AND IS GOING TO PHYSICAL THERAPY 

Action: CREATE FOLLOW UP 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 15030 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 11/06/2012 Action Time: 12.06.45.255 Action Data: Yes 

Comments CSM BRYAN 77713 - 2010 ESCAPE - LTV: 49, ODOMETER: 15030 MI. WSD: 2009-08-23, ESP: PREM MAlNT 
- OBC TO DEALER - SPOKE WITH SIA MIKE - ADVISED THAT HE WILL CALL ME BACK AND DISCUSS AS HE WAS 
WITH ACUSTOMER 

Data Element Name Data Value 

DATE OF FOLLOW UP: 11-09-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 15030 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 11/09/2012 Action Time: 15.09.31.392 Action Data: Yes 

Comments CSM BRYAN 77713 - OBC TO CUSTOMER AT  - LEFT VM WITH CONTACT INFO 

Data Element Name Data Value 

DATE OF FOLLOW UP: 11-13-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CONCERN ADDRESSED 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 15030 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 11/09/2012 Action Time: 16.47.17.781 Action Data: Yes 
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Comments CSM BRYAN 77713-IBC FROM CUSTOMER-ADVISED THAT FORD WILL NOT GRANT REQUEST FOR 
REPURCHASE OR REPLACEMENT - CUSTOMER ADVISED SHE WAS UPSET AND SURPRISED - WILL BE SPEAKING 
WITH A LAWYER 

Data Element Name 

CUSTOMER'S LTV SCORE 

PARTS ESCALATION USED? (YIN) 

TECH ASSIST (FSE INVOLVED) USED? (YIN) 

TECH HOTLINE CONSULTED? (YIN) 

ESP USED? (YIN) 

SCP USED? (YIN) 

X-PLAN USED? (YIN) 

CLP FINANCIAL ASSIST PROVIDED? (YIN) 

-ESTIMATED REPAIR COST(@WARRRATES)($) 

-CUSTOMER'S SHARE OF REPAIR COST ($) 

-DEALER'S SHARE OF REPAIR COST-P18 ($) 

-DEALER'S SHARE OF REPAIR COST-OTHER($) 

-FORDS'S SHARE OF REPAIR COST-P11 ($) 

CLP FINANCIAL ASSIST DENIED? (YIN) 

NONE OF THE ABOVE (YIN) 


Data Value 

49 
N 
N 
N 
N 
N 
N 
N 

N 
Y 
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All Action Details for Issue 

VIN: 1FMCUOD74AK  Year: 2010 Model: ESCAPE Case: 1574012432 
Name:  Owner Status: Original WSD: 2009-08-23 
Symptom Desc: STALUQUITS ACCELERATION ALL ENGINE TEMP Primary Phone:  
Reason Desc: CLP -IN - FINANCIAL ASSISTANCE - AT RISK Secondary Phone: 
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 08/31/2012 

Action: TIER ONE OPEN ISSUE 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: TIER ONE - MELBOURNE 
Odometer: 14978 MI Comm Type: PHONE 
Analyst Name: RIVERA DAVID Analyst: DRIVER26 
Action Date: 08/30/2012 Action Time: 15.56.41.139 Action Data: No 

Comments - CUST VEH IS AT DLR- WAS TOLD ABOUT RECALL- CAR STALLS· HAS BROUGHT IT TO DLR MANY 
TIMES- WAS TOLD CAR IS OUT OF WARRENTY- WANTS TO KNOW IF WE CAN HELP FIX VEH*" DRL INFO """KEN 
GRODY FORD 5555 PASEO DEL NORTECARLSBAD. CA 92008*** CRC ADV ***- ADV NO RECALL ON VIN· 'I WILL 
ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. A 
SPECIALIST WILL CONTACT YOU BY CLOSE OF BUSINESS TOMORROW.- ADV OF ABOVE 

~,«"<-<~«<~--~---<------«------«~<--< <------< 

Action: CREATE FOLLOW UP 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 14978 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 08/31/2012 Action Time: 19.53.03.586 Action Data: Yes 

Comments CSM BRYAN 77713- OBC TO CUSTOMER AT 5· SPOKE WITH  - CUSTOMER 
ADVISED SHE IS WORRIED ABOUT STALLING OF THE VEHICLE· ALSO. WARRANTY HAS EXPIRED - LOOKING FOR 
FINANCIAL ASSISTANCE 

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-04-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Dealer: 05512 KEN GRODY FORD· CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 14978 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 09/04/2012 Action Time: 18.16.18.209 Action Data: Yes 

Comments CSM BRYAN 77713· ODOMETER: 14978, NO ESP LTV: 50· OBC TO DEALER - REPLACED RCM - FELL 
UNDER WARRANTY - OBC TO CUSTOMER AT PRIMARY· LEFT VM 

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-06-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 14978 MI Comm Type: PHONE 
Analyst Name: CRUZ.MELISSA Analyst: MCRUZ54 
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Action Date: 09/06/2012 Action Time: 13.30.32.557 Action Data: Yes 

Comments ASSISTING CSM BRYAN STELLFOX (77713) - OBC TO CUST @ - NO ANSWER - LM ON VM 
WITH BRYAN'S INFO - FlU FOR MON, 9/10 

Data Element Name Data Value 

DATE OF FOLLOW UP: 09-10-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CONCERN ADDRESSED 
Dealer: 05512 KEN GRODY FORD - CARLSBAD Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 14978 MI Comm Type: PHONE 
Analyst Name: STELLFOX, BRYAN Analyst: BSTELLFO 
Action Date: 09/10/2012 Action Time: 17.25.22.634 Action Data: Yes 

Comments CSM BRYAN 77713 - REPLACED RCM - FELL UNDER WARRANTY - OBC TO CUSTOMER AT PRIMARY 
LEFT VM - CLOSING CASE 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 50 

PARTS ESCALATION USED? (YIN) N 

TECH ASSIST (FSE INVOLVED) USED? (YIN) N 

TECH HOTLINE CONSULTED? (YIN) N 

ESP USED? (YIN) N 

SCP USED? (YIN) N 

X-PLAN USED? (YIN) N 

CLP FINANCIAL ASSIST PROVIDED? (YIN) N 

-ESTIMATED REPAIR COST(@WARRRATES) ($) 

-CUSTOMER'S SHARE OF REPAIR COST ($) 

-DEALER'S SHARE OF REPAIR COST-P18 ($) 

-DEALER'S SHARE OF REPAIR COST-OTHER($) 

-FORDS'S SHARE OF REPAIR COST-P11 ($) 

CLP FINANCIAL ASSIST DENIED? (YIN) N 

NONE OF THE ABOVE (YIN) Y 
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Rpt. Analvsis Home Report Mqmt Primary Report Mgmt Querv Report Mgmt Indicator Summary Help Exit 

r.tll1litillilhmlll9 lidMu@i IDIII .,. 

GCQIS Report Analysis 

Report Summary 

Report 1 of 2 


Query Name: REPORT RETRIEVAL 


File Rermrt To This Folder File ReJ)ort To A Folder Folder Number: 
Download Options IFiPm'@!HlI' 

Report Detail Section: View Details Attachments: 0 

Report# : CFKDC004 NHL Received: 06/11/2012 

CCRG/EPRC: Reviewed Status: Date: 

2010,ESCAPE 4X2 (99 Vehicle: Build Date: 08/10/200912) ,4X2 ,XLT ,MPV ,lFMCUOD74AK  

2.5L IVCT Calibration: AM71A20AOdometer: 14,822 M Engine: 

Transmission: 6SP 6F MID Axle: 3.51 
RATIO A/C: YES 

Dealer: USA 05512 Ken Grody Ford - Carlsbad Phone#: (760) 438
9171 

City: Carlsbad State: California Country: USA 

Originator: ROBERT KRESSIN 
Symptom: 221 5 38 AID/INFO,SYNC,T X T NAVIG,INOPERATIVE 

Status: 
VFG: V81 ENTERTAINMENT & COMMUNICATION 

Additional TDI INOPSymptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: DDOMINAT Phone: Regn Cd: Wl Los Angeles 

Engineering: Phone: TAR: 
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Dlr Contact: ROBERT KRESSIN 	 Phone: 760 438-9171 Title Cde: T 

KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR 	 06/11/2012 01:42PM DDOMINAT 

WEB FORM DATA - CONCERN:NAVIGATION INOP DIAGNOSTICS: CHECKED FOR 

CODES, CHECKED FOR SYNC UPDATES, CHECKED FOR TSBS OR SSMS, WHEN GOING 

INTO SYNC SERVICES PHONE TRIES TO CONNECT WITH SERVICES, BUT GETS 

SOUND LIKE BUSY SIGNAL, ATTEMPTED TO PERFORM UPDATE TO GPSM PER TSB 

10-13-04, BUT GETTING MESSAGE THAT PART NUMBER DOES NOT MATCH WHAT 

SHOULD BE IN VEHICLE, PART#AEST-19H463-AJ, THEN IDS GOES BACK TO HOME 

PAGE WITHOUT PROGRAMING PARTS REPLACED: NONE TECH QUESTION:ANY 

KNOWN CONCERNS OR WAY TO REPROGRAM GPSM? 

RECOMM 	 06/11/2012 01:42PM DDOMINAT 
ROBERT, ENSURE YOUR IDS HAS BEEN UPDATED TO SOFTWARE LEVEL 79.02B AND 

ATTEMPT TO PERFORM THE PROGRAMMING AGAIN TO ENSURE THE SOFTWARE 

DATABASE IS UP TO DATE. IF THE IDS IS UP TO DATE AND THE ERROR 

CONTINUES, PERFORM A NETWORK TEST TO ENSURE THERE ARE NO COMMUNICATION 

CONCERNS WITH THE GPSM PREVENTING PROPER INFORMATION RETRIEVAL. IF 

THERE ARE NO COMMUNICATION ISSUES AND THE ERROR CONTINUES, REPLACE THE 

GPSM. Download Options 

Folder Number: File Report To This Folder File Report To A Folder 

':tinlitdllilliftlim lilii!iTliuit... mill .... IfJrm';<Q'nll' 

Requester: MVALLA 28-Nov-2012 

Report Summary Ford Proprietary, Private Retention: None 

Server: ECCWS686 
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Rpt. Analvsis Report Mqmt Primary Report Mqmt Query Report Mgmt Indicator Summary Help Exit 
Home 

GCQIS Report Analysis 

Report Summary 

Report 2 of 2 


Query Name: REPORT RETRIEVAL 


File ReflOrt To This Folder File Report To A Folder Folder Number: 
00'1 

Report Detail Section: View Details Attachments: 0 

Report# : CH4BJ013 NHL Received: 08, 

CCRG/EPRC: Reviewed Status: Date: 

2010,ESCAPE 4X2 (99 
Vehicle: 	 Build Date: 08,

12) ,4X2 ,XLT ,MPV ,lFMCUOD74AK  

2.5L IVCT Calibration: AM
Odometer: 14,978 M Engine: 

Transmission: 6SP 6F MID Axle: 
3.51 
RATIO A/C: YE! 

Dealer: USA 05512 Ken Grody Ford - Carlsbad Phone#: (7€ 
91' 

City: Carlsbad State: 
California Country: US 

Originator: TONY MCGINNIS 

Symptom: 6 62 4 39 SP/ST/RD,STEER/STER WHL,PERFORMANCE,INTERMITIENT 

Status: 
VFG: V87 STEERING 

Additional 
LOSS OF ASSIST

Symptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: 	CBROW497 Phone: 313 317-9349 Regn Cd: W1 Los Angeles 

Engineering: 	 Phone: TAR: 

Dlr Contact: TONY MCGINNIS 	 Phone: 760438-9171 Title CdE 

KOEO: 
KOEC: C1280 

KOER: 

Comments: 

REPAIR 	 08/30/2012 12:30PM CLEOPHAS BROWN MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN:CUST, STATES VEHICLE WAS MAKING GRIND TYPE 

NOISE AND STARTED TO PULL OVER AND THEN IT SEEMED HARDER TO STEER. 

VEHICLE TOWED IN AND NOW TRACTION CONTROL LIGHT ON, CUST. DID NOT SEE 

LIGHT PRIOR. DIAGNOSTICS: VISUAL INSP. TIRE SIZE- O.K.,RETRIEVED 
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CODES I CHECKED CONNECTION AT R.C.M. O.K. - MOUNTING OF R.C.M. , I 

O.K. PARTS REPLACED:NONE TECH QUESTION:CLEARED CODES, TEST DROVE 

10 MILES CANNOT DUPLICATE, RELEASE VEHICLE OR REPLACE R.C.M. ? 

RECOMM 08/30/2012 12:30PM CLEOPHAS BROWN MSS - FCSD - 'rECH SVC HOTLINE 
TONY, THANK YOU FOR THE INFORMATION PROVIDED. WE HAVE SEEN SIMILAR 

CONCERNS RESOLVED WITH REPLACEMENT OFTHE RCM. WE RECOMMEND THAT YOU 

ATTEMPT TO GATHER FURTHER INFORMATION FORM THE CUSTOMER REGARDING THE 

CIRCUMSTANCES SURROUNDING THE EVENT AND USE THIS INFORMATION IN 

DUPLICATION OF THE CONCERN. IF STILL UNABLE TO DUPLICATE, VERIFY 

PIN-FIR AT THE RCM AND LOAD TEST THE POWERS AND GROUND. IF THE 

CIRCUITRY PROVES OUT, REPLACE THE RCM. REPORT #: CDBBK012 VANCE, 

BASED ON THE INFORMATION PROVIDED, THE DEALER IS APPROVED 

File Report To This Folder File Report To A Folder Folder Number: 

@bG.m"i¥ii§ *Ai"'tm~t mil Fid+ I$fIi1'@iI.J,i 

Requester: MVALLA 28-Nov-2012 

Report Summary Ford Proprietary, Private Retention: None 

Server: ECCWS686 

PE13-003.4 000230LC
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KIMMEL & SILVERMAN 

---------P.c.-------- 

1-800-LEMON LAW 
y.·wwlcmonlaw.com 

CORPORATE HEADQUARTERS 

30 E. Butler Pike 


Ambler, PA 19002 

P (215) 540-8888 

F (215) 540-8817 


WESTERN PA OHICE, 210 Grant Street, Snite 202, Pittsburgh, PA 15219, P (412) 566-1001, F (412) 566-1005 


.\lEW JERSEY OFFICE, Executive Quarters, 1930 E. Marlton Pike, Suite Q29, Cheny Hill. NJ 08003, P (856) 429-8334, F (856) 216-7344 


DEL\WARE OFFICE, 501 Silverside Road, Suile 118. Wilmington, DE 19809, P (302) 791-9373, F (302) 791-9476 


CONNECTICUT OFFI€E, 136 Main Street. Suite 30 I, Danielson. CT 06239, P (860) 866-4380, F (860) 263-0919 


NEW YORK OFFICE, 1001 Avenue of the Americas, 12th Floor, New York, NY 10018, P (212) 719-7543, F (877) 617-2515 


BVFFALO, NY OFFICE, 1207 Delaware Awnue, Suite 440, Bulfalo, NY 14209, P (716) 332-6112, F (800) 863-1689 


PLEASE REMIT ALL CORRESPO:"llDP';CE TO THE AMBLER OFFICE 


November 6, 2012 

lACQUELI:-;rE c. HERRlTT""·o 
ROBERT A. RAPKIN" 

Al>GELA K TROCCOLl· 
FRED DA VlS··'\t i) 

AMY BENt-;ECOFF' ·"~I';; 
CHRISTINA GILL ROSEMAt-r::'o 

RICHARD A. SCliOLER' 
TARA L PAITERSON 

W. CHRISTOPHER COMPOl>OVO" 
TIMOTHY J. ABEEL. JR . 

JOSEPH L GE>;TILCORE 
ALFRED J n;MOLO III 

CHRISTOPHER) KELLEHER'· 

CERTIFIED MAILIRETURN RECEIPT REQUESTED 

Ford Motor Company 
e/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, PA 17101 

RE: 	 Nicole Bricketto v. Ford Motor Company 
October Term 2012, No. 004485 

Dear Sir/Madam: 

Enclosed please find a copy of thc 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 after the receipt of the Complaint. 

RAR\jh 

PE13-003.4 000232LC
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Court of Common Pleas of Philadelphia County For Prothonotary Use Only (Docket Number) 

Trial Division OCTOBER 2012 004485Civil Cover Sheet E-Filing Number: 1211004287 

, PLAINTIFF'S NAM E 

NICOLE L. BRICKETTO 

PLAINTIFF'S ADDRESS 
1512 PAINTER'S CROSSING 

CHADDS FORD PA 19317 


PLAINTIFF'S NAME 

PLAINTIFF'S ADDRESS 

PLAINTIFF'S NAME 

PLAINTIFF'S ADDRESS 

TOTAL NUMBER OF PLAINTIFFS TOTAL NUMBER OF DEFENDANTS 

1 1 

AMOUNT IN CONTROVERSY COURT PROGRAMS 

iii Arbitration 0iii S50,000.00 or less ,0 Jury 0 o More than S50,000.00 o Non-Jury 0 
'0 Other: 

CASE TYPE AND CODE 

10 - CONTRACTS OTHER 

STA1UTORY BASIS FOR CAUSE OF ACTION 

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

TO THE PROTHONOTARY: 

DEFENDANTS NAME 

FORD MOTOR COMPANY 

DEFENDANTS ADDRESS 
C/O CT CORPORATION 
HARRISBURG PA 17101 

DEFENDANTS NAME 

DEFENDANTS ADDRESS 

DEFENDANTS NAME 

DEFENDANTS ADDRESS 

COMMENCEMENT OF ACTION 

116 PINE STREET SUITE 320 

iii Complaint o Petition Action 0 Notice of Appeal 

o Writ of Summons o Transfer From Other Jurisdictions 

Mass Tort 0 Commerce 0 Settlement 

Savings Action 0 Minor Court Appeal 0 Minors 

Petition 0 Statutory Appeals 0 W ID/SurvivaJ 

IS CASE SUBJECT TOAlED 
COORDINATION ORDER? PROPROTHV YES NO 

NOV 02 2012 

S.GARRETT 

Kindly enter my appearance on behalf of Plaintiff/Petitioner/Appeliant: NICOLE L BRICKETTO 

Papers may be served at the address set forth below. 

NAME OF PLAINTIFF'S/PETITIONER'S/APPELLANTS ATIORNEY ADDRESS 

ROBERT A. RAPKIN 

PHONE NUMBER 

(215)540-8888 

SUPREME COURT IDENTIFICATION NO, 

61628 

SIGNATURE OF FILING ATIORNEY OR PARTY 

ROBERT RAPKIN 

30 EAST BUTLER PIKE 
AMBLER PA 19002 

FAX NUMBER 

(215)540-8817 

E-MAIL ADDRESS 

rarphi11yefi1e@lemon1aw.com 

DATIE SUBMITIED 

Friday, November 02, 2012, 04:16 pm 

FINAL COPY (Approved by the Prothonotary Clerk) 
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dn>oso to buy lil() valildo ori cwdtl uml&r IIlf1 IlfjHmmonls on 11m front Hwl baek 01 Ill!!; conh,tcf.· 

N,'w!lJ~;;,j MI:~'"P~)"1 yO~1r ailt! MaIm ~ ifl,,'ifil f ··V.i')hl?~}i{;;lilrrn'llioH Nu,nhvrI . 
AgriGlII\Wt11 

_ 1"\111» .:...~n_'!:: l rM(:!L'tl)_G~BlmO 

YOU AnE I1EUUIREHl (] IN~mHE filE 
VEHICLE. YOU MAY OBTAfN VEl ilGU; 
INSURANCE fTiOR.1 J\ PEI1S0N OF 
YOUri CHOICE. 

UAnlUTY INSURANCE COVEFlAGf: 
FOB ElODILVtNJUfW AND 
DAMAGE GAUSE!) TO onnms 
fNr.HJI)ED. 

CBEOIT lIFE,'CBmm l)ISt\B!UTV AND 
OTIIEB OPTIONAL INSUI-lANCE Alit 
NOT rmamm:D TO OBTAIN CnEOiT 
AND WILL NOT BE PROVIUED UNU~f;B 
YOU SIGN. AND AGREE TO PAY Till: 
PBEMIUM. 

, for. 
for. 
i,jr, 

for ,.' 
{Of. 

for 

...... IOf 

1{!}\ 

N/i\ 
N/lt 
N/A 

ll/~'. 
~< L,.• ilH},'l;.d. (4) 

/\,.iOlltlt Flnam::cd n pl\m 4) .... ""'....................................... " ....... ,, .... :;;.1 9 i 'JI\ (5) 

ll)o OOIt..11' nm::allll 
tho C!()<:jlf Will 

eo~)f you 

(olcdlt plovidod 
to you or 011 

your hoinlf 

I 
I 
I 
!, 

'l f n 1 I 

'1. Gild; I' f /(;n ,.. "~~ ... ,,,.,,,, ..•.. " .... " .................. "" ....""............. "."".",."" .......t,:,J>. ;1·.9n (1) 
Down Puymont 
Third Pmly ncl.mi<1 Atmlgned to Sel/or ........ ""...... " ...""............. $ J>.~:i(X)~.1Xl. 
Gn',h nvwn PaYllmnt "'.."' ......................................................... " ..... t~. 'l:.• DOQ,JXJ. 

If;».};:; ...< •• $ 't,O!'l(l,g:} 'I, ()(K!,J.~) 
r.nd·Mnku (',lOSS AliOWI.II~~() 

1\*11 Down P"yment " ... " ...... ,.."' ..... ""..... , ..... "".".... ~.......... , ...... ,."..$ ... (L._~.iQO •. Q(I(2) 
Unpnld Blllnlllni I)f Ctmh Pri!!\} (1 rulmm ;~) ...... m ........"' .......... " .....,$.lft.,... 1!i1.{lU(3) 

l), Arnuunl:> paid on your uotmlf (Sailor mny bi) f(rli:linlll!J (l porl!o!l of tlltH.a ,'l!l10\mtG) 

Tll PullHu O/ilulafs 
(i) 	 iorllcBrl:.lU ($ 


h"gisIW!lOIl ($ 

for filllnq feel:) 


(Hi) iu! lm(()[, (not in Ganh Prico) 

._....~ .~!::;Q). 11< 

3.?(I ; 

Yo ImHl{;If!Ct. Comp,mles for: 


Gmdll Ufe Ilic,lIranco (Inr torll1 of GOnlruct) ......................... " .. .. 

t':H,dlt illsilhl!lly Insuranco (lor IeI'm \l! Guntmul} ............. ", .... :$ 


{Tmm MonthB)"' ....... :.$ 
(Torm.J'l/I\ Monll1::;);........... $ 

t::l.l.:'" {elf })Q~:\IJ~WN·(·. I·T I': 10:1. ..on 
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{)::(/02/'j;,~ jO: 

/ltl/12 O~;:')J: 

~)!-'..J t)b.( 

., Y\. 

, 
I, ' 

'j L bH)3~)(),~)(iOU 

f)IO':1!jt\,!)b10 
WI 1):;1 IT> IMIVW,C,LlfTwlFonl. (:0111 

GZUTiet Ford. ServlCB Tearn W()1,lld like to Thank 

You for giving us the opportunity to'service 


. your vehidE.'. Our #1 Goafj$ to set: to il that you 

are "(:OMPU::l'ElV SAnSFIEO."fftorany 


reason you ore not "\."o .... ~LVSATlsrtEIj" 

with the work Ptlrf(mnnd . . . vehicle or thO ' 

trflatrnsnt YOl) rf)q~r our.sta,tL
pla:as.\) contact ., 

l~t~~j~I~, 
Stlrvice Manager 
6jo-3~'5$OO 

. ~ i l,jt.:r~~t-i!,-" 

lNUiCt\TCli 

i'~~';PL,\Cli) F",'\t<: 
!';:i";)u[.'}ITO By 
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I fLE:PIIONE (j'IO<bi3S6UO 

FAX: 61O--3f)8~iC,"10 


\jV!}I~)'TT" www.(jarneUord.com 


( '~(14 ,l 

c'n: 

1 I. ,j 

) / I;' 

\ 
" \ !' ' 

N 
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I 
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ISSUE LIST 
last Handling 

Datel 
Issue Status 

Namel 
Reason Desc 

Vinl 
Case No. 

Model Year and 
Vehicle line 

Issue 
Type 

10/19/2012  1FMCU9DG4BK 2011 ESCAPE 01 

CLOSED ROADSIDE ASSISTANCE REQUEST· 
WARRANTY COVERED 1815282441 

8/2812012 1FMCU9DG4BK  2011 ESCAPE 04 
CLOSED CLP • IN  FINANCIAL ASSISTANCE  AT RISK 1815282441 
8/20/2012  1FMCU9DG4BK 2011 ESCAPE 01 

OPEN RECALUONp· VEHICLE INVOLVEMENT 1815282441 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG4BK  Year: 2011 Model: ESCAPE Case: 1815282441 
Name:  Owner Status: Original WSD: 2011-01-19 
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 CLUB 
Odometer: 012619 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 09/01/2011 Action Time: 22.38.45.929 Action Data: No 

Comments DISPATCH COMPLETE 

Action: ROADSIDE ASSISTANCE-TOW-FLAT BED 
Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUB 
Odometer: 036000 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 10/19/2012 Action Time: 22.37.51.783 Action Data: No 

Comments DISPATCH COMPLETE 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG4BK  Year: 2011 Model: ESCAPE Case: 1815282441 
Name:  OWner Status: Original WSD: 2011-01-19 
Symptom Desc: CLUTCH FUNCTION Primary Phone: 
Reason Desc: CLP  IN  FINANCIAL ASSISTANCE  AT RISK Secondary Phone:  
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 0812112012 

Action: TIER ONE OPEN ISSUE 
Dealer: 01373 GARNET FORD INC Origin Desc: TIER ONE  MELBOURNE 
Odometer: 32473 MI Comm Type: PHONE 
Analyst Name: KYLES, SHARA Analyst: SKYLES2 
Action Date: 0812012012 Action Time: 11.13.10.045 Action Data: No 

Comments CUST SAYS: - CUST STATES THAT TRANS IS HAVING ISSUES- CUST STATES TRANS COMPLETELY 
DIED - NEW TRANS WAS PLACED IN THE VEH - CUST STATES STILL HAVING ISSUES - BELT WAS REPLACED IN 
THE VEH - FOUND THAT THE CLUTCH WAS BURNT - TWO ISSUES WITH A BRAND NEW VEH AND CONCERNED 
WITH VEH QUALITY - CUST CONCERNED ABOUT SAFETY IF STRANDED IN UNSAFE NEIGHBORHOOD - JUST HAD 
REPAIR DONE ON FRIDAY - WAS WORKING WITH DAVID RICHARDSON GARNET FORD INC. ROUTES 1AND 
202CHADDS FORD PA 19317(610) 358-5600 CSR ADVISED: "I WILL ESCALATE THIS TO OUR CUSTOMER CARE 
SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. A SPECIALIST WILL CONTACT YOU BY CLOSE 
OF BUSINESS TOMORROW. ***NOTE TO CCR: IF THE VEHICLE IS CURRENTLY NOT AT THE DEALERSHIP, PLEASE 
ADVISE THE CUSTOMER TO SCHEDULE ASERVICE APPOINTMENT FOR THEIR VEHICLE" 

Action: FORD COVERED REPAIR MADE  WARRANTY 
Dealer: 01373 GARNET FORD INC Origin Desc: DEALER 
Odometer: 32473 MI Comm Type: VISIT 
Analyst Name: IRA BURGIS Analyst: I-BURGIS 
Action Date: 08121/2012 Action Time: 10.40.34.623 Action Data: No 

Comments DEALER OVERHAULED TRANS CUSTOMER LEFT HAPPY. COVERED UNDER SPW WARRANTY 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE

Dealer: 01373 GARNET FORD INC SOLUTIONS TEAM 
Comm Type: OUTBOUND CALL TO

Odometer: 32473 MI CUSTOMER 
Analyst Name: SWIST Analyst: SSWIST(SSWIST),SHERYL 
Action Date: 0812112012 Action Time: 11.18.47.333 Action Data: Yes 

Comments CSM SHERYL...wSD: 2011-01-1932473 MI ...OBC TO DEALER..SPOKE WITH SM IRA..VEHICLE HAS BEEN 
REPAIRED AND RETURNED TO CUSTOMER...OBC TO CUSTOMER...CUSTOMER SAYS VEHICLE IS RUNNING FINE 
BUT IS CONCERNED WITH FUTURE PROBLEMS THAT MAY OCCUR WITH TRANSMISSION...GAVE CUSTOMER 
POWERTRAIN ESP FOR REASSURANCE....wILL FOLLOW UP WITH CUSTOMER ON 8/27/2012 

Data Element Name Data Value 

DATE OF FOLLOW UP: 08-27-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 

Origin Desc: CUSTOMER CARE 
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Dealer: 01373 GARNET FORD INC SOLUTIONS TEAM 
Comm Type: OUTBOUND CALL TO

Odometer: 32473 MI CUSTOMER 
Analyst Name: SWIST Analyst: SSWIST
(SSWIST},SHERYL 
Action Date: 08/27/2012 Action Time: 09.56.33.667 Action Data: Yes 

Comments CSM SHERYL"WSD: 2011-01-1932473 MI ".OBC TO CUSTOMER...TO ENSURE SHE IS SATISFIED WITH 
VEHICLE REPAIR AND TO INFORM THAT ESP HAS BEEN ADDED..LM WITH MY CONTACT INFORMATION"FOLLOW 
UP ON 8/28/2012 

Data Element Name Data Value 

DATE OF FOLLOW UP: 08-28-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CONCERN ADDRESSED 
Origin Desc: CUSTOMER CAREDealer: 01373 GARNET FORD INC SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TO
Odometer: 32473 MI CUSTOMER 
Analyst Name: SWIST Analyst: SSWIST
(SSWIST),SHERYL 
Action Date: 08128/2012 Action Time: 14.05.14.560 Action Data: Yes 

Comments CSM SHERYL...OBC TO CUSTOMER".CUSTOMER IS HAPPY WITH REPAIR OF VEHICLE".ALSO 
INFORMED HER THAT ESP HAS BEEN ADDED. NO FURTHER ACTION REQUIRED. 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 72 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) N 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
--ESTIMATED REPAIR COST(@WARRRATES)($) 
-CUSTOMER'S SHARE OF REPAIR COST ($) 
-DEALER'S SHARE OF REPAIR COST-P18 ($) 
--DEALER'S SHARE OF REPAIR COST-OTHER($) 
--FORDS'S SHARE OF REPAIR COST-P11 ($) 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) Y 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG4BK Year: 2011 Model: ESCAPE Case: 1815282441 
Name:  Owner Status: Original WSD: 2011-01-19 
Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone:  
Reason Desc: RECALUONP - VEHICLE INVOLVEMENT Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: OPEN 

,,~ --,~.--..-,~~-~. ~~-~~.- .~~.. -.~-- .~-~ 

Action: TIER ONE OPEN ISSUE 

Dealer: 01373 GARNET FORD INC Origin Desc: TIER ONE 
MELBOURNE 

Odometer: 32473 MI Comm Type: PHONE 
Analyst Name: SCHOENBERGER 
(VSCHOEN1),VIKTOR Analyst: VSCHOEN1 

Action Date: 08/20/2012 Action Time: 
11.03.26.141 Action Data: No 

Comments CLIENT BOUGHT CAR JAN OF LAST YEAR! STATES IS ON SECOND TRANNY ALLREADY / HAS 
CONCERNES ABOUT WARRANTY RUNNING OUT AND NOT CONFIDENT PROBLEMS WITH TRANS. WILL GO AWAY. 

Ford Confidential 
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RO[!ERTM SILVERMAN'" 
CRAIG THOR KIMMIlI..'" 

•Member. I'A &" 
• Mtmb." N.!Bar 
, M.'lttiM•• 1!F. fli11' 

14""11.", .VI'litrJ 
·Mcll'~r"MA 1/", 
•Mom""" 141) jfr.,
• Mt.fffber, (J!f I!nr 
IMCIIffl''', MI Rw 
"Member. Nlf /lar 

--e-'~ 

KIMMEL & SILVERMAN

--------·P.c.------- 

I-SOO-LEMON J",A W 
w,,\"w.lcmonlaw,.\?pill 

CORPORATe ~IMDQtJARTI!RS 

IkCQ1JELINI! c.II'E1\!U'TT...... 
RO'8EJ!T ~, MFKIN' 

~NIO!L~ K. T1IOc(OLr' 
FRED OAViS'··'an." 

....sv L, _COFF'...., 
CH1U$1'I'/~ (llLl,.lO!!El>lAl("'" 

RI(:IIAIIIl IL RCI«lUl\" 
TAR"'!. p"".!lRS(lN' 

w. C!f'II.ISTt)!'H!IU:;(I~f)VO': 
TIMOTl!Y I, ",J.11l/)I" Ill, 

.lOI;mI L, CBIffll.CCRJ:;" 
ALfRBD 1. fUMOLO 111" 

U(KilRY S. K,\rPllI: 

•MeM,,"', t:rBar 	 JO S, ~"tler PiICe 
• MC",/H.·f, IN J:l,,,' Ambler. fA 19002 
• Mt:mkr. wr "..r 	 P (21 S) ~40-$S3g , M.mher, lX.'n,,, 
, M.",bcr, C'A /lar 'f' (21 S) 54()·S817 
,. ",,"fllllo" WI RI11' WI'~':i"!RN PA OFFICt. 7.10 C",mt11 ~ucet. Suite 202. Pil1Jburr-h, PA 15219, P (0'112) 566-1001, l' (412) 566.looS 
• Me"I""t 7;1( 1>"" NEW JERS~v OFFlC:!;:. E:<ccntillc Qllancli. 1930 Il. Miltlton 'Pike, Suile 029, CI,,:r'Y 11m. foIJ 08003, P (B56) 429·8334. F (lIS6) 216.7344 
.. (~t!TI!ti.t;/ ", /1>• ."I••• 1,·""", 
<Monrh<r WI' Brrr 

Dt:l.AWAMtt OrnCE. SOl Silvwside R"ntl, ~jjte ! 18. Wilmil1,\!lon. DE 198n<l. 1'(302) '91-9313, F (302) 191-9471\
.~tifW'Cln-t rm,rl m D C·h·Jll;JcJ1 

AII,or/'<'y CONNE(.""tt(:I)T OFFICE. 1.36 Main St~. S"'tt ~O I, Dnniel~. cr 06Z39. P (8M) 86(,·4380. F (8GO) 263-0919 

NEW YORK OFFICE, 1001 Avenue orlilc AmcriCII!. 12th 1'1oQr, New Vark, NY 10018, P(212)719.7M3, F (877) 617-2515 

BtrtrFAtO. NY OmCE.1207 Deli1W~re Av!Ilue, Suite 440, Buffalo, NY 14lM. P (716) 332-6112. F (800) 863·1689 

PLEASI',; RtMIT ALL CORRESPOND'ENCt 1'0 THE AMBLER OrnC! 

August 22,2013 

Ms. Cherie Leich 

Ford Consumer Affairs 

Fax- (313) 845-5555 


Re: 	    

2010 Ford Escape 

VIN: IFMCU9EGIAK  


Dear Madam: 

As you know, this office represents the above-referenced individual for problems 
en.countered with the 2010 Ford Escape. I am enclosing the contract, registration, and 
repair slips. As you can see, my client has returned to the dealership for problems with 
the vehicle not starting and stalling and the transmission. 

Please let me know if Ford Motor Company is interested in attempting an early 
resolution in this .matter. I will refrain from fiHng suit in this matter for 30 days while 
you evaluate my client's claim. 1fT do not hear from you within the next 30 days, suit 
will be prepared and fiJed. 

I look forward to hearing from you. 

JCH/as 
Attachments 

PE13-003.4 000250LC



VAUO ONLy! CONNECTICUT REGISTRATION CERTIFICATE AFTER RESOLVING 
ALL COMPLIANCE KEEP THIS PORTION IN YOUR VEHICLE - 00 NOT MAIL 


ISSUES ABOVE 
 NO REGISTRATION STICKER REQUIRED 
INSURANCE SHALL BE MAINTAINED AS HEOUIAEO 8Y CT lAW· 

I1ASS [ODE 

01 

VALlD ON~Y 1AfTER PA'fMENT 

RECEIVED BY 


DMV 


PASSENGER 

COLOR 

~EI ~1$~;i;;i~1~lEl o;/~;it:2 to1At fEE 

$90.00 

m....11 111 ..1,11 nll"nll.U.lulJ,U,'u,l.ul tI,I..II.. ,1 
BURK RICHARD 11 


___ *- _~_C!'_ A."!' _~~ ~.!'~ !A.'!''!'!. _:6-__ J.!A.O_t!F_ ~~~"!"! W!T1I""""" ... 1••11_11111 
.------------------------------------~ 
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COL,OttIAL FORD 
~"I.I:-ll,l ... 1 "t:""l;.,CJI· E: :.)j,lr',!,tl'l .K. 

601 23492. 

SOLOTO 

ADD:fIES~ 

)26'EDew.RQi.o·1!O. 11~·0Nl8l.l!lC..o06i!U-~11411·3roJ 

w:ww.coloniaiaulomoblJl!.coni 

 
 

J 

o PlB.IGUAflIUfY-ANt 

o PIICPERrY IWIL\(lE •AMl'. 

GIIOUP OESICR/mON 

mLINCOLN 

;' 

PRICE 

~ 

THE DEALER CONVEYANCE FEE IS 
NOT PAYABLE TO THE STATE OF CT. 

23492.00 - 6000.00 = 17492.00 

nus i10TOR VEHICLE IS GUARAN TEED FOR 60 DAYS OR 
3000 HILES WHICHEVER COHES ffRS1. ON A 100/100 BASIS 
ON MOTOR, TRANSMISSION AND DIffERENTfAl ONLY. PRICE OF 
PARTS ANP·I..ABOR MUSl BI:. BORN£ BY St.LLER. ALL 
lA80R MUST SE PERFORMED IN OUR SHOP. NO 
OlJlSlOE HiVOIC~ FOR REPAIRS WIll BE HONORf:.D BY US. 

ANNUAL PERCENTAGE RATE 16.910 

29 SEP 2011 

1"HUNIlEAIIlIlO 

MUSl1'INQ 

ESCAPE 

WH.QUlSAlE 

INHCt.ESAI.E 

AIlDTTnE 

fllWllc.= CHARaE: 

INSlIU\IICE 

DELIVERY (CAR lIICC1"S. flECEIVAI!l.E} 

III(ImH 

rI~~~~ 
~~ ?tJIt. 
7~rI~ 

.~ ... 

..... "... 

,; 

.. 
•• '< ;-/ 

PE13-003.4 000252LC



A.L~U:fI.LNa all HI ON" It."n:eiiY3"NO~SI'AOUd NOLLVl:I1I9YY SIIU OY31:t 
..~ 

..-......... 
:tlNNECnCUT VEHICLE RETAIL INSTALLMENT CONTRACT DATe ", :' ;' .',' i..', 

1...aoo..727~7000 Buyer (and Co-Buyer) Name and Address (Including County anci CREDITOR (Seller Nllme and AddrMl)
Zip Code) 

, , ,
,~,'.", ; 

: !,.::- ~ , ' ., . ' : :r· 

,'1"","FordCredit 

www.fordcredlt.com 

You,thlit&lyer (and Cr>Buyl!l!r, if a.ny), may buy tfJe vehiCle descrtbed below fOr-casA or 011 Dl'edlt The c$$h p1'iQ9 Is snoWl'l bflIow as ·Cash Price,' The creditprtce 

Is· shown ,bElloW 9S "loOm! Sale Price.· fly signing 11'11& contract, you choose .to DtIy 'If!Ie,vehicla on Cfedl't Under 3le agreements Of! the 1ror.'1! and back Of this contract. 


Year and Make Gross Allowance Amount Owing 

1. Cash Price ...................., .......................... , ......................... __....... , ............ $ . .(~ ',' '\'. (1) , 
!

2. DoWll Payment 
Third Party Rebate Assigned to Creditor.................................,.. $ ........, ' .......,.._.__ 

Cash Down Payment ...... ~........h ..................,.,................................. $ _:',; .' ;~ .__ 
$-':...~--

'Trade-In (description above) ...... w ................., ••• : .............................. $ _"', " 
Total Down Payment ...................... " ............. " ................................... $ _ .. ;:;:,," ;" (2) 

3. unpaid BaianC1;! of Cash Price (1 minus ~) ......................................$ ",' '.' (3) 
4. Amounts paid on your behalf (Seifer may be retaining a portion of these amounts) 

To Public OffiCials 
(i) for license. title & registration f~s $ _--"'.>~_,._ . 
(ii) for offiCial fees $ ~!"""L~---
(iil) for tax$S (not In Cash Price) $..:l I ., =~ __ $ _--'-........"' ......--...:...: 

10 Insurance Companies for: $ 
Credit Life Insuranea ...................... " .............................................,,,. $ _~_~--",,,.•_ 
Credit Disability' Insurance, ....."....."........._~ ..a-................"'''.~~" ......... _....... " ...... , ..... $ ___----'""~':.....;.... ..,..;_ 
___________.,'••• " ......... ,." .. " ....... - .. ~ff........................... 8 ___,......:...........' _ 
____~______....~9 ...........~ •••••~ ••~ ....................,.............,. $ ---------

Ttl __ for _ $ ___--"-~..1....:...,.;"~ 

To, '!. :;t" for ,... _. $ __.........._...:.".....'_ 
To f:,!·~,i.,P for_ ·:~:!;.. ;r~··/H.':i..)~ ";*'Pri, , __....·.,..;.,·,j""C'--'·i.:....('_. 

To for $ _~___.,..;.:,...'..'_ 
To for • $ ~____.. _.'....J\ _. 
To for $ __________ 

To f~ $ ______~ijj_·M.~"_ 

To for • $ , ___...........' .....':_ 
To for _ $ I,; 

1otal.... , .......................... " ...................................................................... $ • " '.' "',: (4) 
5. Amount financed (3 plus 4),............................................................... $ ....:.:... ~; ';' ," .:: (5) 

ANNUAL FINANCE Amount Total of Total Sale 
PERCENTAGE CHARGE Financed Payments Price 

RATE Tha dollar amount 
The amount of The amount The tolal cost 
credit provided you will have of yourpvrchalM!

The eQSI of your Itle OfliIdft will to you or Qn paid when you on credit. 
credit as a yearly rata east you yotir b~half 

have made all Inc:lucllllg your
SChQduled downpayment 
~ymt!lflt~ 

of$~,_""':"'::':" 
" $ .; "*: :' " . $ ':V~" ~ \.' t $..,. .: ~( . .. .... '-. i.' ... ~ .. 

:, ....... 
 ': . 

Tltlde-CT1_..;.'-,(,,-'~-'-'_';.......--,-,-_...........,....,...,.....-_____ $ S··' " $" ,:~, 


[J P9T90nal 0 AgriclJfturaJ 
D Commercial 

~;sr~,y,"'Jf~:~':'.~~~~" ~Y-(~W- ~.f" ~.l:.' ::;.:::~,:-..~,,-~,~~ ;:~::~s~r~ 
.a£(~,~~~;,M~~;:<:;~A.:l\l~':iil.t-; ~ ';;'~,,;~,I.i.~~,,~i;.;,·;.·r~..;J:~ 

YOU ARE REQUIRED TO INSURE THE 
VEHICLE. YOU MAY OBTAIN VEHICLE 
INSURANCe FROM A PERSON OF 
YOUR CHOICE. 

LIABILITY INSURANCE COVERAGE 
FOR BODllV INJURY AND PROPERTY 
DAMAGE CAUSED TO OTHERS IS NOT 
INCLUDED. 

CREDIT LIFE, CREDIT DISABILITY AND 
OTHER OPTIONAL INSURANCE ARE 
NOT REQUIRED TO OBTAIN CREDIT 
AND WILL NOT BE PROVIDED UNLESS 
YOU SIGN AND AGREE TO PAY THE 
PREMIUM. 

PE13-003.4 000253LC

http:www.fordcredlt.com


YOU ACiKNI:;JWII.Et'GI: 

Prepayment: If you payoff yuur debt early, you will not have to pay a penalty. 
late Paymen'h You must pay a law charge on the porticn of eaCh 'payment reeeill'5d more than 10 
days latB-. The oharge Is 5 percent of the lale amount or Sl 0.00. whichever Is I~s. 

ISIJCtJlritv Intltrest You are giving iii HCUri':)I interest if'I the vef'liCle beiT19 pl.lrchased. 
Contract; Please S9'!! l.his con,~1;;t for "'dCmonal irrlormaoon on ~ m:erl!'st. nonpayment 
d~ault. the to !.:IeI:It in IUtI before ~ 

DYour'last installment p~ under 1IVs contract is a balloon payment 
CnKlrt Ute end Credit !)Isabllity In$urance are 

EXCESS WEAR• .uSE AND MILEAGE CHARGES for the term of the contnu:t. Tho amount and 
If the box directly above is checked, this section, Paragraph 8, and Paragraph C of this coveragK Me $I'IOWTI In A notice Of agreement 
contract apply. You may be charged for excessive wear based upon our standards for I 1......C9_iYen__tc_you~_kld8y__•___~_____ 

normal use. jf youexefCise the option to sell the vel1ide baCk to Creditor undo!1r Para- I '"".--------~----~--
graph B. you must pay the CrealtOr $0. k i .. per mile tor each mile in excess of 10Debt CanceI1ation Waiver Addendum • 

il_e&1nif_~$hoWRonlhe.~,.. ·.. ,.....,,;. . , .. " ....,.. . "If thl$bl!iXisl.:'t1aett~~~~~fdebf 

Ant'" Theft Product (Optional) . o If ttJie box is.checked you plJrehasedthe anti-theft product{s) listed belOYl. The purchase of anti-theft product(s) is option~1 ;and not required 
to obtain credit. even· if the product(s) 15 already installed on the vehicleyou,selecteGL- ~etl -may ptJrcl'Iase Bl'1ti·thei'tproduc:t(s) frOm thepetson 
of your choice. By $ignlng bEllow, you agree to purchase the anti-theft product(s) at the price' disclosed, 

.$ il / &. Tam 
.$. ;~ / l'~ Term 

Buyer Signs X 

NON .... ODIFICATION ArTy Ch8nge In this contract must m.ln wrIIIng and slgned·by you and CheCredltor. 

Buye C~B~r_X __
Signs Signs 


YOU HAVE READ ANO AGREE TO'Se SOUNDSY THe ARSrrRATION PROVISION ON 
THE THIS CONTRACT. 

The Annual Percentage Rate may be. negotiated with the Seller. The . Sener may assign this contract and may retain 
its right to receive a portion of the Finance Charge. 

1.00 not sign tttts agreement beforo you read It or if it contains any blank space . 
. 2.·'Youaraen1it1ed·fCj) 8 completely ftfIed-in copy of the contract when you sign it. 
3. Under the law, you have the foltowlng rights, among other.: 
(a) To payoff In ~dvance the full amount due and obtain.a partial refund of any unearned finance charge; 
(b) To redeem the property if ",possessed fOr a default; 
(c) To require, under certain oondttions, a resale of the- property if repossessed. 

Buyer X

EXTRA MilEAGE OPTION CREDIT 
If· tHis' ~. -cloritalns" a balloon payment (as indicated Olbove). and you nay';! 
exercised your Option to sell the vehicle to the Gnilditor under Paragraph S, this 
paragraph appli~ to your CQfltract At ttle scheduled enr;I of this contract. You ,will
receive e. credit of $0. Ai ! " per unuwd mile for the nl.lTTloer of unused rnil$$ 
between . iii /I. • . and ill I A miles, less any amounts You ~e 
under this contract. You will flot reoeive ·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 
less than $1.00. . 

cancellation waiver. Purchas9 of thiS coverage is 
Optional and i$ not required tQ ootaln cre(lit. The tenns 
$i'IQ conditions of the d9bt eaoc;ellatkm waiver are set 
fo'I1tl in the attaChed Add~ndum whioh i$ incorporated 
into this C01#8.ct The price for the debt ooncsllatlon 
waiver 1$ set forth on ltIis ctlntra(lt in ·1he Itgmlzatil)n 
of Amount Financad under secllon 4. 
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:: ; 
::- 1 

Buyer (and Co-Buyer) acknowledge that (I) 'before signing this contrag, :8uyer (and eo..Buyer) received and reviewed 
a true and completely filled in copy of this contract and (ii) at thi tlmiOf signing this oontra~ Suyer .(and CO-Suyer) 
received a tNe and completely filled· In copy of this contract.. 

X .eo-Buyer--'-"_~;::;;~:;

Signs 

SelIer:':9i. GiM [,"1:. b'Ji \)l1~.~.n: ·r. r~,,..:,X~______________ TItle _~___~______ 

THIS CONTRACT IS NOT VALID UNTIL YOU AND SELLER SIGN IT. 

~~~r:f::n~(f.~~0~~-~~:-:-~~~~wJ~~,¥J-;}':;1.F;;~;::r::; =-=--:C0;~7:~:";.~""·:;-:·~---:--~~~~~~?'5:~~~s:ry;";,
~r!!.,~~1l"::'!"'" ,-;,t ·S:,;;-"'f~'~:. ~ '" """'J~k-:":l}~~,~-':or .. " ..~~~......1.,...~:-.t;:..~!.'~~,;JtJ' ...... '_ .1t'~ .....f~- ~ '~""'P-r ~""".!~...;t.."r.tl,- ...,1..: .... _ ..~."jJ_~;.......:........... ~,'!...-..~~~~~~:~:'t·1~1);~·'1""·:.: :::tl 4..,. .... 'r;';J~..;..;p._...~b',' } • ~"J.~I ..'~.,. 


If you do not make any payment when It Is dUe, you win be in default. Creditor will continue to assess a finance charge 
on the unpaid amount at the annual percentage rate specified abOve. Creditor may also assess a late charge, as 
specified above. Creditor may also take any of the actions specified In Paragraph I ("Default'·) on the back of the 
contract. You may refer to Paragraph A ("Payments") for an expl8natlon of how your payments wilt be applied. 
You acknowledge that Creditor informed you of what may happen if you dQ not make the first paymen1 or any other 
required r. 

X
'Buyer X Co-BuyeJ:....,;.
Signs $Igns 

Seller mil)' tran ... thIs contract to another person. Thill person will Ihen have all Seller'1S rtgIM. privileges, and remedies.. By 9Ignlng below, the 


Sellar a8.lgnll this contract ~ , j. :.,:;.: i.: :~('I if;':' t{:~:::; ::. ,~ ("AMlgnee"). 

To comact'Aaalgnee about ttl'S corttract, 0111 7X,?:!,''> "':27-7 '\("j,~: 01' "'.It th.l, wabsfte at I,"e,.; ,"":,:'.1 ", ,
t 

Solklt';iP ';>Ii • t.; I' I I ""'.i",, ' " !". HBy _ Tide 
, " 

PLY 1 - OR'GINAL" PLY 2 - Bln'ER'S COPT PLY 3 ... ~ COPY PLY" - SeU.ER'S COpy (NON-TRANSFERASLE), 
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--.----~------. 
PAGE ElllBlCOLCJ.IIAl. FORO2B374S7174B8/12/2813 18:21 

CUSTOMER #: 4700044 

BETHEL, CT 
HOM

*INVOrCE'" 

PAG'S 1 

PARTS: 106.00 OTHER: 0.00 
106.00 

TOTAL tIN! A: 

WARMBD UP. THEN STARTmc 
."'....'lIi-aor' " UPOAT£S. FOtJNI:) PCM 

• 0 ID !TOT!CiI 

l06.CO 
106.00 

42083 $TARTEO VEHICLE. RUNNXNG 
SOCKING. CHEerEO FOR CODJ::S. NO 
UPDATE. J;'ROGRAMfolW .Al'I'ID 
ftANSMISSION !JOCKS WHD I:t01~'~~rr. ... ** ..... .,. ....... 


B For~ Standa~d Vehicle . 
93P Ford Standard 

. 61 cpr 0.00 0.00 
GlATT CHECdI) !.ATTER.Y 

61 CPF 0.00 0.00 
GSR CHECKED B.RAK.E 


2MM (T.)Rt1M) 

61 CPF 0.00 0.00 

GTIRE Clfr)r:t<lm TIRE WMR, 
Rc:MAINl.NG 

€l cpr, 0.00 0.00 
PARTS I 0.00 LABOR: 0.0'9" TOTA£" L!1fE E~ 0.00 

~ '.,.". • ~... .t ~ir.',· 

42083 COMPLETEO QCM REPORT. ;:f~il~?(_~ -$\-~~<:i" :.~"'- ~1f~~-i
'* .. '.t 'It "".... .". ..*. '" •"'!I' '/r .,i~'+;':~ :."". ·1iI~.~-*;_ .. • i~."."'" '* 'It 11. *fl>. * 

Ct19't'OMER PAY F.il:'WRE lit DISPOSAL FOR" REP. t.:·O~EJ(·(- -'I.: t.... 2.00 

*···PLEASB NOTi OUR NEW paONE NCMBSl**** 
._**w."••••** (;03) 148-3891 ***~••*~*.*~ 
•• NOW OPEN FOR SERVICE ON SAtoROAYI •• * 

FOR YOUR CONVENIENCE 8: OOAM '1'0 S. OOPM 

------------------------------------~~~~~~~~~~= SERVlCIHOURS STAI-HI2E~
WAI!W(!l 

WE (illlAJWiTEE OUR 

MON - FRI S~CEWORK FOR 12 


1:30 am • 5:00 pm MONn-ts OA 12..000 MlI.E$, 
wt'lICH!'w'ER COMES FPR$'!". i'T.~=;ii;ir----+---!~~-

£'ARTS HgURS R~:':AI~fN 
NO~A\' $ERVICE WITHIN ~~~~:;::....---+---~~"--....

MON - FRI '1'IoIAT PERIOD. W&'LL FIX IT J-:::-:o~:-::--~---*,_""",~.u..>o_-
7: 30 ~m - 5:00 P!"'l '?tEe OF CHMGS. 

CIlS'1'OIIBIt COpy 
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COLONIAL AUTOMOBILE COMPANY, INC. 
CUSTOMER # : 4700·Q4.4 297041 dba COLONIAL FORD 

126 F9d!m1l Ad•• Denbt.try, CT 06811 
Tc~phone(2oa'748",5QJ*INVOICB* 1-80().229·2656

www.colonialautolTiObila.com 

:BETHEL, CT PAGE 1 LTN10LN t.1ER!RY'
HOM CONT:N/A 

LINE .OPCODE TECH TYPB HOURS LIST NET TOTAL 
A TOWEn TO SHOP ENGINE STALLED I AFTER IS COOLED DOWN FOR ABOUT 20 

MINUTES IT RESTAR'l'ED, NOW IT WONT ENGAGE GEAR IT JUST SHUDDERS 
CAOSB: . 

NN 
61 WF (N/C)
63 WF (N/c) 

1 BL8Z*7A1QO*A CONTROL (N/C) 
1 9LSZ*7Z490*C PLATE (N/c)
1 9LSZ1f 7Z490*S (N/c) 
1 9LBZ*7P396*A (N/c) 
6XT*lO*QLVC (N/C)
2 BL8Z*7G199*A (N/C) 
1. AL8Z*7G391*A (N/c)
CORE CHARGE W (N/c) 
J. BLBZ*7L328*A tN/C)
1 9L.8Z*7D483*D (N/C)
2 9L9Z*713442*A (N/C)
4 9L8Z'k7B164*B (N/C) 
1 AL9Z*7D483*A SNAP (N/c)
1 9L8Z*7A019*A RING (N/C) 
1 9L8Z*7D234*A .....L:IJI"L<'-.J • .L,'" (N/C)
1 9L9Z*71S3*A KIT - (N/c)
4XT*lO*QLVC OIL - (N/C)
.1 TA*29* SEALANT ~ (N/c)

7000F45 AUTOMATIC ~NSI~I!jS 
POINT TEST ~ L 

61 WF (N/C)
7000A AUTOMATIC TRANSMISSION ASSEMBLY - REMOVE 

AND INSTALL OR REPLACE (7000) - L 
6l WF (N/e)

7000AXQ AUTOMATIC TRANSMISSION ASSEMBLY - REMOVE 
AND INSTALL OR REPLACE (7000) - L EX'l'RA TIME 
FOR POST ROAD TES~. (APTER 

SERVICE HOURS 

MON - FR' 
7-:30 am - 5:00 pm 


PARTS HOURS 


MON - FRI 

. 7~30 am - 5:00 pm 

STATEMENT OF l!MJIa) 
WARRANTY 


WI; GUARANT1:E OUR 

seRVICE WORK FOR 12 


MONTHS OR 12.000 MIlES. t-;;;::-;;~~m;---+-------

WHICHEVER COMES FIRST. ~~~~~==t======:IF OUR REPAIR OR r 
REPLACEMENT FAILS IN ~~~~§::=:t======:NORMAL SeRVICE WITHIN ... 

THAT PERIOD. WE'll FIX IT r--::-.........,--...-__--~~ 
f'REE OF CtlARGE. 
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COLONIAL AUTOMOBILE C:OMPANY. INC. 

297041 dba COLONIAL FORD CUSTOMER #1 4700044 
126 Federal Md•• D!lnbI,Jry, Ci 06811 

Telepoone (203) 748-3503 *INVOICE* 1-800-229·Z6156 
www.colonislautomoblle.(:Qm

BETHEL, CT 06801 PAGE .2 LINCOLN MERCURyr
HOM CONT:N/A 

LINE HOURSQPCQDE TECH TYPE LIST NET TOTAL 
7000AZJ.AUTOMATIC TRANSMISSION ASSEMBLY - REMOVE 


AND INSTALL OR REPLACE (7000) - L EXTRA TIME 

TO MOUNT TRANSMISSION ON A 


61 WF (N/C) 
7000A2 AUTOMATIC TRANSMISSION ASSEMBLY - OVERHAUL 

(7000/7C391) 
61 WF (N/C) 

7000All AtlTOMATIC 
COOLER LINES 

(N/C)61 WF 
FC : PO 9 4 2 

, PARl'#: 70483 

COT..1N1': 

CLAIM TYPE = 

AUTH CODE: 
00759, 

PARTS: 0 . 00 LABOR: LINE A: 0.00 

42132 CHECK POR 
. TEST- PASS. HAS HARSH DRIVE • CHEC~ 

FLU!D -OK. CHECK OASIS. OIAG • TRANS. ELECT 
DUG. ROAD TEST MONITOR GEAR . RESET SlUFT 
STRATEGY-NG;CHECK SOLENIOD DO LINE PRESSURE 
TESTS. PRESSURES HIGHIN ALL B,C.OO ALL WIRING 
CHECKS IN PINPOIN"r TESTS-ALL ID SO~Y AND VALVE 
BODY.DOWN LOAD SOLBNOID BOOY HOTLINE.REMOVE 
AND DISASSEMBLB TRANS. FOUND FORWARD CLOTCH SNAP R.ING OUT OF PLACE. REFER 
TO SSM 22547 AS PER HOTLINE.REBUILD TRANS.INSTALL NEW CENTBR SUPPORT 
KIT PERSSM.REMOVE AND DISASSEMBLB,INSPECT AND CLEAN PUMP AS PER 
HOTLINE SUGGBSTION.REASSEMBLE.REINSTALL TRANS.REFILL AND ROAD TEST-OK. 

**************************************************** 
B ALSO WHEN IT IS TAKEN OUT OF PARK IT BANGS 

L 

TRANSM.. 
FLU;' 
r.~'~;'~' :. 

!~{jr'~.:, . 
" 

STALL. ROAD , 
SliIFTS 

NC NO CHARGE 

8.ERVICE HOURS 

MON - FRI 
7:30 am - 5:00 pm 

PARIS HOURS 

MON - FRI 
7:30 am - 5:00 pm 

STATEMENT 2fLIMfIED 
WARRANTY 

WE GUARANTEE OUR 
SERVIce WORK FOR 12 

MONTHS OR 12,000 MII..eS, tTtiii"iTAi;muiiiT"~-r-------

IF OUR FI!PAIR ORWHICHEVER COMES FIRST. ~i~~iE~E~~~~~~ 
REPLACEMENT fAILS IN 

NORMAL SERVICE WITHIN 
THAT PERIOD, WEoLL FIX rr 1---........"""-__-- 

FREE OF' CHARGE. 
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PAGE 3 

I rt .....\l 'c.. -ru Ill:. 

s'raP ..th)'s )olt 7 
COLONIAL AUTOMOBILE COMPANY, INC. 

dba COLONIAL FORDCUSTOMER ~~ 4700044 
126 FedOl1lI Rd •• DanbUry, C.T 01581 1 

T.~Q(203l7~3503 
1-800-229·2666 

 www.~otonl."utcmoblll.eom 

 " ,.. 
SETHil., .CT  LINCOLN MEROJRY' 
HOME  CONT:N/A 

0.00 OTHER: 0.00 

42132 CHECK TRANS.ENGAGEMENT-OK.ROAD TEST.SHIFTS OK. CHECK BNGINB 

PERFORMANCE.CHECK OASIS.VISUAL INSPECTION.OK.EEC TEST-PASS.MONITOR 

SHIFTS ON RO~ TEST-OK. 


**************-************************************* 
C Ford standard Vehicle Report 

, . 

99P Ford Standard Vehic 
63 CPF 0.00 0.00 

PARTS: 0.00 LABOR: LINE C: 0.00 

NOMBER**** 
691 ************ 
ON SATO'RDAY! *** 

8:00AM TO 5:00PM 

SE8,VICl; HOURS 


MON - FRI 

7:30 am - 5:00 pm 

'PARTS HOURS 

MON - FRr 
7:30 am - 5:00 pm 

STATEMENT 2E LIMITER 
WARRANTY 

WE GUARANTEE OUR 
SERVICE WORK FOR 12 

MONTHS OR '2.000 MIlES, Mirr;ntT:~M--j---~~:--

IF OUR REPAIR O~
WHICHEVER COMES FIRST. ~i~~;E~f~~~§~~~REPlACEMENT FAILS IN 
NORMAL SERVICE Vlr'lTHIN 

'tHAT PERIOD, WE'LL AX IT r.::-';;;;;;';:-':";';~--.......f~=~~..wJ-.....,.,-. 
FREE e»: CHARGE. 

C'O'S'l'OMER COpy 
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COLONIAL AUTOMOBILE COMPANY, II 
4700044 298127 dba COLONIAL FORDcus~ #, 

'26 F&d8rel Ad•• Danbury. CT 06811 
TB~~hQne(203)748-350~*INVOlCE* 1-800-229-2655 

_IN.eolanielautomobile.com 

BETHEL, CT 06801 
HOME  CONT:N/A 

PAGE 1 i 
LJNCOLN 

Jd,INE QPCQ;QE TECH TYPE HOm LIST NET TOTAL 
A CUST STATES CAR SHU'l' DOWN AFTER 2 MILES RESTARTED AND DROVE TO SHOP 

M OPEN DESCRIPTION 
63 IPP (N/C) 

1 9L9Z*9601*A ELEMENT ASY - AIR CLEANER (N/C) 

PART~: 
1 DS7Z9E926D THROTTLE 

0.00 LABOR: 0.00 OTHER~ 
.. :',:::'" 

0.00 TOTAL LINE A: 
eN/C) 
0.00 

42197 ROAD TSST, IDLE FLUXES .cgJa:~~EO,M.i 
TE~T-PASS.ACCESS DATA 

SYMPTOM,EEC 
IDS.INSTALL 

:KNOWN GOOD MAF. - NG. RUN CANISTER 
PURGE VALVE. - NG + . INSTALL 
NEW TBODY.REROAD 

B QeM REPORT CARD 
99P QCM RBPORT CARD 

63 CPF .. '.' . 0.00 0.00 
PARTS: 0.00 LABOR: ·*tOT~ LINE B: 0.00 . ,}', : 

~.." .~".,,.,.......,,~.< 


************** 

PHONE NUMBER**** 
748-3891 ************ 

Ci ON SATURDAYl *** 
't!'i1tT·.,.~r,.,'CI a: OOAM TO 5; 00 PM 

SERVICE HOURS STATEMENT gf LIMITED 
'W'!RBl\NIY 

·IP~lUtfl:QH:~t±; • ::i.~;~j#~::::;r(tT~~m, 
LASOR AMOIJIIIT o 00 

MON· FRI 
7:30 am - 5:00 pm 

we GUARANTEE OUR 
SERVICE WORI( FOR 1 2 

MONTHS OR 12,000 MILES, 

PAfl1'S AMOUIIIT o 00_ 
GAS. OIL. WilE 0 00 
$UBlCf AMOUNr o 00 

WHICHEVER COMES FIRST. MISC. CHAflG!S 0 00 
PARTS HOURS. IF OUR REPAIR OR TOTAL CHARGES o 00 

.  - . -_. REPLACEMENT FAILS IN 
NORMAL SERVICE WITHIN _... - ... --......... ........ rf • • ',If ,_ 

L/:S$ INSURANCC o 00 
SALES TAX 0.00 
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THE LAW OFFICE OF RICHARD A. MCNEIL 

4030 Wake Forest Road. Suite 300 
Raleigh. NC 27609 
rickmcnell@fllenclernonlaw.com 
Phone (919) 719-7214 
Fax (888) 542-6123 
www.filenclernonlaw.com 

c' 
July 11,2013 • c ..... 

(fl""'" 
Ford Motor Company 
Customer Assistance Center f=-

UlC. 
f"T1:J: 
cYrr, 
~:-: .. 

16800 Executive Plaza Drive 0'\ 0""...-
Dearborn, MI 48121 :::/::10 

'0 

z-· 
''T, 
~.,.'" 

Re: Settlement Demand 0 
~ <-"

Our Client:  
Vehicle: 2013 Ford Escape 
Date of Purchase: October 26th, 2012 
VIN: 1FMCUOH95DU  
Current Mileage: 10,500 

Dear Sir or Madam, 

Please be advised that this office has been retained by  regarding the above
referenced vehicle which was obtained from Crossroads Ford in Cary, NC. Since purchase, our 
client's vehicle has undergone repeated repair attempts for a number of defects and 
nonconformities. As a result, our client has been forced to seek full relief pursuant to state and 
federal consumer product warranty laws. 

The vehicle's primary defects and nonconformities include, but are not limited to, the following: 

Transmission; Stalling; Loss of Power 

My client's vehicle has been presented for repair on at least 4 occasions for the same defects. 
The vehicle has also been out of service for more than 20 business days within a one year period 
of the warranty. These both meet the presumption under the North Carolina Lemon Law. 
Further, these nonconformities substantially impair the value of the subject vehicle as defined 
under the North Carolina Lemon Law, Magnuson-Moss Warranty Act, and the North Carolina 
Uniform Commercial Code. 

Therefore, you are hereby notified that our client is revoking acceptance of the vehicle effective 
immediately. Our client has directed us to demand the return of any and all funds paid towards 
this vehicle, to rescind the contracts, and to seek compensation for any incidental and 
consequential damages, including attorney's fees. Please inform this office of the procedure 
whereby our client may return the vehicle and recoup these expenses. DO NOT CONTACT 
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RAMP MOTORS INC . 
4869 Nesconset Highway .. 

Go FurtherPORT JEFFERSON STATION, NEW YORK 11776 
Sales: (631) 473-1550 Service: (631) 473-4600 Parts: (631) 473·6500 

N.Y.S. REPAIR SHOP REG. NO. R-1520504 

www.rampford.com 


INVOICE OATE INVOICE NO,CUSTOMER NO, AIl'IlSOR AGN0

39772 GEORGE TOMKO 3574l 3013 05/09/13 FTCS283876 
LAIlOR RATE LICeNSE NO, JM1LfAGr: 'COtOR S'TOCKNO,I 
 Il1S .00 8.820 BLACK/ 
YEAR/MAKE/MODeL DEUVERY DATE DELIVERY MilES I
13/FORD TRUCK/ESCAPE/4DR 4x2 SEL 10/26/12CLAYTON, NC  VEl1ICU! I.D. NO, seLUNG DEAtER NO, PRODUCTION DATE 

1 FMC U 0 H 9 S DU     09/23/12 
F.T.E.NO, R.O, 0A'T1: 

04/30/13 
COMMENTS 

MO: 8882 
~ .. ,~ .•.................................. ALL PARTS ARE NEW UNLESS 

JI# 1 12FTZ HISC;IGK/EEC:,SVSl'EMS',':' 'i;>~L~tEat(Sh50152' , 0.00 OTHERWISE INDICATED.
CUSTOMER STATES THE VEHICLE STALLED OUT 2X THIS WEEK. 
DISPLAY READS ENGINE FAULT. ALSO HESITATES AND BUCKS ON AGCE ANY WARRANTIES ON THE PRO·
BROUGHT THE VEHICLE INTO THE SHOP AND VERIFIED THE CONCERN 1 DUCTS SOLD HEREBY ARE THOSETIME. HOOKED UP THE COMPUTER AND CHECKED FOR CODES. NO CODES 

MADE BY THE MANUFACTURER. THEFOUND. CONTACTED HOTLINE. WAS TOLD TO ROAD TESTED THE VEHICL 
RETAILER HEREBY EXPRESSLY DIS
CLAIMS ALL WAARANTIES EITHER 

WITH THE COMPUTER. CUSTOMER REQUESTED VEHICLE BACK 

JOB I 1 TOTAL LABOR &PARTS 0.00 EXPRESSED OR IMPLIED. INCLUDING 
ANY IMPLIED WARRANTY OF MER·TOTALS· ......... " .... . ............................................................ . 

CHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE AND NEITHER RAMP FORD TOTAL LABOR.... 0.00 
ASSUMES NOR AUTHORIZES ANYLONG ISLANDS LEGENDARY DEALER TOTAL PARTS.... 0.00 

TOTAL SUBLET... 0.00 OTHER PERSON TO ASSUME FOR IT
THANK YOU FOR LETTING US SERVE YOU!! TOTAL G.O.G.... 0.00 ANY LIABILITY IN CONNECTION WITH 

WE USE MOTORCRAFT OIL PROOUCTS WHEN SERVICING YOUR VEHICLE TOTAL MISC CHG. 0.00 THE SALE OF SAID PROOUCTS. OUR SALES DEPARTMENT HOURS ARE MONDAY THROUGH THURSDAY TOTAL MISC DISC 0.00 
9 AM TO 9PM. FRIDAY 9 AM TO 6PM AND SATURDAY 9AM TO 5 PH TOTAL TAX.. .... 0.00 

THESE REPAIRS ARE COVERED BY A 
NEW YORK STATE LAW REQUIRES THAT WE CHARGE AWASTE TIRE TOTAL INVOICE $ 0.00 

STARTING APRIL 2ND 2012 
LIMITED WARRANTY. LABOR AND 

MANAGEMENT FEE OF $2.50 FOR EACH NEW TIRE THAT WE SELL. PARTS FOR 12 MONTHS OR 12.000 
MILES, WHICHEVER COMES FIRST.GOD BLESS AMERICA AND OUR TROOPS!!!!!! SELLER HEREBY LIMITS ANY IMPLIED 
WARRANTIES OR MERCHANTABILITY 
AND FITNESS TO THE SAME PERIOD. 
WARRANTY REPAIRS TO BE PER· 
FORMED AT THE SELLER'S PLACE OF 
BUSINESS.CUSIOMER S!S~A~JRE 

., 


THANK YOU 

FOR THIS OPPORTUNITY TO SERVE 


YOU. IT IS OUR AIM TO PERFORM ALL 

THE REPAIRS REQUESTED ON THIS 

REPAIR ORDER TO YOUR COMPLETE
i SATISFACTION. IF OUR SERVICE WAS 

o SATISFACTORY TELL YOUR FRIENDS, 
IF NOT PLEASE TELL US IMMEDIATELY.~ 

g CUSTOMER ACKNOWLEDGES 
RECEIPT OF cOPy 

x.I 
J 
-II 

I 
IX [!)I-Ir.l 

I 
:!! [!J ..: 

PAGE 1 OF 1 CUSTOMER COPY r END OF INVOICE) 03,41pm!: 
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Page 1 of 1 , , .,..,-
ENTERPRISE LEASING COMPANY - SOUTHEAST, 1710 PINEY PLAINS RD, CARY, HC 275186854 (919) 851-4189 

RENTAL AGREEMENT REF# SUMMARY OF CHARGES 
737331 546JZ7 

Charie Descrle!lon Date guan!!!X Per Rate Total 
RENTER TIME 8. DISTANCE 05/15 - 05£23 8 DAY f31.99 $255.92 

 OW 05£15 - 05£23 8 DAY !15.99 !127.92 

DATE .. TIME OUT 
05/15/2013 12:01 PM 
DATE .. TIME IN 
OS/23/2013 01:32 PM 

BILLING CYCLE 
24-HOUR 

VEH #1 2012 TOYO CAMR LE4 
VIN# 4T1BFIFKOCU  
LlC#  
MILES DRIVEN 254 

BILL TO ACCOUNT 
CROSSROADS FORD 
AITN: CHRIS 
PO BOX 2069 
WAKE FOREST, NC 275880000 

CLAIM INFO 
PO: 16538 

REFUEUNG CHARGE 05/15 • 05,23 fO.oO 
Subtotal: !383.84 

Adjustments 
0531 • DR CUSTOMER SATISFACTION '~63.962 
Taxes .. Surcharges 

CITY GROSS RECEIPT TAX 05/15 - OS/23 1.5% 

COUNTY GROSS RECEIPT TAX 05/15 - OS/23 1.5% 

NC HIGHWAY USE TAX 05/15 - OS/23 8% 

TRIANGLE TRANSIT 


05/15 - OS/23 5%AUTHORITY TAX 
VEHICLE UCENSING FEE 05,15 • 05,23 8 DAY $0.33 

$4.83 
$4.84 

$25.80 

$16.13 

$2.64 
Total Cha!JIes: 1374.12 

Bill-To l Deeoslts 
CROSSROADS FORD 
TIME &. DISTANCE 05/15 - OS/23 
CITY GROSS RECEIPT TAX 05/15 - OS/23 
COUNTY GROSS RECEIPT TAX 05/15 • 05/23 
NC HIGHWAY USE TAX 05/15· OS/23 
TRIANGLE TRANSIT 

05/15· 05/23AUTHORITY TAX 
VEHICLE UCENSING FEE 05/15 - OS/23 

8 DAY 
1 PERCENT 
1 PERCENT 
1 PERCENT 

1 PERCENT 

8 DAY 
Subtotal: 

1.5% 
1.5% 

8% 

50/0 

,!299.931 

Total Amount Due $0.00~ 1£.<; 5j C. If> ? .7 Jv~ 
PAYMENT INFORMATION 9/ I b :> I .J Q 0 

{! ObcREDIT CARD NUMBER 777'11 
PENDING 

1,\ C.lt5~h60 70cf

3/ 7' 
7f)lt( r 

l 

AMOUNT PAID TYPE 
$74.19. Visa 

1- ~OO. 3'\l' '3":13 

! /0 

~ 
, 

- ,
i 

i 
; 

512312013 
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CRossRoAOS FORD, INC. 
1660 PINEY PLAINS ROAD 


CARY, NC 27518 


PHONE (919) 460·5620 


www.crossroadscars.com 


~~~______________________-,~~________________~~~____~~~~~~  

CUSlllMERNO. 

ARTS- . - - -.QTY •• ·Fp·NIHIER.............. ·DESCRIPTION................... ·UNIT PRICE· 
11 1 AU2Z·14S411·JA WIRE ASY WARRANTY 

130873 	 CHRIS SKELTON 735 TAGNOS371 
LABORAATE LICENSE NO. 	 IMilEAGE 

i 10,363 
YlW\ IIoIAKE IlIIOOEl 	 DEUVERY DATE DelIVERY M''''ILE'''S---I 13/FORD TRUCK/ESCAPE/FWD 4DR SEL 10/26/12 60CLAYTON, NC  VEHlCt.E 1.0, NO 	 ~--':"":":-==~----i-.SElL"''';;ING~DEALE'';':'';~RN~O PRODUCTION DATE 

1 FMC U 0 H 9 5 DU  
R.O.DATE 


_-r=:=""",=...__.___..j-,..",........,."~________..l-_.____~_~_~_5/_2S,-/_1_3_-tmr=l!~i""-___---i 

  

 

ENGINE 	 TECH(S) :454 WARRANTY 
CUSTOMER STATES WHILE DRIVING DOWN THE ROAD WHEN SLOWING 
TO STOP CAR WILL STALL •••AT TIMES ALSO WHEN TURNING SLOWLY 
CAR WILL ALSO STALL 
REPLACED THE PIGTAIL FOR THE MANIFOLD HAP SENSOR. 
POST TEST DROVE 140 HILES WITHOOT FAULT AND RETURNED TO THE 
CUSTOMER. 

JOO I 1 TOTAL PARTS 0.00 

JOB' 1 TOTAL LABOR &PARTS 0.00 

2 OOFOZ99P NJLTI POINT INSPECT TEClHS) :184 0.00 
PERFORM MULTI POINT INSPECTION. 
NJLTI POINT INSPECTION COMPLETED. 

ARTS-· -. - .QTY -. ·FP·NUHBER·············· ·DESCRIPTION··················· ·UNIT PRICE· 
JOO #I 2 TOTAL PARTS 0.00 

JOB' 2 TOTAL lABOR & PARTS 0.00 

3 72FOZRENTAL RENTAL TEClHS):l84

SERVICE RENTAL 

THANK YOU FOR USING CROSSROADS FORD 


ARTS····· .QTY .• ·FP·NUMBER·············· ·DESCRIPTION··················· ·UNIT PRICE· 
JOB I 3 TOTAl PARTS 0.00 

JOB I 3 TOTAL lABOO & PARTS 0.00 
." .......................... "' ....... -.. .................................. " ................. -......................... "' .................................... ..
~ 

4 21FOZDIAG SBDS DIAGftOSIS TECH(S): 184 WARRANTY 
CUSTOMER STATES CHECK ENGINE IS COMING ON AND FLASHING PRIOR 
TO STALL CONDITION 

ARTS······QTY···Fp·NUMBER···············OESCRIPTION····················UNIT PRICE· 
JOB I 4 TOTAL PMTS 0.00 

o 	 JOB' 4 TOTAL LABOR &PARTS 0.00

I···5·00FOiBK·~~~~~~~·~~~N~~~i~~~·~~·~~~~~~:···TECH(S;;i84·························0:00 
'II
iii ARTS··· ...QTY -.. FP . NUMBER· ..............DESCRI PTION· ...................UNIT PR ICE· 
~ JOB 1# 5 TOTAL PARTS 0.00 

I. . . .. ................................................~.~..~.~~~~~.~~.~.:~~~..........~:~~ 

:) 6 OOFOZGBATT GREEN BATTERY TECH(S) :184 0.00 

BATTERY TEST PERFORMED AND BATTERY OK ON THIS VISIT 
BATTERY PASSED 

•i 
! 
~ 
! PAGE 1 OF 2 	 CUSTOMER COPY (CONTINUED ON NEXT PAGE] 01 :32pm 

MO: 10506 
DISCLAIMER OF WARRANTIES 

The only warranties applying to this 
part(s) are those which may be offered 
by the manufacturer. The selling dealer 
hereby disclaims all warranties. either 
express or implied including any implied 
warranties of merchantability or fitness 
for a particular purpose and neither 
assumes nor authorizes any other 
person to assume for it any liability in 
connection with the sale of this part( s I 
and/or service. Buyer shall not be 
entitled to recover from the selling 
dealer any consequential damages to 
property, damages for loss 01 use. loss 
of time, loss 01 profits, or Income. or any 
other incidental damages. 

Attorney's fees andlor collection cost 
may be added if collection 01 past due 
account becomes necessary. 

NOT RESPONSIBLE FOR LOSS OR 
DAMAGE TO VEHICLES OR ARTI· 
CLES LEFT IN VEHICLES IN CASE OF 
FIRE. THEFT OR ANY OTHER CAUSE 
BEYOND OUR CONTROL. 

SERVICE HOURS 

Mon. - Fri. 7:30 A.M.· 8 P.M. 


SATURDAY 8:00 A.M. - 5 P.M. 


THANK YOU 

FOR YOUR BUSINESS! 

All RECOMMENDED SERVICES ARE flY 

CROSSROADS FORD AND MAY VAR'f FROM 


MANUFACTURERS SPECIFICATIONS. 
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CRossRoADS FORD, INC. 

.. . 1660 PINEY PLAINS ROAD 

CARY, NC 27518 
.. .. 

PHONE (919) 460·5620 

www.crossroadscars.com 

Uc~~m~~ERrnNPO--~~~~=---------------~AlA~~~-------------------C~~~~oo~------rnn.~~__~~~  
130873 CHRIS SKELTON 8467 

I.A9OR FlATE UCENSENO. 

10,363
VEAFlIMAKEI MOOEl

13/FORD TRUCK/ESCAPE/FWD 4DR SEL
CLAYTON, NC  va< UliaNO, 

1 FMC U 0 H 9 5 0 U  
.RR.COMF.UNO, IP 0, NO .::......::.......-+..-A·7<'°O;;;:{)A:""SE,..2-8-/-1-3---+R~E·~P·-R-I-N-T-#-1--l 

;;;8U..".Sl~NESS=PiiiNE------'~COMM=""""-------...l.!- ~-'----'~~-'~' --L--";.;:;..L.=..:::.:.L...:.:.=~--;f·umiWm..:...:=.---=_I

 MO: 10506 
& PARTS··························· .. ····················· ................... . DISCLAIMER OF WARRANTIES1 21FOZ ENGINE TECH(S):454 WARRANTY The only warranties applying to thisCUSTOMER STATES WHILE DRIVING DOWN THE ROAD WHEN SLOWING part(s) are those which may be offeredTO STOP CAR WILL STALL ...AT TIMES AlSO WHEN TURNING SLOWlY by the manufacturer. The selling dealer CAR WILL ALSO STALL hereby disclaims all warranties, ellMrREPLACED THE PIGTAIL FOR THE MANIFOLD HAP SENSOR. express or implied including any impliedPOST TEST DROVE 140 MILES WITHOUT FAULT AND RETURNED TO THE warranties of merchantability or fitness CUSTOMER. for a particular purpose and neitherPERFQHRED WIGGLE TEST OF ENTIRE HARNESS AS PER HOTLINE assumes nor authorizes any otherWHILE MONITORING THE PIDS. CAN NOT SEE ANY ISSUES WITH THE person to assume for it any liability inHARNESS REINSTALLED COWL ASSEMBLY AND LOWER SHEILD AND connection with the sale of this paTt(s}REPLACED PIGTAIL FOR HAP SENSOR. CLEARED CODES AND DROVE and/or service. Buyer shall not beLIGIfr CAME BACK ON ADAY LATER ON ROAD TEST. CONTACTED HOT entitled to recover from the selljngLINE. REI«NED AIR BOX COWL OCM AND LCH:R SPlASH SHIELDS dealer any consequential damages toAND REWIOOLE TESTED. \tW) ADVISED BY THE HOTLINE TO REPLACED property, damages for loss of use, lossSPLICE S180. OPENED UP HARNESS AND CUTOUT AND REPLACED of time, loss of profits, or income, or anySPLICE AND ROAD TEST AGAIN NO LIGHT COME ON. REINSTAlLED other incidental damages. ALL PARTS 

Attorney's fees andlor collection cost 
ARTS····· .QTY ... FP·NUHBER· ............ ·DESCRIPTION· .... ·············· ·UNIT PRICE· 
 may be added if collection of past due 
Sill 1 AU2Z·14S411·JA WIRE ASY WARRANTY account becomes necessary. 

JOB II 1 TOTAL PARTS 0.00 NOT RESPONSIBLE FOR LOSS OR 
DAMAGE TO VEHICLES OR ARTI·JOB I 1 TOTAL LABOR & PARTS 0.00 
CLES LEFT IN VEHICLES IN CASE OF .iiOFOZggp........itJi.i-i .poiNT' iNSPECT' ...............TECH es) ;iM ............................ . 

FIRE. THEFT OR ANY OTHER CAUSE 

PERFORM HULTI POINT INSPECTION. 0.00 BEYOND OUR CONTROl. 
MULTI POINT INSPECTION COMPLETED. 

SERVICE HOURS 
ARTS······QTY···FP·NUHBER···············DESCRIPTION····················UNIT PRICE· Mon.• Fri. 7:30 A.M.• 8 P.M.*2 1 164·RS046 KEY INTERNAl SATURDAY 8:00 A.M.· 5 P.M.JOB II 2 TOTAL PARTS 0.00 

JOB' 2 TOTAL LABOR &PARTS 0.00 
... :3 .72FozRENTAi.· ....RENTAL" ...........................TECHes); iM.....................WAAtWID 


SERVICE RENTAL 

THANK YOU FOR USING CROSSROADS FORD 

~ ARTS·· .. · ·QTY· .. FP·NUHBER .. ·· .......... ·DESCRIPTION· .... ···· ...... ·· .. ·UNIT PRICE· 
;; JOO II 3 TOTAL PARTS 0.00 

! JOB II 3 TOTAL LABOR &PARTS 0.00 
8··············· .. ······ .. ····· .. ······· .. ········· .... ····· .................................... . 


4 21FOZDIAG SBDS DIAGNOSIS TECH(S):lB4 454 WARRANTY 
CUSTOHER STATES CHECK ENGINE IS COHING ON AND FlASHING PRIOR 
TO STALL CONDITION 

i ARTS···· ··QTY· .. Fp·NUMBER··· ...... ······DESCRIPTION··· ........... ·· .. ··UNIT PRICE· r II 4 0 CU5Z·12A581·J· WIRE ASY WARRANTY 
';! PART ON SPECIAL ORDERI ** QUANTITY 1 IS SPECIAL ORDERED ** 
~ JOB' 4 TOTAL PARTS 0.00 THANK YOU 

FOR YOUR BUSINESS! 

! All RECOMMENDED SERVICES AAE BY 
CROSSROADS FORD AND MAY VAm' FROM 

~ PAGE 1 OF 3 CUSTOMER COpy [CONTINUED ON NEXT PAGE) 04:08pm MANUFACTURERS SPECIFICATIONS. 
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Wells Fargo Dealer Services 
PO, Box 25341 
Santa Ana, CA 92799-5341 

A3ALSCDTJF 028877 
fiBWNJZXC\~ 

~	
 

CLAYTON NC  

I 

Description 	 Amount 

06/03113 Payment Received· Tllonk YOII 	 $608.81 

06/05/13 Current Payment Due 	 608,81 

06125113 TOTAL AMOUNT OUr: 	 $608,81 

06/05113 lOAN BALANCE AS OF 06/05113 	 $34,874,83 

t!.",""".•,(r, '''1l11l'....nlsynl .. llloll<4 ••l\lutljh••:wtff' iI~flhh," sI,"I:lYh'tli 
,1:lt"Ju,I,.. ,nt{ynlllll.JY<Jtr 1-'1 .Ir"'t,ti't.:JI(HI.\hIwt ,'lIIt;<._ "",IOtII 

_,11";11' rot {;. ~'Ml JWJ ",'IIJ.l 

L~________________i 

02 06105113 
, 

I 
Account Number 

 

Collateral 

2013 Ford Escape-

Total Amount Due 

$608.81 

Payment Due Date 

06/25113 

f or personalized 
service or if you 

have traded in this 
vehicle. please call 

1·8()(}-289·8004 
Monday - Friday 

5:00 a,m. to 7:00 p,m, 
PacifIC Time 

Advertisements and Services 

Check $CJ 
I I I 1 I 

Sign up for ALP 
it just got easier! 


You can now enroll in the 
Automatic Loan Payment 
(ALP) program online through 
eServices ... 

• Take a few minutes to enroll in 
ALP - no need to mail or fax an 
application form 

• Make changes or updates to your 
current ALP 

• Rest easy knowing your loan 
payment is made on time -let us 
debit your checking or savings 
account each month 

No more checkwriting, no more 
stamps - enroll in ALP today! Visit 
wellsfargodealerservices.com/alp 

PlellSe see reverse side for Important

Information regarding your /lccount •. 


DO NOTSEND C"$H, For 24-11our ",If-service Ind p.yment options, vl.lt our website.t wellsf.rgodealetlervic....com or cIII1-300-289-3oo4. 

Paying by check? To ensure prompt processing. pleaS<! retu.n Ihis portion with your payment in Ih.. envelope prOVided, 
Pl....e write your .ccount number on you, check or monqy order and make pal/able 10 Wells Far90 Deal ... ServICes, 

Check box for change of address and Indicate new address on reverse side. 
AT  

  
Clayton NC 

>0.... 	 lC 
Z 
0 ... 
\1\ 
:::I ,111111111111'11111'111111111"11111\1\'1'11,1'111"1"1111,1\"1.... o PO 
c z WELLS FARGO DEALER SERVICES
"" P,O. BOX 25341'" ! o PR SANTA ANA, CA 92799·5341 

08 

I <6'~~ -d1~ ~ 3))C/ 
o 002 51 9720141177 00000b0881 

.) ", 

~.{. I j 

Account Number 

Dilte Payment Due 

Total Amount Due 

Amount to Be 

Applied to late Charges 


Amount Enclosed 


00000b0881 1 
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Long, Kellie (D.) 

From: Halt Christopher (C.) 

Sent: Thursday, July 25,2013 11:09 AM 

To: Long, Kellie (D.) 

Subject: 20105208 Legal; Document where requested Support Request At FORD OF PORT 
RICHEY 

Additional Comments 
The following is a summary ofa Request For Assistance from the Technical Field Operations Assignment 
Management System 

Technician Name 

VIN 


Request description 

IFAHP3K23C

OGC request FSE assistance needed for final 
repair attempt. Customer complaints are CHECK 
ENGINE LIGHT~ SHIFTING PROBLEMS, NO 
POWER UPON ACCELERA nON, VEHICLE 
SHUDDERS, CLIMATE CONTROL SYSTEM 
WITH NC, BEARING NOISe WHILE 
DRIVING AT SLOW SPEEDS. Must be 

1 
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Kellie,please see if this FRA can be arranged for 
FSE Comments 8120. ---Updated By---CHALL48--07/25/2013 

11:09:12 AM-

Person Contacted 

Please explain if "Other" is root cause 

2 
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OJIV.rLI;; f"'''''''''''",,1;; ",n",,"\o:II1OO 

THIS IS A CONSUMER CREDIT DOCUMENT 


Dealer Number _______ Contract Number _______ 


Buyer Name and Address eo-Buyer Name and Address Creditor-Seller (Name and Address) 
(Including County and Zip Code) (Including County and Zip Code) 

\ ,:.:' .,:.'~,~ 
, , 

;,. 
" 

(' " ,,' , ,. " 
' " 

;'/" lL' 

, 

~ .'" . . 
. '" ., . ,. , 

You, the Buyer (and Co-Buyer, if any), may buy the vehicle below for cash or on credit. By signing this contract, you choose to buy the vehicle 
on credit under the agreements on the front and back of this contract, You agree to pay the Creditor - Seller (sometimes "we" or "us" in this contract) 
the Amount Financed and Finance Charge In U.S. funds according to the payment schedule below, We will figure your finance charge on a daily 
basis. The Truth-In-lending Disclosures below are part of this contract. 

NewlUsed Year 
Make 

and Model Vehicle Identification Number Primary Use For Which Purchased 

,J ,,' 

-, " 

.. 
,0' 

'!: .',." . 

( !, , •• ),.; I',,~, 
. , 

" '.. ,c" " 

o personal, family or household 

o business 
o agricultural 0 f,: 

"I" 

FEDERAL TRUTH-IN-LENDING DISCLOSURES 

ANNUAL 
 Total SaleFINANCE Amount Total of 

Financed Paymenta PriceCHARGEPERCENTAGE 
The dollar The amount of The amount you The total cost ofRATE 

your purchase on The cost of amount the credit provided will have paid after 
credit, including your credit as credit will to you or you have made all 

cost you, your downa yearly rale, on your behalf, payments as 
payment of 

$ 
scheduled, 

'1$ 

• , , ,',% , , " ..$ ': .$ '. " . ':"" $ ~ t;, / $ 
Your Payment Schedule Will Be: 

Number of Amount of When p~:~mts
PaymentsPayments Are ue 

MonthlY beginning .,: i;-
Or As Follows: ,- , 


;, , 


Late Charge. If payment is not received in full within _1_0_ days alter it Is due, you will pay a late charge 
of __5_% of the part of the payment that is late, If the vehicle Is primarily for personal, family, household, or 

agricultural use, the maximum charge for each late payment will be $ 6.00 

Prepaymenllf you pay olf all your debt early. you will not have to pay a penalty. 

Security 1ntarHt. You are giving a security interest In the vehicle being purchased, 

Additional Information: See this contract for more information including information about nonpayment, 

default, any required repayment in full before the scheduled date and security Interest 


rrEMlZAnON OF AMOUNT FINAt:tC.E~ 


1 Cash Price (including $ sales tax) $ (1) 


2 Total Downpaymenl;= 
 .. .. 
.. ,Trade-In 

;", 
" 


(year) (Make) (Model) 


Gross Trade-In Allowance $ 

Less Pay Off Made By Seller $ ~ 


" ,, .
Equals Net Trade In $ 

" ~ 

~~ I. . 

+ Cash $ , , 

, , 

+ Other 
" 

$ 
," 

(If total downpayment is negative, enter -0. and see 41 below) 

3 Unpaid Balance of Cash Price (1 minus 2) 
$ 
$ , .. 

(2) 
(3) 

4 Other Charges Including Amounts Paid to Others on Your Behalf 
(Seller may keep part of these amounts): 
A Cost of Optional Credit Insurance Paid 10 Insurance 

Company or Companies, 
Ute $ 

" . ,~ 

Disabii!!l $ $ 
B Vendor's Single Interest Insurance Paid to Insurance Company !'$ 

,f ' :C Other Optional Insurance Paid to Insurance Compan~ or Co~nles $ 
" }.D Optional Gap Contract $ 

E Official Fees Paid to Government AgencIeS ,,. 

In.urance. You may buy the phy.lcal 
damage lnaurance thla contract requires 
(aee beck) from anyone you chooae who I. 
acceptable to .,.. You are not required to buy 
any other Insurance to obtain credit unless the 
box indicating Vendor's Single Interest 
Insurance is required is checked below. 

If any Insurance is checked below, poliCies 
or certificates from the named insurance com
panies will describe the terms and conditions. 

Check the Insurance you wanl and sign below: 
Optional Credit Insurance 

o Credit Lile: 0 Buyer 0 Co-Buyer 0 Both 
o Credit Disability (Buyer Only) 

Premium: 
C~ftUle$ ________~______ 

Credit Disability $ ____-,-:.__ 

Insuranoe Company Name _~_______ 

Home Office Address _..-...;.________ 

Creel" life Inlurance and credit disability Insurance 
are not required to obtain credit. Your decision to buy or 
not to buy credit lila insurance and credit disabiUty 
insurance will not be a factor in the credit approval 
process, They will not be provided unless you sign and 
agree to pay the extra cost. If you choose this insurarce, 
the cost Is shown in Item 4A 01 the Itemization of Amount 
Financed, Credit life insurance is based on your origi1al 
payment schedule, This insurance may not pay all you owe 
011 this contract it you make late payments, Credit disabiUty 
Insurance does not cover any increase in your payment or 
in the number of paymenlS. Coverage for credit life 
insurance and credit disabBIty Insuranoe ends on the 
original due date for the last payment unless a different 
term for the Insurance is shown below, 

~her Optlonsllnsurance , 
0_-=----,:-:--___ 

Type of Insurance 

Premium $ _____.,--..,--______ 

Insurance Company Name 
~'r r .. :' , 

Ho~e,9ffice Address -'-'-------- 

0_-=-_,..;.-.:..--__ 
Type 011 nsurance Term 

Premium $ ___---'________ 

Insjlrafll.;e Company Name 

PE13-003.4 000271LC



-. ......, ... '., .. -....... ..-: .. ......... 
--~ -.~--. .. 

H Government Certificate of Title Fees $ 
I Other Charges (Seller must identify who is paid and 

. :,~ t~des~~~tF.W9!~) .' .(.j Lto for Prior Credit or Lease BalanceI' $ .'.~; , ~'.: r .. , . 
to .. for $ . 

~~.. 
•J: "' 

10 for 
I". 

! .d. $ .. !~ ( ; 
11"

10 for
'i .. -;0', :, ~ t,'. , :,~

10 , for $, .. :1:,0 " :' / ~.10 for $ 
.:.-' : t iII: i j'-;

to for $ 
~"'. :. i : Total Other Charges and Amounts PaId to Others on Your Behalf $ (4)

\•.~. ,/<'''' < ...5 Amounl Frnanced (3 + 4l $ (5) 

'. , . 
OPTION: 0 You pay no finance charge If 1h& Amount Rnanced, /tem 5, is paid In full on or before 

YOllr ~sjon tObuy-Oi nO! b~·otiier'OPtiooairrr;~uv;,;i 
will not be a factor in Ihe ere approval process. II wiR 
nol be provided unless you sign and agree 10 pay lhe 
extra cost. 

Iwant the insurance chedled above. 
~.","':X 

[)iii9Buye~ SiQ,nature 
r~ ,: f',X 

Co-Buyer Signature Diiiil 
THIS INSURANCE DOES NOT INCLUDE 

INSURANCE ON YOUR UABIUTY FOR BODILY 

INJURY OR PROPERTY DAMAGE. WITHOUT 

SUCH INSURANCE YOU MAY NOT OPERATE 

THIS VEHICLE ON PUBUC HIGHWAYS. 


Returned Check Charge: You agree to pay acharge 
25.0001 $ If any check you give us is 

dishonored. 

, 
,Year 

,. 
. SEllER'S INITIAlS I 

OPTIONAL GAP CONTRACT. Agap contract (debt cancellation contract) Is not required to obtain credit and wiN not be provided unless you sign below and agree 10 pay !he extra charge. If you choose 
to bllY agap conlracl, !he ~rge Is shown In ilsm 40 of the Itemization of Amount Flnanced. See your gap QOntract ~~~!a ~ .the tprms and conditions it provides. It Is apart of this contract. 

Term Mos. 
Name of Gap Contract 

Iwant 10 buy agap contract. ,. 

Buyer Signs 

o VENDOR'S SINGLE INTEREST INSURANCE (VSI insunance): If the preceding box is checked, the Creditor requires VSllnsurance for the initial term of the 

contract to protect the Creditor for loss or damage to the vehiCle (collision. fire. theft). VSI insurance Is for the Creditor's sole protection. This insurance does not 

protect your interest in the vehiCle. You may choose the Insurance compal'!Y through which the VSI Insurance Is obtained. If you elect to purchase VSI 
insurance through the Creditor, the co .. of this Insurance ..$ and is also shown In Item 4B of the Itemization 01 Amount Financed. The coverage 

is for the initial term of the contract. 

NO COOLING OFF PERIOD 
State law does not provide for a "cooling off" or cancellation period for this sale. After you sign this contract, 
you may only cancel It H the seUer agrees or for legal cause. You cannot cancel this contract simply because 
you change your mind. This notice does not apply to home solicitation sales. 

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. 

HOWTHIS CONTRACT CAN BE CHANGED. This contract contains ~ntireagreement ~n youand tIS relating to this contract. Any change to Ihis contract must be in wmng 

arxl we must sign tt. No oral changes are binding. Buyer s~ns X~ '.; ,.... ,.. , ; -'. -."." '. Co-Buyer Signs X . 

Hany part of lhis contract is rot valid, all other parts slay valid. emay delay or refrain from enforcing any 01 our rights urxler this contract without losing Ihem. For example, we 

may extend the time for makill some payments without extendillthe time for making olhers. 

See back for o1her Important agreements. 

NOTICE TO RETAIL BUYER: Do not sign this contract In blank. You are entitled to a copy of the contract at the time 
you sign. Keep It to protect your legal rights. 

You agree to the terms of this contract. You confirm that before you signed this contract, we ~ave It to you, and you were 
free to take H and review it. You acknowled~e that you have read both sides of this contract, Inc uding the arbitration clause 
on the reve~. side, before slgnJng _be.IC?~. ",ou confirm that you received a completely filled..Jn copy when you signed it. 

Date'" .. Co-Buyer Signs X .- Date' 
Co-Buyers and Other Owners - A co-buyer is a pelSOn who is responsible lor paying the entire debt. An other owner is a p6lSOn whose name Is on the title 10 the vehicle but 
does not haw to psy the debt. The other owner agrees to the security interest in !he vehicle given to us In this contract. 

Other owner slgl1l!.h!l1'l)l X . . Addrass 
Seller signs Date ByX Title 

Seller assigns its interest in this contract 10 (Assignee) under Ihe terms of Seller's agreement(s) with Assignee.";. 

o AssIQlled with recourse o Assigned without recourse o Assigned with limited recourse 
,) ...-.- .~, ~ ~ ,;. 

Seller By Tille 
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Rpt. Analvsis Home Report Mqmt Primary Report Mqmt Query Report Mqmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File RellOrt To A Folder Exists in R>lder(sjFolder Number: 
Download Options 'HCWUHlrt mI!II .",. 'RfID'@mu' 

Report Detail Section: View Details Attachments: 0 

Report# : DEAH1001 NHL Received: 05/01/2013 

CCRG/EPRC: Reviewed Status: Date: 

2013,ESCAPE 4X2 (2013 
Vehicle: Build Date: 09/23/2012) ,SEL,4X2,MPV ,lFMCUOH95DU  

2.0L
Odometer: 8,820 M Engine: 

GTDI 
Calibration: DM21A20A 

Transmission: 6SP 6F MID Axle: 
3.07 
RATIO A/C: YES 

Dealer: USA 00998 Crossroads Ford, Inc. Phone#: 
(919) 467
1881 

City: Cary State: 
North 
Caroli 

Country : USA 

Originator: BRAD BESS 

Symptom: 5 52 2 39 DRV PERF,STALLS/QUITS,ACCEL,INTERMITTENT 

Status: 
VFG: V52 DRIVEABIUTY 

Additional STALLS/HESITATION
Symptom: 

Fix: Causal Component: 


Condition Code: 


Hotliner: PJACOB45 Phone: 000 000-0000 Regn Cd: S2 Charlotte 

Engineering: Phone: TAR: 
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Report Summary 

Dlr Contact: Phone: Title Cde: T 

KOEO: 

KOEC: 

KOER: 

Comments: 

REPAIR 05/01/2013 04:31PM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES VEHICLE STALLED TWICE THIS 

WEEK AND IT BUCKS AND HESITATES ON ACCELL DIAGNOSTICS: RAN SELF 

TEST NO CODES ROAD TESTED VERIFIED VERY INTERMITENT HESSITATAION 

PARTS REPLACED: NONE TECH QUESTION: ARE THERE ANY KNOWN 

COCNERNS FOR STALLING OR BUCKING/HESITATION THANK YOU IN ADVANCE FOR 

YOUR HELP 

RECOMM 05/01/2013 04:31PM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE 
BRAD, STALLING AND HESITATION CONCERNS HAVE BEEN FUEL SYSTEM AND 

TIP/MAP SENSOR RELATED IN SOME CASES. RECOMMEND TO MONITOR THE FLP AND 

FLP_DSD PID'S(SHOULD MATCH EACH OTHER) WHEN THE CONCERN IS PRESENT TO 

DETERMINE IF THE CONCERN IS CAUSED BY THE LOW PRESSURE FUEL SYSTEM. IF 

THE FLP IS LOWER THAN THE FLP_DSD PID, THE LOW PRESSURE SYSTEM FUEL 

PUMP WOULD BE SUSPECT. IF THE FLP MATCHES THE FLP_DSD PID, MONITOR 

THE FRP AND THE FRP_DSD PID'S AS WELL, THEY SHOULD ALSO MATCH EACH 

OTHER. IF FRP IS LOWER THAN THE FRP_DSD PID, REPLACE THE HIGH PRESSURE 

FUEL UMP AND RETEST. IF THE FUEL SYSTEM IS OPERATING PROPERLY, 

MONITOR THE TIP _PRS_V AND MAP_V PID WHEN THE CONCERN IS PRESENT. 

EXPAND THESE PID GRAPHS 4X FOR BEST VIEWING RESULTS. IF THE PID 

READING FOR EITHER SENSOR IS ERRATIC OR IT SPIKES, SUGGEST TO REPLACE 

THAT SENSOR AND THE CONNECTOR PIGTAIL. THE CONNECTORS HAVE BEEN THE 

CAUSE OF SIMILAR CONCERNS AS WELL IN SOME CASES. THE TIP SENSOR(ALSO 

REFERRED TO AS A TCBP/CACT) IS LOCATED ON THE DRIVERS SIDE OF THE CAC 

ASSEMBLY. THE MAP SENSOR IS LOCATED ON THE INTAKE MANIFOLD. IF IT 

IS NECESSARY TO REPLACE THE TIP SENSOR, PLEASE REPLACE THE TIP SENSOR 

AND THE CONNECTOR WITHOUT DISCONNECTING THE CONNECTOR. ENGINEERING IS 
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REPAIR 

RECOMM 

INVESTIGATING THIS CONCERN AND ARE REQUESTING THAT THEY NOT BE 

DISCONNECTED TO AID IN THE EVALUATION. 

OS/28/2013 09:54AM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES WHEN DRIVEING DOWN THE ROAD 

AND SLOWING DOWN TO A STOP THE CHECK ENGINE LIGHT WILL FLASH AND WHEN 

STOPPED WILL STALL. ALSO WHEN TURNING SLOWLY IT WILL 

SLOW DIAGNOSTICS: CAR CAM E IN FOR THIS CONCERN ABOUT 2 WEEKS AGO 

CEL WAS NOT ON AND NO CODES WERE STORED HAD TO DRIVE SEVERAL HUNDRED 

MILES TO GET LIGHT TO COME ON. LIMPED BACK TO THE SHOP SELF TEST 

P0106. CAN NOT SHUT OFF CAR BECUASE CODES DO NOT STORE. TRIED TO 

DATALOGG MAP SENSOR TO SEE IF IS BAD AND COMES UP YES FAULT ON PID. 

ORDERED AND REPLACED MAP SENSOR ON INTAKE MANIFOLD. THERE IS NO WAY TO 

TELL WITH THE PICS WHICH OF THE 3 MAP SENSORS HAS THE FAULT. PARTS 

REPLACED: MAP SENSOR TECH QUESTION: ANY KNOWN ISSUES WITH THIS AND 

THE CAR IS BACK WITH NO STORED CODES BUT THE SAME 
SYMPTOM. 

OS/28/2013 09:54AM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 
GOOD MORNING JAMES, THE THREE SENSORS IN QUESTION ARE THE 

TURBOCHARGER BOOST PRESSURE (TCBP), BARO AND MAP SENSORS. THE PCM 

PERFORMS A RATIONALITY CHECK OF THE MANIFOLD ABSOLUTE PRESSURE (MAP) 

SENSOR, THE TURBOCHARGER BOOST PRESSURE (TCBP) SENSOR, AND THE 

BAROMETRIC PRESSURE (BARO) ON INITIAL POWER- UP BEFORE THE ENGINE 

STARTS. IN KOEO MODE THE MAP, BARO, AND TIP_PRS-BOOST PRESSURE PIDS 

SHOULD ALL READ THE SAME PRESSURE (+/- 1.34 PSI OR +/- 9.25KPA). 

VOLTAGES SHOULD NOT BE COMPARED BECAUSE THE TRANSFER FUNCTIONS ARE NOT 

THE SAME. IF FREEZE FRAME DATA INDICATES A RUNTM OF 00:00 FOR DTC 

P0106, THIS INDICATES THE RATIONALITY CHECK FAILED. IF THE PIDS 

ARE CURRENTLY IN RANGE, THEY CAN BE MONITORED WHILE WIGGLE TESTING 

SPLICES AND CONNECTIONS TO SEE IF THERE ARE ANY ERRATIC CHANGES. CLOSE 

ATTENTION SHOULD BE PAID TO THE HARNESS WHERE IT RUNS NEXT TO THE 

TRANSMISSION SIDE COVER. THIS PORTION OF THE HARNESS CAN BE ACCESSED 

FROM UNDERNEATH THE VEHICLE BY REMOVING THE SPLASH SHIELD. IF A 

HARNESS CONCERN IS DETECTED, IT IS RECOMMENDED TO REPLACE THE SUSPECT 
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REPAIR 

RECOMM 

REPAIR 

RECOMM 

HARNESS AND RE-EVALUATE THE DTC CONCERN. 

OS/28/2013 11:39AM DALE BARRETT MSS - FCSD - TECH SVC HOTLINE 

I HAVE PERFORMED THE WIGGLE TEST AND THE PRESSURE STAY THE SAME DURING 

THE WIGGLE TEST I HAVE READ PAST REPORTS AND IT SEEMS THERE ARE MANY 

ISSUES WITH THIS CODE AND NOT REALLY ONE FIX FOR IT YET? 

OS/28/2013 11:39AM DALE BARRETT MSS - FCSD - TECH SVC HOTLINE 

JAMES, THE WIGGLE TEST WILL SOMETIMES INDICATE A HARNESS ISSUE 

(COMMON FAILURE POINT NEAR THE TRANSMISSION COVER). THE MAP SENSOR AND 

MAP SENSOR PIGTAIL (SENSOR LOCATED IN THE INTAKE MANIFOLD) IS ANOTHER 

LIKELY FAILURE POINT. RECOMMEND REPLACING THE MAP SENSOR AND MAP 

CONNECTOR PIGTAIL (WITH THE WIGGLE TEST NOT INDICATING A CONCERN) FOR 

THIS FAULT. IF THE VEHICLE RETURNS REPLACE THE ENGINE WIRING HARNESS. 

06/21/2013 12:26PM CURTIS POSCHEL MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES THAT VEHICLE STALLS AT 

STOPS DIAGNOSTICS: PERFOMRED WIGGLE TEST OF ENTIRE HARNESS AS PER 

HOTLINE WHILE MONITORING THE PIDS. PARTS REPLACED: WIRING HARNESS 

ON ORDER, DUSZ-12AS81-J TECH QUESTION: VEHICLE HAS BEEN DOWN 

MULTIPLE TIMES AND IS CURRENTLY IN SHOP. HARNESS 12AS81 ON ORDER. 

CUSTOMER HAS MENTIONED PURSUING LEGAL. FOR DOCUMENTATION ARE THERE ANY 

NEW KNOWN CONCERNS? 

06/21/2013 12:26PM CURTIS POSCHEL MSS - FCSD - TECH SVC HOTLINE 

HI FREDERICK, THE CURRENT DIRECTION BEING GIVEN WITH THIS ISSUE IS TO 

REPAIR THE SPECIFIC SPLICE IN THE ENGINE HARNESS. THE MOST COMMON 

CAUSE FOR THIS TYPE OF ISSUE WITH STALLING IS A POOR CONNECTION AT 

SPLICE S108 IN THE ENGINE HARNESS. BEFORE STARTUP A RATIONALITY CHECK 

IS DONE OF THE TURBOCHARGER BOOST PRESSURE SENSOR (TCBP), THE MAP, AND 

THE BARO SENSOR. IT IS RECOMMENDED TO CHECK THESE PRESSURES KOEO AND 

COMPARE THEM. THEY SHOULD BE EQUAL. IF THEY ARE NOT EQUAL, THERE IS A 

HARD FAULT THAT CAN BE DIAGNOSED USING THE APPROPRIATE PINPOINT TEST. 

I THEY DO AGREE THEN THERE IS AN INTERMITIENT FAULT THAT EXISTS. IF 

THE FAULT IS INTERMITIENT, PLEASE REPLACE SPLICE S108. IT IS ON PAGE 

24-4 IN THE WIRING DIAGRAM. ALL OF THE CIRCUITS GOING TO THIS SPLICE 

SHOULD BE CUT BACK AT LEAST 3 - 4 INCHES FROM THE SPLICE. A NEW SPLICE 
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ESClHD 

ADD-ON 

ADD-ON 

RECOMM 

AUDIT 

REPAIR 

RECOMM 

CAN THEN BE SOLDERED TOGETHER AND INSTALLED. SPLICE S108 USES 18 GAUGE 

WIRE. WE HAVE ESCALATED THIS CONCERN TO THE TECHNICAL SERVICE 

HOTLINE'S ESCALATED HANDLING TEAM FOR ADDITIONAL REVIEW. A SERVICE 

ENGINEER FROM THIS TEAM WILL CONTACT YOU BY PHONE OR THROUGH THIS 

HOTLINE ASSISTANCE REQUEST WITHIN ONE (1) BUSINESS DAY TO PROVIDE 

ADDITIONAL INFORMATION AND/OR RECOMMENDATIONS TO ASSIST IN THE 

RESOLUTION OF THE CUSTOMER'S CONCERN. OUR TEAM AT THE HOTLINE WILL 

CONTINUE TO WORK WITH YOU AND YOUR DEALERSHIP TO HELP GET THE CONCERN 

RESOLVED AND THE VEHICLE BACK TO THE CUSTOMER IN A TIMELY MANNER. IF 

WE HAVE EXHAUSTED ALL OF OUR RESOURCES AND ARE STILL UNABLE TO RESOLVE 

THE CUSTOMER'S CONCERN THROUGH THESE ADDITIONAL STEPS, THE HOTLINE 

WILL ALERT YOUR FIELD SERVICE ENGINEER BY OPENING A TECHNICAL 

ASSISTANCE REQUEST. PLEASE BE PREPARED TO DISCUSS ALL DIAGNOSTICS 

PERFORMED AND TEST RESULTS WITH THE TECHNICAL SERVICE HOTLINE SERVICE 

ENGINEER IN MORE DETAIL. THANK YOU IN ADVANCE. ISM 13-06-002 2013 

ESCAPE GTDI - ENGINE FAULT - P0106 

06/21/2013 12:26PM CURTIS POSCHEl MSS - FCSD - TECH SVC HOTLINE 
CONSULTED EH DAVE KNAPP. 

06/21/2013 12:39PM CURTIS POSCHEl MSS - FCSD - TECH SVC HOTLINE 

FMC 360 CASE. DOWN 28 DAYS ON 6/7/13, ADDITIONAL VISITS SINCE THEN. 

REPEAT STALLING NO DTCS. DEALER WAS WAITING ON HARNESS. 

06/24/2013 09:53AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
DEALER UPDATE. 

06/24/2013 09:53AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
ISM 13-06-0022013 ESCAPE GTDI - ENGINE FAULT - P0106 

06/24/2013 09:53AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
DEALER 03778, USA CHANGED TO 00998, , USA BY NBEAMERlI I I 

06/24/2013 10:06AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
**REVIEWED BY THE ESCALATION TEAM** OUTBOUND CALL TO DEALER; 

FREDERICK BRIDGES AND THE TECH WORKING ON THE VEHICLE WERE NOT 

AVAILABLE. THE HARNESS IS STILL ON BACK ORDER. 

06/24/2013 10:06AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
LEFT A MESSAGE WITH THE SERVICE DEPARTMENT. THE HARNESS HAS BEEN FOUND 
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TO HAVE A FAULT WITH THE SPUCE 108 (5108). THE SPUCE IS SHOWN IN THE 

EVTM ON 24-4. IT IS LOCATED IN THE MAIN ENGINE HARNESS BETWEEN THE 

ENGINE AND PCM. PREVIOUS REPORTS SHOW THAT THE AIR BOX SHOULD BE 

REMOVED TO ACCESS THE HARNESS. THE HARNESS CAN BE CUT OPEN -reP~~ions 
SPUCE. ONCE 5108 IS LOCATED IT CAN BE CUT OUT OF THE HARNESS. REMOVE 

3-4 INCHES OF EACH WIRE FROM THE SPUCE AND SOLDER IN A NEW SPUCE TO 

RE-CONNECT THE CIRCUITS PER SECTION 5 OF THE EVTM. 

ESCLHD 06/24/2013 10:06AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
ISM REPAIR DIRECTION. 

REPAIR 07/01/2013 11:53AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
**REVIEWED BY THE ESCALATION TEAM** OUTBOUND CALL TO DEALER; SPOKE 

WITH FRED. THE VEHICLE IS STILL IN THE SHOP BUT THE SERVICE WRITER 

INVOLVED IS ACTUALLY CHRIS SKELTON; CHRIS WAS NOT AVAILABLE. 

RECOMM 07/01/2013 11:53AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
ADVISED; THE REPAIR DIRECTION IS IN THE WEB FORM. PLEASE HAVE THE 

TECHNICIAN REPLACE SPUCE 108 AND UPDATE THE WEB FORM WHEN THAT REPAIR 

HAS BEEN COMPLETED. 

REPAIR 07/08/2013 02:01PM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
**REVIEWED BY THE ESCALATION TEAM** OUTBOUND CALL TO DEALER; SERVICE 

DEPARTMENT RECORDS INDICATE THAT THE VEHICLE WAS REPAIRED AND PICKED 

UP ON THURSDAY. 

RECOMM 07/08/2013 02:01PM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
ADVISED; WE WILL CLOSE OUT THE ESCALATION AT THIS TIME. IF ANY FURTHER 

ASSISTANCE IS NEEDED PLEASE UPDATE THE WEB FORM. **ESCALATION CLOSED** 

ESCLHD 07/08/2013 02:01PM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 

**ESCALATION CLOSED** 

File Report To This Folder File RelJOrt To A Folder Exists in wlder(s)Folder Number: 

fltmlJlUiIIiiMilfl 'YIW'N!"j IIlIII ''fie UFm'@!U!" 

Requester: LBINGHAM 18-Jul-2013 
Report Summary Ford Proprietary, Private Retention: None 

Server: FCVWS962 
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Case Print Report 
. Case Number MRS-06649231324602000000 01 

Case Opened Date 11/8/2012 7:28 PM 

Case Closed Date 11/9/2012 

Case Status Resolved 

Case Last Modified 11/8/2012 10:03 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> SYNC TECHNOLOGY> 
SYNC 

Customer Name

Customer Number

 

CLAYTON NC 

Email

Dealer 

VIN 1 FMCUOH95DU

Year Make 

Model Body Style 

Symptom 

Level 1 

Level 2 

Level 3 

Level 4 
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lease Print Report 


SYNCMYRIDE IVT - IN VEHICLE Jeffrey Ruby 11/8/20127:28:00 PM 
WEBSITE INQUIRY TECHNOLOGY TEAM 

THE CUSTOMER WANTED TO KNOW HOW TO ADD AN ALTERNATE PHONE # SO THAT 
BOTH HER AND HER HUSBAND COULD ACCESS SYNC SERVICE. I ADVISED HER ON HOW 
TO ADD AN ADDITIONAL # ON THE SMR WEBSITE. 
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Case Print Report 
Case Number MRS-06649231321415 80100001 

Case Opened Date 6/8/20137:00 AM 

Case Closed Date 6/8/2013 

Case Status Resolved 

Case Last Modified 6/10/2013 9:55 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> ROADSIDE ASSISTANCE> 
ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED 

Customer Name

Customer Numbe

CLAYTON NC 

Email 

Dealer 

VIN 1 FMCUOH95DU

Year 2013 Make FORD 

Model ESCAPE Body Style UOH - SEL 4X2 4-DR 

Symptom 

Level 1 Maintenance/ Pre Delivery 

Level 2 Pre Delivery Check 

Level 3 Other 

Level 4 Other 
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Case Print Report 
Case Number MRS-06649231321415 80100001 

ROADSIDE CROSS COUNTRY SYSTEM1 SYSTEM1 6/8/20137:00:00 AM 
ASSISTANCE-TOW- MOTOR CLUB 
FLATBED 

DISPATCH COMPLETE 
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rcase Print Report 
Case Number CAS-2666702-YOYOQ8 

Case Opened Date 6171201310:28 AM 

Case Closed Date 

Case Status Active 

Case Last Modified 7/8/2013 9:44 AM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> FIN Assist Request> CLP 1Lincoln 
Loyalty Criteria> Has been to Dealer 

Customer Name

Customer Number

CLAYTON NC 

Email

Dealer Crossroads Ford, Inc. 

VIN 1 FMCUOH95DU

Year 2013 Make FORD 

Model ESCAPE Body Style UOH - SEL 4X2 4-DR 

Symptom 

Level 1 Driving Performance 

Level 2 StallslQuits 

Level 3 Acceleration 

Level 4 Intermittent 
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Case Print Report 


FordCRMAppUserAccount CRM 6/7/2013 10:32 AM 

CUSTOMER SAYS 
--VIN 1 FMCUOH95D
--MILES 10,000 
--PHONE #  
--VEHICLE HAS BEEN INTO THE DEALERSHIP 3 TIMES 
THE PAST 3 MONTHS FOR CONCERNS 
--28 DAYS IT HAS BEEN IN THE SHOP FOR SOME COMPUTER PROBLEM AND THE VEHICLE 
WAS STALLING OUT 
--VEHICLE IS FIXED NOW --BUT HE IS SEEKING FIN. ASSIST FOR THE PAYMENTS ON THE 
CAR LOAN 

DEALERSHIP INFO. 
--Crossroads Ford, Inc. 
2333 Walnut Street 
Cary, NC 27511 
(866) 203-2675 

CRCADV. 

--I will escalate your case/request to the Service Manager at your dealership. The Service Manager 

will work with their assigned Ford Customer Service Manager to ensure that all resources available 

through Ford Motor Company are utilized to assist you. You can expect a call from the Service 

Manager at your dealership or from the Ford Regional Customer Service Manager within 4 business 

days. We encourage you to stay in touch with your Service Manager for updates regarding your 

case. The case number that I have established for you today is CAS-2666702. 


Jessica Brannen 6/10/2013 1:44 PM 


OBC to DLR, CSM JBranne4 left message for Robert, S/M in regards to customer. Waiting for call 

back. 


CSM e-mailed Robert and Coy, in the Service Department for an update in regards to case. CSM will 

continue to monitor case. 


Jessica Brannen 6/12/2013 8:53 AM 


OBC to DLR, CSM JBranne4 spoke to Robert, S/M in regards to customer's vehicle. Customers 

vehicle was brought in on: 


05/15/13: for computer program, DLR road tested vehicle and reprogrammed PCM/re-flashed. 

Vehicle was returned to customer for a week. Vehicle was stalling out. 


Then the customer brought vehicle back to DLR because they were experiencing similar problems. 

S/M stated that he will send e-mail to update in regards to the diagnosis. 


CSM will continue to monitor case for update. 


Fernando Marrero 6/19/2013 9:51 AM 


**CUST STATES** 

-CUST CALLING TO INQUIRE ON STATUS OF FIN ASSIST REQUEST FOR VEH PAYMENTS 


**CSR STATES" 

ADVISED CSR DOCUMENTING CUST REQUEST 
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Case Print Report 
Case Number CAS-2666702-YOYOQ8 

Jessica Brannen 6/20/2013 1:43 PM 
OBC to DLR, CSM JBranne4 spoke to Coy, S/A in reference to customer's vehicle. Customer's 
vehicle is not currently there. 

OBC to Customer, CSM JBranne4 left message for  to discuss concerns. CSM left contact 
information, case number, and follow up on 06/26/13 by 5 p.m. EST. 

Jessica Brannen 6/21/2013 10:17 AM 

Initial Case Contact: MEDIUM 

(All appropriate resources have been already reviewed including OASIS, CUDL Historics, Tech 

Hotline, AWS. and Current Mileage) 

CAS-2666702 - Carmine Butera - 2013 Escape - 10,000 Miles 

VIN: 1FMCUOH95DU  

WSD: 10/26/2012 

ESP: None Listed 

Warranty Claims: 

05/15/13: Stalled vehicle - check engine light 

Outstanding Field Service Actions: 12M02 

Hotline: Yes 

05/01/13: Stalling concerns and check engine light shows-low pressure fuel system 

05/28/13: Turbocharger boost pressure sensor, baro and map sensors - replace map sensor and 

connectors 

Customer's Initial Concerns: 

-Been into DLR 3 times 

-Has been in shop 28 days for computer program - stalling out 

-Seeking financial assistance for the payments on the loan 


IBC from Customer, CSM JBranne4 spoke to  in reference to his vehicle. Customer stated 

that his vehicle is currently at Crossroads Ford, in Cary. 


Customer stated vehicle has had stalling issues. The vehicle was there and needed a sensor assy. 

Vehicle was repaired. 


4/30/13 - 05/09/13: Ramp Motors (NY) 

05/15/13 - 05/23/13 Crossroads (Where vehicle was purchased) 

05/28/13 - 06/06/13 Crossroads Ford 

06/07/13 (Roadside Assistance) - Been At Crossroads Ford Since 


Then customer had same problem and brought it back to DLR. Vehicle was there another 8 days. 

Ford advised them to pigtail wiring harness and resolved problem. Repaired and then the same 

problem happened again. 


Roadside assistance brought the vehicle since June 7th. DLR was going to change the whole wiring 

harness. The vehicle has been down several times for same condition. 


Customer is seeking reimbursement for vehicle payment. Customer states that he is a loyal Ford 

customer. 


CSM will review vehicle payment receipt to reimburse customer for car payment. CSM advised 

customer that the DLR will be in contact with the customer from this point forward. CSM will continue 
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;Case Print Report 
Case Number CAS-2666702-YOYOQ8 

to monitor case for update from the DLR. 

DLR will be in contact with the customer. 

OBC to DLR, CSM JBranne4 spoke to Coy, S/A in regards to vehicle. CSM advised that customer 

stated vehicle is currently at DLR for the above reasons. S/A stated they are waiting for a D-99 

Wiring Harness. 


Part Information needed to escalate: 

Part# 

COR/DOR 

PACO# 


CSM is escalating part. 


CRM Admin Team 6/21/2013 10:19 AM 


"By Coy Bridges" - VEHICLE IS HERE. MAIN WIRING HARNESS CU5Z-12A581-J ON BACK 

ORDER, REQUESTING ASSISTANCE. DOR 30610; PACO 4712096. 


Jessica Brannen 6/21/2013 10:32 AM 


CSM provided part escalation: 


P&A: 00998 

Part#: CU5Z12A581J 

DOR: 30610 

PACO 4712096 


E-tracker: 1201 0829 


CSM requested Parts SME assistance. 


Jessica Brannen 6/24/2013 9:25 AM 


IBC from Customer, CSM JBranne4 spoke to , took call live. CSM advised Customer that 

she did receive car payment receipts that were faxed to her. CSM uploading receipts to case. The 

cost of the vehicle payment for one month is $608.81. CSM is still reviewing for vehicle payment 

reimbursement, waiting for vehicle to be repaired. 


Customer requesting an update on vehicle and has to go to Florida on Wednesday to visit 

granddaughter. Customer is upset and frustrated. CSM will follow up by the end of today to give 

customer an update. 


CSM e-mailed DLR, Coy, S/A, for Crossroads asking for an update on vehicle. CSM also requesting 

to place customer in loaner considering Customer's request and plans for trip. 


Jessica Brannen 6/26/2013 4:24 PM 


OBC to Customer, CSM JBranne4 left message for  in regards to customer' vehicle. CSM 

left contact information, case number, and will follow up next Tuesday, 07/02/13 by 5 p.m. EST. 
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Case Print Report 
Case Number CAS-2666702-YOYOQ8 

Jessica Brannen 7/1/2013 9:59 AM 

PACO UPDATE: 

Currently there is stock intransit. However there is a transportation delay. This is an overseas 
supplier. ETA for receipt of parts is week of 7/22/13. I apologize for the inconvenience and delay. 

CSM is monitoring case for update in regards to part delay. 

Jessica Brannen 7/2/2013 11:08 AM 

OBC to DLR, CSM JBranne4 spoke to Robert, S/M, in regards to vehicle and stated vehicle is 
repaired and they are currently test driving the vehicle to verify if the concern has been addressed. 

OBC to customer, CSM JBranne4 left message for  advising the vehicle update listed 
above. 

CSM will follow up on 07/09/13 to discuss vehicle updatelrepair. 

Jessica Brannen 7/5/20133:17 PM 

IBC from Customer, CSM JBranne4 spoke to  in regards to his vehicle. CSM took call live 
and advised the Customer that CSM will reimburse the customer for one month payment of $608.81. 
CSM advised customer it will take about 10 business days for a check to be received. 

Customer requested a second monthly vehicle payment for the month prior when his vehicle was in 
and out of the shop before verification of problem. CSM advised she is not giving a second monthly 
payment. 

CSM needs RO#, Line#, in order to prepare authorization code for reimbursement. 

RO# 
Line# 

OBC to DLR, CSM JBranne4 leftmessage for Coy, S/A to get RO# and Line #. 

Jessica Brannen 7/5/2013 3:45 PM 

P&A: 00998 
RO: 738905 
Line: 09 
Amount: $608.81 

P-11 Code: M074M 
For $609 

CSM is reimbursing customer for one month vehicle payment. 

CSM will close case once check has been sent. 

Jessica Brannen 7/8/2013 9:43 AM 

CSM will monitor case for update with check being sent to customer. 
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Case Print Report 
Case Number CAS-2666702-YOYOQ8 

Jessica Brannen 6/10/201312:58 PM 


Jessica Brannen 6/12/20138:54 AM 


Fernando Marrero 6/18/2013 6:35 PM 


Jessica Brannen 6/20/2013 1 :43 PM 


Jessica Brannen 6/21/2013 9:47 AM 


Jessica Brannen 6/21/2013 10:35 AM 


Jessica Brannen 6/21/2013 10:48 AM 


Jessica Brannen 7/2/201311:08 AM 

Jessica Brannen 7/5/201310:20 AM 

Jessica Brannen 7/8/20139:44 AM 

Jessica Brannen 7/8/2013 9:44 AM 
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SUM-100 

SUMMONS 
(CITAC/ON JUDICIAL) 

NOTICE TO DEFENDANT: 
(AVISO AL DEMANDADO): 

FQRD MOTOR COMPANY: and DOES ONE through TEN 

YOU ARE BEING SUED BV PLAINTIFF: 
(LO ESTA DEMANDANDO EL DEMANDANTE): 

CHRISTOPHER J. CARLSEN and 
SHANNON M. CARLSEN 

FOR COURT USE ONL Y 
(SOLO PAl/A USO OE LA CORTE) 

NOTICE! You have been sued. The court may decide against you without your being heard unless you respond wilhin 30 days. Read lhe information 
below. 

You hal/e 30 CALENDAR DAYS aher lIIis summons and legal papers are served on you to file a written response 81 this court and have a copy 
SBflled on the plaintiff. A letter or phone call will nol prolecl you. Your wrillen response must be in proper legal form if you want the court to hear your 
case, There may be a court form that you can use lor your response. You can lind these courl forms and more information at the California Courts 
Online Sell-Help Cenler (www.couninfO.ca.gov/selfhelpl. your counly law library, or the courthouse nearest you. If you cannot pay the filing fee, ask 
the court clerk for a lee wail/er form. II you do not tile your response on lime, you may lose the case by default and your wages. money. and property 
may be taken wilhout further warning from the court. 

There are other legal requirements. You may want to call an al10mey righl away. II you do not know an attorney, you may want 10 call an attorney 
referral service. If you cannot afford an attorney, you may be eligible for flee legal services from a nonprofit legal sefllices program. You can locate 
these nonprofit groups atlhe California Legal Services Web site (www.lawhelpcalifornia.org), the California Courts Online SeU·Help Center 
(www.r::ouninfo.ea.govlsetfhelp), or by contacting your local court or county bar association. NOTE: The court has a statutory lien for wail/ed fees and 
costs on any seltlement or arbitralion award of $10,000 or more in a civil case. The court's lien must be paid before the court will dismiss the case. 
JAVISOI Lo han demandado. Si no responda dentro de 30 dias, la cone puede decidir en su conua sin escuchsr su version. Lea la informacion 8 

continu8cion. 
Tiene 30 D;AS DE CALENDARIO despuilJs de que Ie entreguen esla eltacion y papa/as lega/as para presentar una respuesla par eserito en esta 

corte y hacer que se entregua una eopia al demandanle. Una earta 0 una I/amada telefaniea no /0 protegen. Su respuesta por eserito tiene que eSlar 
en formato legal eorrecto si desea que procesen su easo en la corte. Es posible que haya un formuilJrio que usled pueda usar para su respuesta. 
Puede enconrrar estos formularios de la cotTe y mas informaei6n en el Cenlro de Ayuda de las Cones de California (www.sucorte.ca.gol/). en la 
biblioleca de leyes de su condado 0 en Ia cona que Ie quede mas carca. SI no puede pagar la coota de presentaeion, pida al secralario de la corte 
qua Ie diIJ un lormu/ario de eKenciOn de pago de cuoras. Si no presenla su respuesta a ,iempo, puede perder el easo por incumplimiento y la eMe Ie 
podra quitar su sueldo, dinero y bienes sin mas advenencia. 

Hay orros requisitos legales. Es recomendable qual/arne a un 8bogado InmediBIBmenre. Si no conoce a un abogado. pueda /lamar a un servicio de 
remisian a abogados. 5i no puede pagar a un abogado, as posible que cumple con los requisitos para obtener servicias legales grawilos de un 
programa da servicios legales sin fines de luero. Puede enconfTar estos grupos sin fines de lucro an el silio web de California Legal Services, 
(www.lawhelpcalifomla.olg), en el Cenlro de Ayuda da las Cortes de California, (www.$Ucorte.ca.gOll) 0 poniendose en contacto can la corte 0 el 
colegio de abogados loca/es. AVISO: Por ley, la corte Ilene derechO a rac/amar las cootas y 105 costos eKen/os par imponer un gravamen sobre 
cualquier recuparaciOn da $10,000 amas de lIa/or recibida mediante un acuerdo 0 una eoncesiOn de arbilraje en un caso de derecho civil. Tiene que 
pagsr el gravamen de IS cone antes de que Ia corte pueda desechar al caso. 

The name and address ot the court is: 
(EI nombre y direccion de /a corte es): County of Sacramento 
720 Ninth Street 
Sacramento, CA 92814 

The name, address, and telephone number of plaintiff's attorney, or plaintiff without an attorney, is: 
(EI nombr8, la direccion y eJ numero de tetefono del abogado del demandante, 0 del demandante que no /iene abogado, e5): 

Law Offices ofJon Jacobs; 3031 Stanford Ranch Rd.,#2-150; Rocklin, CA 95165 (916) 663-6400 

DATE: Clerk, by . Depuly 
(Fecha) (Secretario) (Adjunlo)JU L 1 9 2013 C. WHITfiELD 
(For proofof service of this summons, use Proof of Service of Summons (form POS-OTO).) 
(ParD prueba de entrega de esla citatiOn use el formulario Proof of Service of Summons, (POS-O 10)). 

NOTICE TO THE PERSON SERVED: You are served 
ISEALl 

1. 0 as an individual defendant. 
2. 0 as the person sued under the fictitious name of (specify): 

3. tXJ on behalf of (specify): fu~ \'1\.0\0'1"' &n'\~ny 
under: LX'Jo CCP 416.10 (corporalion) 

CCP 416.20 (defunct corporation) 

0 
D 

CCP 416.60 (minor) 

CCP 416.70 (conservatee) 

D CCP 416.40 (association or partnership) 0 CCP 416.90 (authorized person) 

o other (specify): 

4. 0 by personal delivery on (dale): 
PAgO' of 1 

~Ofm AOQp16d toc Mandatory Use SUMMONS Code 01 Civil Protedure H • 12.20.465 
Judicial Cooru:1i 01 Californ:a www.COV/JJnJo.u.gov 
SUM·lOO IRe•. July I. 2009) 

Americvn LegetNel. tne. 
www"~armsWon!llow,('011\ 
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Jon P. Jacobs (SBN 205245) 
Peter J. McCaffrey (SBN 263584) 
LA W OFFICES OF JON JACOBS 
3031 Stanford Ranch Rd., #2-150 
Rocklin, CA 95765 
Telephone: (916) 663-6400 
Facsimile: (916) 663-6500 

Attorneys for Plaintiffs 
CHRlSTOPHER J. CARLSEN and 
SHANNON M. CARLSEN 

FILED 
Superior Court Of C;a\iforn~ 
Sa{ff;)met\tg 

06/141291 J 
s:;.whitfie'd 
B~~____________ ,Deput 

Ca\!ab Numb~I'~ 

34-2013-00141082 

, 


SUPERlOR COURT OF CALIFORNIA 

COUNTY OF SACRAMENTO 


CHRlSTOPHER J. CARLSEN and 
SHANNON M. CARLSEN, 

Plaintiffs, 

v. 

FORD MOTOR COMPANY; and DOES 
ONE through TEN, 

Defendants. 

Case No. 

COMPLAINT FOR DAMAGES AND 
INJUNCTIVE RELIEF 

Violations of: 

• 	 Song-Beverly Consumer Warranty Act 
(Express and Implied Warranties); and 

• 	 Consumers Legal Remedies Act 

UNLIMITED JURISDICTION - DAMAGES 
EXCEED $25,000 

Plaintiffs allege: 

1. CHRlSTOPHER J. CARLSEN and SHANNON M. CARLSEN ("Plaintiffs") are 

each a "buyer" as defmed in Civil Code §1791(b). 

2. Defendant FORD MOTOR COMPANY ("Ford") is a duly authorized corporation 

doing business in SACRAMENTO County, California. 

3. Ford is a "manufacturer" and "retail seller" as defined respectively in Civil Code 

§§ 17910) and (I). 

4. Ford is a "person" as defined in Civil Code § 1761(c). 

5. Ford is a "service contract seller" and/or "service contractor" and/or "service 

contract administrator" as defined respectively in Civil Code §§ 1791(q), (r), and (p). 

6. On June 9, 2012, Plaintiffs purchased a new 2012 Ford Escape, VIN: 

IFMCUODG6CKC09224 ("Vehicle" or "SUV") from Future Ford of Sacramento ("Dealer") in 

Carlsen v. Ford Motor Company 	 Complaint 
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Sacramento, California. The Vehicle was sold with a Ford 3 year/36,OOO mile bumper to 

bumper, a 5 year/60,000 mile powertrain, and 7 year170,000 mile and 8 year/80,000 mile 

emissions warranties. 

7. The Vehicle is a "consumer good" and "consumer product" as defined 

respectively in Civil Code §§ 1791 (a), and 15 U.S.C.A. 2301(1). 

8. Plaintiffs' purchase of the Vehicle is a "transaction" as defined in Civil Code § 

1761 (e), and a "sale" as defined in Civil Code § 1791 (g). 

9. Plaintiffs are ignorant of the true names andlor capacities of the Defendants sued 

herein under the fictitious names DOES ONE through TEN. They are sued herein pursuant to 

C.C.P. § 474. When Plaintiffs become aware of the true names andlor capacities of these 

Defendants, Plaintiffs will amend this Complaint to state their true names and capacities. 

10. From the time of purchase until the current the Vehicle has suffered ongoing 

problems including but not limited to: 

Problems Date Odo Days RO# 

ElectricallEngine - Driving vehicle on 
Christmas day and vehicle stalled while 
turning. They called dealership who said 
to keep an eye out on it. 

12/25/12
12/26112 

nla nla nla 

Electrical/Engine - 2nd Repair Attempt 
Customer states engine has died 4 times 
intermittently on turns. Intermittent stall 
on turns. Road tested and could not 
verifY. EEC test pass. Mode 6 all data 
normal. 

Window - Passenger side window noisy. 
Found chattering a little. Removed and 
inspected panel. Adjusted window and 
lubed guide and test ok at this time. 

Maintenance - LOF 

04/03/13 15,931 301079 
Future Ford of 
Sacramento 

Carlsen v. Ford Motor Company -2- Complaint 
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16 12. The problems with this Vehicle began just six months after purchase. 

17 13. Plaintiffs bought this Vehicle for Mrs. Carlsen to drive as her daily driver with 

18 their 3 year old child. They bought it so she and their young child would have safe and reliable 

19 transportation. Unfortunately, this Vehicle has repeatedly stalled while driving in turns and 

20 continues to be a real safety hazard. Plaintiffs reasonably fear for their family's safety as well as 

21 everyone sharing the road with them. 

22 14. Plaintiffs have reasonably lost aU confidence in the Vehicle and in Ford's ability 

23 to fix it. 

24 15. Plaintiffs have done everything in their power to get their Vehicle fixed. They 

25 have given Ford more than a reasonable amount of repair opportunities and days. Since Ford has 

26 completely failed to take care of them they had no choice but to obtain counsel. 

27 16. Plaintiffs paid more money for a new vehicle with a warranty in reasonable hopes 

28 of staying out of the repair shop. The problems suffered by the Vehicle are defects in any level 

Carlsen v. Ford Motor Company -3- Complaint 
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of vehicle, especially one in this class. They could have purchased any number of vehicles in this 

highly competitive small SUV segment including a Toyota Rav 4, Honda CR-V, Hyundai 

Tucson, Kia Sportage, or Mazda CX-5, none of which suffer the type and number of problems 

this SUV does. The continued problems with this Vehicle are unacceptable and because of the 

same this Vehicle would not pass without objection in its class. 

17. Ford is aware of a stalling while driving problem in some Escape models. The 

NHTSA is currently looking into the Ford Escape model over complaints of stalling and opened 

a probe into .the issue including looking at its throttle. 

18. The servicing dealer is Ford's agent in the capacity it perfom1s warranty repairs on 

behalf of and for Ford. It is clear that Ford is unable to fix or repair the Vehicle to conform it to 

the warranty. So far the repair attempts have been unsuccessful and have focused on the 

symptoms, not the problems. 

19. The continued problems listed in Paragraph No.1 0, above, are unacceptable and 

because of the same this Vehicle would not pass without objection in the trade or in its class. 

20. On April 8, 2013, Plaintiffs (this and the following contacts were made through 

counsel) provided written notification to Ford of the problems suffered by the Vehicle by way of 

a six page Jetter detailing every problem and repair attempt. Within that letter Plaintiffs 

requested a buyback/refund as well as attorney fees and costs and restitution of aU amounts paid 

toward the Vehicle. This Jetter was sent by certified return receipt U.S. Mail and also by 

facsimile. 

21. On April 9,2013, Ford faxed andlor emailed a leiter to Plaintiffs asking for 

documents for its review. 

22. That same day, April 9,2013, Plaintiffs provided Ford with the requested 

documents. 

23. On April 11,2013, Ford signed the USPS certified return receipt acknowledging 

receipt ofPlaintiffs' initial notice letter mailed to it on AprilS, 2013. 

24. On May 6,2013, Ford faxed a letter to Plaintiffs outright rejecting their claim. 

This is appalling considering the fact Ford issued at least one Technical Service Bulletin 

Carlsen v. Ford Motor Company -4- Complaint 
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(including but not limited to TSB 10-21-6) addressing idle speed drops and I imited limp home 

modes which mimic vehicle stalling problems from a driver's perspective yet failed to perform 

any such TSB on the Vehicle. 

25. On May 7, 2013, Plaintiffs emailed Ford to inform it the Vehicle had gone in 

again for the same stalling issue and attached a copy of the applicable Repair Order. Plaintiffs 

informed Ford the Dealer failed to attempt to diagnose or repair the stalling issue at the April 5, 

2013 repair opportunity. Plaintiffs further explained it is not their fault that Ford was unable to 

find the problem, nor is it Plaintiffs' responsibility - per the statute, they are only required to 

present the vehicle to the dealer for repairs, which they have done on several occasions. 

26. With respect to the April 5,2013, repair opportunity Plaintiffs dropped the 

Vehicle off in the morning for repairs, and the Dealer called them that evening asking them to 

return to pick it up. At that time the Dealer stated that it did not have a chance to work on it, and 

did not want to keep it overnjght. Clearly, this is an unacceptable warranty "repair", especially 

considering the stalling issue causes the Vehicle to stall at inopportune times, and presents a 

tremendous safety risk. Instead of working to diagnosis and fix Plaintiffs' vehicle, Ford sent them 

on their way, and sure enough the Vehicle stalled again. 

27. Plaintiffs do not trust this Vehicle to transport their three year old daughter 

because it is unpredictable so they no longer use it to transport their daughter, which was the 

primary purpose for which they purchased this Vehicle. At this point, they are upset that Ford 

does not seem to want to help diagnosis the issue. 

28. Since Ford has failed to offer to repurchase or replace the Vehicle, or even to 

make a reasonable settlement offer, Plaintiffs are left with no reasonable alternative but to bring 

this legal action. 

29. The problems with the Vehicle and Ford's inability to fix things more thoroughly 

explruned above in Paragraph No's 10-28 have substantially impaired the use, value, and safety 

of the Vehicle and have caused Plaintiffs to suffer a shaken faith in it and in Ford's willingness 

and ability to service it under walTanty. 

1/ 

Carlsen v. Ford Motor Company -5- Complaint 
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FIRST CAUSE OF ACTION 

Breach of Express Warranty ~ Song~Beverly Consumer Warranty Act 


Against Ford 


30. Plaintiffs incorporate all preceding paragraphs herein. 

31. In connection with the purchase of the Vehicle, Ford provided a 3 yearl36,OOO 

mile bumper to bumper, 5 year/60,000 mile powertrain warranty and by the terms of which 

undertook to preserve and maintain the utility and performance of the Vehicle and to provide 

compensation to the original and any subsequent private party purchaser of Vehicle if there is a 

failure of utility or performance within said warranty period. The Vehicle also came with a 

number of emissions warranties including but not limited to ones for 7 yearl70,OOO miles and S 

year/SO,OOO miles. 

32. The warranty is an express warranty and a written warranty within the meaning 

defined, respectively, in Civil Code §1791.2 and 15 U.S.C. § 2301(6). 

33. The above~described defects, malfunctions, and nonconformities, more fully 

explained above in Paragraph No's 10-13, substantially impair the use, value, and safety of the 

Vehicle. 

34. Ford violated Civil Code § 1793.2, subdivision (d)(2) when it breached the 

express warranty provided by refusing within a reasonable number of attempts to service or 

repair the Vehicle so as to conform it to the express warranty and again violated this same 

subsection when it subsequently failed to offer Plaintiffs a repurchase or replacement of vehicle 

including restitution of all money paid out toward the Vehicle, and interest on the same. 

35. Under Civil Code § 1793.2(d)(2), Ford must, upon election by Plaintiffs, 

reimburse the Vehicle's price to Plaintiffs or repJace Vehicle with a like vehicle. Plaintiffs 

hereby again revoke acceptance of the Vehicle, rescind the contract, and respectfully demand to 

be given a refund as explained above. 

36. In the first 18 months and 18,000 miles Plaintiffs owned the Vehicle Ford has 

been given at least 4 repair attempts and more than 30 days to fix the engine stalling problems yet 

the problems remain. There can be no doubt Ford is fully aware of these ongoing problems. 

Clearly, these problems substantially impair the use, value, and safety of the Vehicle. Since 

Carlsen v. Ford Motor Company -6- Complaint 
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Plaintiffs at least once directly notified Ford of the problems and need for repair: under Civil 

Code § 1 793.22(b)(l ) and/or (b)(2) and/or (b)(3) Plaintiffs are entitled to and hereby assert the 

presumption that Ford has been given a reasonable number of repair attempts and/or days to 

conform the Vehicle to the warranty. 

37. Ford violated Civil Code §§ 1793.3 and 1793.4 by failing to commence service 

and repair within reasonable time, and failing to tender conforming goods within 30 days. 

38. Under Civil Code §§ 3287 and/or 3289(a) Plaintiffs are entitled to interest at the 

contracted for rate on all money paid toward Vehicle from the date of contract and hereby assert 

their claim for the same. 

39. Plaintiffs notified Ford of the problems suffered by the Vehicle and Ford willfully 

refused to acknowledge all the repair attempts and failed to service Vehicle and/or remedy the 

aforementioned problems, as more fully explained above at Paragraph No's 10-29, within a 

reasonable number of repair attempts andlor within a reasonable amount of time under wananty. 

The failure ofFord to comply with the express warranty provided was willful in that Ford had 

actual knowledge of the nonconformities prior to and/or subsequent to Plaintiffs' purchase of 

Vehicle. Ford knew of its legal duties under the warranty. Subsequent to purchase acquisition of 

the Vehjcle, Ford refused to make necessary repairs under the warranty. Ford has since failed to 

offer Plaintiffs a complete replacement or refund. For the aforementioned and following reasons, 

under Civil Code § 1794(c), andlor under Civil Code § 1794(e)(l) [citing Civil Code § 

1793.2(d)(2)J Plaintiffs are entitled to a civil penalty of up to 2 times the amount of their 

damages in addition to such actual damages. 

40. Under Civil Code §§ 1794(a), Plaintiffs are entitled to restitution of all 

consideration given and hereby elect the same. 

4 L As a proximate result of said breaches of express warranty, and of said rescission, 

Plaintiffs have sustained, and continue to sustain incidental and consequential damages, both 

economic and noneconomic, in the amount of approximately $35,000.00 plus civil penalties and 

interest, according to proof. 

42. Under Civil Code §1794(d), Plaintiffs are entitled to attorney fees and expenses 

Carlsen v. Ford Motor Company ·7· Complaint 
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reasonably incurred in connection with this action. 

SECOND CAUSE OF ACTION 

Breach oflmplied Warranty - Song-Beverly Consumer Warranty Act 


Against Ford 


43. Plaintiffs incorporate all preceding paragraphs herein. 

44. Ford breached the implied warranties of merchantability and fitness as stated in 

Civil Code §§ 1791.1; 1792; and 1792.1 in that the defects and nonconfonnities more fully 

explained above in Paragraph No's 10-13 make the Vehicle not merchantable, unfit for its 

ordinary andlor specific purposes, and it would not pass without objection in the trade. 

45. Because of the breaches of implied warranties, Plaintiffs again revoke acceptance 

of the Vehicle and rescind the contract. Under Civil Code §§ 1794(a) Plaintiffs are entitled to 

restitution of all consideration given. 

46. Under Civil Code §§ 3287 andior 3289(a) Plaintiffs are entitled to interest on all 

money paid toward Vehicle at the contracted for rate from the date of contract and hereby again 

assert their claim for the same. 

47. For the reasons stated above in Paragraph No's 10-29, under Civil Code § 1794(c) 

andlor § 1794(e)(I), Plaintiffs are entitled to a civil penalty of up to 2 times the amount of their 

damages in addition to the actual damages suffered. 

48. The failure ofFord to comply with the implied warranties provided was willful in 

that it had actual and/or reasonable knowledge of the nonconfonnities prior to Dealer selling the 

Vehicle to Plaintiffs, knew of its legal duties under the applicable implied warranty, and 

subsequently refused to timely make necessary repairs, replacement, or refund. Therefore, under 

Civil Code § 1794(c) andior § 1794(e)(I), Plaintiffs are entitled to a civil penalty of up to two 

times the amount of their actual damages in addition to the actual damages suffered. 

49. Under Civil Code §§ 1794(a), Plaintiffs are entitled to restitution of all 

consideration given and hereby elect the same. 

50. As a proximate result of said breaches of implied warranties, and of said 

rescission, Plaintiffs have sustained, and continue to sustain, incidental and consequential 

damages, both economic and noneconomic in the amount of approximately $35,000.00 plus civil 

Carlsen v. Ford Motor Company -8- Complaint 
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penalties and interest, according to proof. 

51. Under Civil Code § 1794( d), Plaintiffs are entitled to attorney fees and expenses 

reasonably incurred in connection with this action. 

THIRD CAUSE OF ACTION 

Violation of Consumers Legal Remedies Act 


Against Ford 


52. Plaintiffs incorporate all preceding paragraphs herein. 

53. Ford sold the Vehicle with a 3 year/36,OOO mile bumper to bumper warranty that 

promised to cover all components (other than nonnal wear and tear), all at no charge to the 

buyer. It also provided a 5 year/60,OOO mile powertrain warranty, and several emissions 

warranties including but not limited to ones for 7 yearl70,000 miles and 8 year/80,OOO miles, all 

with the same promise to cover all covered components at no charge to the buyer. Ford violated 

Civil Code § 1770, subdivisions (a)(1), (a)(2), (a)(5), (a)(7), (a)(14), and (a)(16) at the time of 

sale and each and every time it failed to perform a necessary TSB, attempt to diagnose, diagnose, 

attempt repair, repair, and/or authorize necessary Warranty repair work on Vehicle while 

Vehicle was at Ford's service department/dealer when such repair(s) may have or would have 

remedied the engine stalling problem(s) suffered by the Vehicle. Ford's failure to make proper 

repairs proves, among other things, its representations of benefits, uses, characteristics, and the 

quality of and promises within its Warranties to fix, repair, or replace defecti ve parts are not in 

fact as printed and are of another, lesser quality, grade, or standard. Plaintiffs brought the 

Vehicle to the authorized Ford dealers for repair of the aforementioned problems that began 

shortly after purchase. 

54. Ford violated the aforementioned subdivisions by failing to disclose either at the 

time of sale or prior to or at the time the Vehicle was brought in to each repair visit that it wOllld 

not in fact honor its Warranties, that it would not test drive the vehicle should there be a 

complaint about its engine or stalling, or that it would not reasonably attempt to diagnose or 

repair the vehicle under said Warranties. Its. failure to properly repair. the Vehicle makes clear the 

aforementioned 3 year/36,OOO mile bumper to bumper, 5 year/60,OOO mile powertrain, and 7 

yearl70,OOO and 8 year/80,OOO mile emissions Warranties aren't as represented. Plaintiffs 

Carisen v. Ford Motor Company -9- Complaint 
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demonstrated reliance on those Warranties when they purchased the Vehicle and each and every 

time they sought repair under said Warranties. 

55. Ford, through the express Warranties provided, represented to Plaintiffs the 

material fact those Warranties would cover any failure in utility or performance, including failure 

of the aforementioned parts, and concealed and suppressed from Plaintiffs the material fact that 

many such parts were defectively designed and/or installed and/or manufactured, and that Ford 

did not intend to honor Warranty claims for failures of such parts. Plaintiffs were unaware of the 

falsity of the representations and unaware of the concealed facts. Plaintiffs acted in reliance on 

the truth of the representations and would not have acted as they did if they had known of the 

concealed and suppressed facts, that is, Plaintiffs would not have purchased the Vehicle, nor 

would they have continued to own it and/or continue to have it serviced under Warranty. 

56. Plaintiffs was justified in relying upon the truth of the representations because 

Plaintiffs had no knowledge of any facts indicating that the promises made in Ford's Warranties, 

or those made by Ford ensuring it could fix the Vehicle, should not be believed. Ford made the 

representations and concealed and suppressed material facts with the intent to defraud Plaintiffs; 

that is, it acted for the purpose of inducing Plaintiffs to rely and to act in reliance thereon by 

purchasing and continuing to own and use the Vehicle. Ford had an affirmative duty to disclose 

the concealed and suppressed facts because it knew of the facts and also knew that the facts were 

neither known nor readily accessible to Plaintiffs. Ford, acted with the intent of depriving 

Plaintiffs ofproperty and legal rights and otherwise causing injury to Plaintiffs. 

57. The directors, officers, and managing agents ofFord ratified the fraudulent 

conduct after the fact by accepting the benefits of the fraudulently-obtained contract and 

subsequent repair visits under Warranty and by failing to discbarge or discipline the responsible 

employees. 

58. Because of said violations, Plaintiffs are entitled to rescind the contract and to 

obtain restitution of all considera!ion paid. Under Civil Cqde § 1780(a)(1) Plaintiffs hereby 

rescind the contract and respectfully demand full restitution of all money paid pursuant to said 

contract. 

Carlsen v. Ford Motor Company -10- Complaint 

PE13-003.4 000300LC



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

27 

28 

59. Based on the facts establishing fraud and oppression set forth in the above 

paragraphs, under Civil Code § I780(a){4), Plaintiffs are entitled to punitive damages according 

to proof. 

60. Under Civil Code § 1780{d), Plaintiffs are entitled to costs and reasonable 

attorney fees according to proof. 

61. More than 30 days before commencing this action, Plaintiffs separately notified 

Ford in the manner prescribed by Code of Civil Procedure § 1782(a) of the particular violations 

alleged in this CAUSE OF ACTION and demanded that it make rectification. Ford has not 

provided such rectification. 
PRAYER FOR RELIEF 

WHEREFORE, Plaintiffs pray for judgment as follows: 

(1) A declaration that the sales contract is rescinded; 

(2) A declaration that Ford has been given a reasonable number of repair attempts 

and/or days to conform the Vehicle to the warranty. 

(3) A buyback of the Vehicle including restitution of all consideration given by 

Plaintiffs and/or paid out toward the Vehicle, less a deduction for use per the Song-Beverly Act; 

(4) Penalties on each violation of the Song-Beverly Act in the amount oftwo times 

actual damages; 

(5) Actual damages of approximately $35,000.00 pius interest plus an amount yet to 

be determined for loss ofuse, all according to proof. 

(6) Punitive damages according to proof. 

(7) Reasonable attorney fees according to proof; 

(8) Costs and expenses reasonably incurred in connection with this action; and 

(9) Such other relief as the court deems proper. 

Dated: June ( 2, 2013 

Peter 1. McCaffrey 
Attorneys for Plaintiffs 
CHRISTOPHER J. CARLSEN and 
SHANNON M. CARLSEN 

BY:_==:::;r=~~~~~==-_ .> 

- on . aco s 
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Jon P. Jacobs (SBN 205245) 
Peter J. McCaffrey (SBN 263584) FILED 
LAW OFFICES OF JON JACOBS Superior Court Of CaHfomi3 
3031 Stanford Ranch Rd., #2-150 Si&~II'.mento 
Rocklin, CA 95765 

06114/2013Telephone: (916) 663-6400 
Facsimile: (916) 663-6500 r;;.whitfie\d 

B)l.;s..______ , Deputy
Attorneys for Plaintiffs 

CalStt Numb~t':CHRISTOPHER J. CARLSEN and 
SHANNON M. CARLSEN 34-2f)13~00141082 

SUPERIOR COURT OF CAUFORNIA 

COUNTY OF SACRAMENTO 


CHRISTOPHER J. CARLSEN and Case No. 
SHANNON M. CARLSEN, 

DECLARATION OF JON P. JACOBS FOR 
Plaintiffs, FILING OF COMPLAINT 

v. 

FORD MOTOR COMPANY; and DOES \._____________ 
ONE through TEN, 

Defendants. 

-------------__--~I 

1, Jon P. Jacobs, declare: 

1. I am an attorney at law duly admitted to practice before the courls of the Slate of 

California and am the attorney of record for Plaintiffs CHRISTOPHER J. CARLSEN and 

SHANNON M. CARLSEN. 

2. The following declaration is made upon my own true knowledge and belief of the 

events which have occurred in this matter. 

3. The Complaint filed concurrently herewith is filed in a proper place for the trial 

thereof, for the reasons(s) checked below: 

r/" This is the county in which the subject matter of the action, or a substantial 

portion thereof, occurred; 

o /' This is the county in which the person against whom the action is brought resides; 

1CY This is the county is which the person against whom the action is brought has its 

Carlsen v. Ford Motor Company -1- Attorney Declaration 
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/principal place of business or is doing business; and/or 

rtY This is the county in which the parties entered into the subject transaction. 

I declare under penalty of perjury under the laws of the State of California that the 

foregoing is true and correct. Executed at Rocklin, California. 

Dated: June 12,2013 

BY:-L.~~~~3:=~==~ 
on P. J cobs 

Peler J. McCaffrey 
Attorney for Plaintiffs 
CHRISTOPHER J. CARLSEN and 
SHANNON M. CARLSEN 
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D Asset forfeiture (OS) 
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(Cal. Rules of Court, rules 3.400-3.403) 

o 	Antitrust/Trade regulation (03) 

o 	 Construction defect (10)

D Mass lort (40)

D 	 Securities litigation (28) 

o 	 Envlronmenlal/Toxic tOI1 (30) 

o 	 Insurance coverage claims arising from the 
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Enforcement of Judgment 

Enforcement of jUdgmenl (20) 

Miscellaneous Clvit Complaint 

RICO (27) 

Other complaint (not specified above) (42) 

Miscellaneous Civil Petition 

D Parlnership and corporate governance (21) 

D Olher petition (not specified aOOV9) (43) 

2. This case is is not complex under rule 3.400 of the California Rules 01 Court If the case is complex. mark the 
factors requiring exceptional judicial management: 

a. D Large number of separately represented parties 

b. 0 Extensive motion practice raiSing difficult or novel 
issues that will be time-consuming to resolve 

c. Subslantlal amount of documentary evidence 

3. Remedies sought (check a/I that apply): a.W monetary 
4. Number of causes of action (specify): THREE 
5. This case Dis [ZJ is not a class action suit. 

d.D Large number of witnesses 
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Date: June (2-, 2013 
-- Jon P. Jacobs 
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time-far-service requirements and case managemenl rules, unless a defendant files a responSive pleading. A rule 3,740 collections 
case will be subject to the requirements for service and obtaining a judgment in rule 3.740. 

To Parties In Complex Cases, In complex cases only, parties must also use the Civil Case Cover Sheet to designate whether the 
case is complex. If a plaintiff believes the case is complex under rule 3.400 of the California Rules of Court, this must be indicated by 
completing the appropriate boxes in items 1 and 2. If a plaintiff deSignates a case as complex, the cover sheet must be served with the 
complaint on all parties to the action. A defendant may file and serve no later than the time of its first appearance a joinder in the 
plaintiff's deSignation, a counter-designation that the case is not complex, or, ii the plaintiff has made no designation, a designation that 

the case is complex. 
AuloTof1 

Aula (22)-Personal Injury/Plopeny 
Damagel\NronglulOealh 
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Tort 
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Asbestos Properly Damage 
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Wrongful Dealh 

Producl liability (not asbestos or 
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Medical Malpractice (45) 

Medical Malpractice
Physicians & Surgeons 

01her Professional HeaUh Care 
Matpractice 

Other PIIPD!WD (23) 
Premises liabili1v (e.g., slip 
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Inlenllonal Bodily Injury/PDNVD 

(e.g., assault, vandalism) 
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Emotional Distress 
Negligent Infliclion 01 
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Business Tor1/Unfair Business 
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Civil Righls (e,g., discrimination, 
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Intellectual Property (19) 
Professional Negligence (25) 
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Other ProfeSsional Malpractice 

(not medical or legal) 
Other Non·PI/PD/WD Tort (35) 

Employment 
Wrongful Termination (36) 
Other Employmenl (15) 

CASE TYPES AND EXAMPLES 
Contract 

Breach 01 Contracl/Warran!y (06) 
Breach 01 Remal/Lease 

Contract (not untawful detainer 
or wrongful eviction) 

ContraCl/Warranly Breach-Seller 
Plaimiff (not fraud or negligence) 

Negligent Breach of ConlracV 
Warranty 

Other Breach of Conrracl/Warranly 
Colleclions (e.g., money owed, open 

book accounts) (09) 
COllection Case-Seller PJaintiH 
Other Promissory Note/Colieclions 

Case 
Insurance Coverage (not provisionally 

complex) (18) 
Auto Subrogation 

Other Coverage 


Olher Contract (37) 

Contractual Fraud 

Other Contrac! Dispute 


Reat Property 
Eminenl Domainllnverse 

Condemnation (14) 
Wrongful Eviction (33) 
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Writ 01 Possession of Real Propel1y 
MOI1gage Foreclosure 
OuielTiIle 
Other Real Properly (not eminent 
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Residential (32) 

Drugs (38) (if the case involves illegal 
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Abstracl 01 Judgment (Oulof 
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JUdgment on Unpaid Taxes 
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RPR-08-2013 11:06 From: 916-663-6500 

3031 StonfOld I?onch Ret #2· T 50 
Rockllr. CA 95765 

LAW OFFICES OF ,,",ON ..JACOBS 

Your Loc.al Lemon LC1W AItorney Protecting fluyer,' Ill0hll 


Local (916) 663-64tJO Fox (916) 663-6500 

Toll Free (866) NO FEE TO ~ 


April 8, 2013 

VIA FACSIMILE ONLY 
(313) 845-5668 
7 Total Pages 

Jody Banciu 
Ford Motor Company 
3 Parklane Boulevard 
Parklane Towers West, Suite 150 
Dearborn. MI 48126-2568 

Re: Conswners:   
Contract date: June 9,2012 
Subject Vehicle: 2012 Ford Escape 
VIN: 1 FMCUOD06CK  

Dear Ms. Banciu: 

Attached you will find a copy of the notice and demand being mailed out to Ford today. 
The repair history of the vehicle makes clear it's a lemon and that my clients are legally entitled to 
a refund or replacement. 

Unfortunately, ifa reasonable offer is not received in my office within 30 days the 
Complaint in this case will have to be filed. 

Please caJl me to discuss this matter. It is my hope Ford will choose to resolve this matter 
~ soon as possible and without the expense and delay of litigation. 

Please call or email with any questions. Thank you. 

Sincerely, 

LAw~CE~F._~C!~l~COBS 
~"..- ~t:·:~<:L~ 
Jon~acobs Y 

Enclosures: cc notice/demand 

VEHIC,-Il!:e • MCTCR HQMt;iiiI - SCAT•• MOTORCYCr..£iiiI • TRArLERS - RV'S 
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APR-08-2013 11:06 From: 916-663-6500 

3031 Stonfotd ~anch Rd. #2-150 WWW.lemonbuybaek.com 
Rocklin, CA 95765 WWW.nofeetoyou.com 

LAW OFFICES OF .JON ..JACOBS 
Your toccrl Lemon Law Attorney Protectlttg 8uyer.' Right. 

loeol (916) 663-6400 Fox (916) 663·6500 
Toll Ffee (866) NO FEE TO YOU 

April 8,2013 

Via Certified U.S. Mail 
Retum Receipt Requested 

Ford Motor Company 
16800 Executive Plaza Drive 
Dearborn, MI 48126 

Re: 	 Consumers:  

Contract date: June 9,2012 

Subject Vehicle: 2012 Ford Escape 

YIN: IFMCUODG6CK  


Summsa of Relevant Facts 

On or about June 9, 2012,  ("Consumers") purchased a 
new 2012 Ford Escape, VIN: IFMCUODG6CK ("Vehicle" or "suv',) from Future Ford 
of Sacramento ("Dealer") in Sacramento, California. The Vehicle was so1d with the foHowing 
Ford warranties: 3 year/36,OOO mile bumper to hwnper, 5 year/60,OOO mHe powertrain, and 7 
year170,OOO mile and 8 year/SO,OOO mile emissions. 

From the time of purchase until the current the Vehicle has suffered ongoing problems 
inc] uding but not limited to: 

P rohiems 	 naet Od0 Days RO# 

ElectricallEngine· Driving vehicle on 
Christmas day and vehicle stalled while 
turning. They called dealcrship and said 
to keep an eye out on it. 

12/25/]2 
12126112 
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RPR-08-2013 11:07 From: 916-663-6500 

Electrical/Engine - 2nd Repair Attempt 
Customer states engine has died 4 times 
intennittently on turns. Intermittent stall 
on turns. Road tested and could not 
verify. EEC test pass. Mode 6 all data 
normal. 

Window - Passenger side window noisy. 
Found chattering a little. Removed and 
inspected panel. Adjusted window and 
lubed guide and test ok at this time. 

Maintenance ~ LOF 

04/03113 15,931 1 301079 
Future Ford of 
Sacramento 

EledricallEngine - 3rd Repair Attempt 
Customer states the engine will stall or 
die a times. 

Window - 2f111 Repair Attempt - Customer 
states the right front window is noisy 
wh~n rolling down or up. 

04/05/13 16,007 1 301362 
Future Ford of 
SaCf"<Dnento 

There have been at least 3 repair attempts for the stalling while driving problems yet 
the SUV continues to sutTer from the very same problems! 

  bought this vehicle for  to drive with their 3 year old child 
as her daily driver. They bought it so she and their young child would have safe and reliable 
transportation. Unfortunately, this vehicle has repeatedly stalled while driving in turns and 
continues to be a real safety hazard.  reasonably fear for their family's 
safety as well as everyone sharing the road with them. Consumers have reasonably lost all 
confidence in the vehicle and in Ford's ability to fix it. 

The problems suffered by this vehicle are not Consumers' rault. The stalling problems 
must be blamed on Ford. 

Consumers paid more money for a new vehicle with a warranty in reasonable hopes of 
stayiJ.lg out of the repair shop. The problems suffered by the Vehicle are defects in any level of 
vehicle, especially one in this class. They could have purchased any number ofvehicles in this 
highly competitive segment including a Toyota Rav 4, Honda CR-V, Hyundai Tucson, Kia 
Sportage, or Mazda CX~5, none ofwhich suffer the type and numberofproblcms this SUV does. 
The continued problems with this Vehicle are unacceptable and because oithe same this Vehicle 
would not pass without objection in its class. 

Ford is aware of a stalling while driving problem in some Escape models, The NHTSA is 
currently looking into the Ford Escape model over complaints ofstalling and opened a probe into 
the issue including looking at its throttle. 

/1 

-2
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California's lemon law makes clear this Vehicle is presumed to be a lemon. 

It should be presumed that a reasonable number of attempts have been made 
to conform a new motor Vehicle to the applicable express warranties if, within 
18 months from deJivery to the buyer or 18,000 miles on tbe odometer of the 
Vebiele, whichever occurs flJ'St, one or more of the fonowing occurs: 

(1) The same nonconformity results in a condition that is likely to cause death 
or serious bodily injury if the Vehicle is driven and the nonconformity has 
been subject to repair two or more times.••• 

(2) The same nonconformity has been subject to repair four or more times••. 
(Orl 

(3) The Vehiele is out of service by reason of repair of nonconformities..• for 
a cumulative total of 30 calendar days since delivery of the Vehicle to the 
buyer. 
California Civil Code § 1793.22 (b)(l), (b)(2). and (b)(3)

In less than the first 18 months and 18,000 miles  
Ford has been given at least 2 repair attempts and more han 30 days 
driving issues yet the problems remain! There can be no do tFord' 

r had the Vehicle 
(0: the stalling whDe 
y aware of these 

ongoing problems and that they substantially impair the use, va lle::--liW,U"S:at'ety of the vehicle. 

California Civil Code § 1793.2 makes clear Ford's liability and reads in relevant part as 
follows: 

§ 1793.2. CODsumers goods manufacturers; express warra.nties; service and Repair 
facilities 

(a) Every manufacturer of Consumers goods sold in this state and for which the 
manufacturer has made an express warranty shaD: 

(l)(A) Maintain in this state sufficient service and Repair facilities reasonably close 
to aU areas where Consumers goods are soJd to SUVry out the terms of those 
warranties..• 

(b) Where those servif;e and Repair fatUities are maintained in tbo state and service 
or Repair of the goods is necessary because they do not conform with the applicable 
express warranties, service and Repair shaD be cOIDllleneed within a reasoDable time• 
• • . within 30 days. 

(d)(2) ••• if/he manufacturer or its rep,.esentative in this state is unable to !lervice 0,. 
Repair a new ",otor vehicle • •. 10 con/o,.", to the applicable express warranties afte,. a 
,.easonable numbe,. 0/attempts, the ",anu/adurer shaU either promptly replace the new 
molor vehicle • •. or promptly make restitution to the buyer • •• However, the buyer shaN 
befree to elect restitution in lieu 0/replacement. • •• (Emphasis added) 

/I 
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CnHfomia Civil Code § 1793.3 makes clear Ford's liability to the buyer and retail seller 
and reads in relevant part as follows: 

§ 1793.3. Return of nonconforming Consumers goods; service, Repair, replacement 
or refund; independent Repair or service facilities; notice to buyers 

If the manufacturer of Consumers goods sold in this state for which the 
manufacturer has made an express warranty does not provide service or Repair 
facilities within this state punuant to subdivision (a) ofSection 1793.2, or does not 
make available to authorized service and Repair facilities service Uterature and 
replacement parts sufficient to effect Repair during the express wan-anty period, the 
buyer ofsuch manufactnrer'S nonconforming goods may fol1ow tbe course of action 
prescribed in ••• subdivision (a). •• as follows: 

(a) Return the nonconfonning goods to the retail seller thereof. The retail seller shall 
do one of the following: 
(1) Service or Repair the nonconforming goods to conform to the applicable express 
warranty. 
(2) Direct the buyer to a reasonably close independent Repair or service facility 
willing to accept service or Repair under this section. 
(3) Replace the nonconforming goods •••• 
(4) Refund the buyer •••• 

California. Civil Code § 1793.4 makes clear a vehicle manufacturer's liability and reads in 
relevant part as follows: 

§ 1793.4. Comment'ement of service and Repair within reasonable time; tender of 
conformine goods within 30 days; extension of time 

Where an option is exercised in favor of servi~c and Repair under Section 1793.3, 
such service and Repair must be commenced within a reasonable time, and, unless 
the buyer agrees in writing to the contrary, goods conforming to the applicable 
express warranties shaU be tendered within 30 days•••• 

Under Civil Code § 1793.2(d)(2), Ford must, upon election by Consumers, replace the 
Vehicle or reimburse the Vehicle's price, including taxes. fees. upgrades~ unreimbursed repair 
expenses, registration, rental and towing expenses and all payments made. Consumers hereby 
revoke acceptance of the Vehicle. rescind the contract. and request to be given a comp1ete refund 
(or replacement at their option). Under Civil Code § I 794(a), Consumers are clearly entitled to 
restitution ofall consideration given. 

Ford has had numerous opportunities to confonn the Vehicle to the new motor vehicle 
warranty accompanying its acquisition. For good reason, Consumers now have a. shaken faith in 
the Vehicle. All the problems associated with the Vehicle have substantially impaired its use, 
value, and safety. 

Ford has committed numerous violations ofla.w, including but not limited to: 

Summary of Applicable Law 

Under California's Consumers Legal Remedies Act, Civil Code §§ 1770, et seq., the 
-4· 
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following statutory violations have occurred: 

(1) Representing that goods or services have characteristics. or qualities which they do 
not have. 

(2) Representing that the Vehicle and services were ofa particular standard, quality, 
and grade when they were not. 

(3) Represented that transaction~ conferred or involved rights, remedies, and 
obligations which they did not have or involve. 

(4) Representing that the subject of a transaction had been supplied in a.ccordance with 
a previous representation when it had not. 

(5) Passing offgoods and services as those of another. 

(6) False advertising. 

Under the Song-Beverly Consumers Warranty Act (California Civil Code §§ 1791 et. 
Seq. and the Magnuson-Moss Warranty Act (15 U.S.C. §§ 2301 et. Seq.) the following 
violations have occurred the following violations have occuned: 

(1) 	 Fa.ilure to ful1y and clearly disclose warranty terms and conditions at or before the 
time ofsale; 

(2) 	 Failure to conform Vehicle to the terms ofwarranty; 

(3) 	 Failure to service Vehicle under warranty; 

(4) 	 Failure to honor the tenns ofwarranty since manufacturer has refused to offer to 
repurchase or replace Vehicle under said warranty; 

(5) 	 Breach of the implied warranties of merchantability and fitness. 

Ford committed False Adyertising and Fraud by knowingly selling this vehicle with the 
aforementioned problems it has while failing to disclose the same at the time of purchase. 

Statutory Demand 

On behalfof Consumers. I respectfully request that you .rectify the above-described 
problems with the Vehicle by buying it back and giving them a complete refund (or replacement 
at Consumers' option) including restitution of the full amount of their damages, including but not 
limited to: all out ofpocket expenses; all money paid toward the Vehicle; all upgrades to the 
Vehicle; all rental and/or towing expenses; and all incidental and consequential damages. Finally, 
you must also pay reasonable attorneys fees of$3500.00 (includes estimated "wrap up" fees). 

An itemized demand will be provided upon request. 

Please do not contact , or any member of their family. 
All communications concerning this matter should be directed to the undersigned. 

-5
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Please note that if legaJ action proves necessary) the attorney fees incurred by my clients, 
for which you will be legally liable. may increase. In particular~ under more than one of the 
various causes ofaction we intend to pursue, ifConsumers win any amount of damages in any 
court proceeding, they may be deemed ·'prevailing party" and entitled to nil oftheir damages and 
interest on the same. 

Please consider this demand open until 30 days after your receipt of this notice. 
Unfortunately, ifFord has not by then agreed to settle this matter as stated above I V'till have no 
alternative but to file suit. 

As always, I sincerely hope we can resolve this matter to both your satisfaction and that of 
my clients. 

Very truly yours, 

LAW OFFICES OF JON JACOBS 
'\-.-.- ~~ 

~~\t-·:"~--.-.~ 
Jon P. Jacobs V 
cc: clients 

-6
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Papalia-Reid, Catherina (C.) 

From: office@lemonbuyback.com <jonjacobslaw@gmail.com> 

Sent: Tuesday, April 09, 2013 12:41 PM 
To: Papalia-Reid, Catherina (C) 

Subject:  v Ford 
Attachments: Sales K and Repair Orders to Ford.pdf 

Dear Catherina, 

In response to your April 9th letter the information that you requested is as followed: 

• 	 Repair Orders (attached) 
• 	 Sales Contract (attached) 
• 	 Current Registration has been requested from the client I will forward a copy of the same upon receipt) 
• 	 The loan on the vehicle was originally financed through Ford Credit where the clients made about three 

payments at which point they had it refinanced through Pacific Credit Union made a few payments and 
then paid it in full. They will work on getting an account history from their credit union and will sign the 
loan authorization for Ford Motor Credit. Once they sign it I will Forward it to you. 

• 	 The mileage on the vehicle is right around 16,020 the clients are afraid to drive the vehicle since it stalls 
while driving. Since the last repair Shannon is using a family members vehicle and the Escape now sits 
at home parked most of the time. Christopher will only take the vehicle if absolutely necessary. 

Please do not hesitate to call or email with any questions. Thank you for taking the time to review this matter. 

Sincerely, 

Kathy de La Bruere-Jacobs 
Law Offices of Jon Jacobs 
3031 Stanford Ranch Rd., #2-150 
Rocklin, CA 95765 
ph: (916) 663-6400 
fax: (916) 663-6500 

Please note our email address has changed to office(tV,lemonbuyback.com 
CONFIDENTIALITY NOTICE 
This e-mail transmission contains confidential information and may be legally privileged. If you are not the 
intended recipient you are hereby notified that any disclosure, copying, distribution or use of any of the 
information contained in or attached to this transmission is STRICTLY PROHIBITED. If you have received 
this transmission in error, please immediately notify us by reply e-mail. 

1 
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Papalia-Reid, Catherina (C.) 

From: office@lemonbuyback.com <jonjacobslaw@gmail.com> 

Sent: Tuesday, April 09, 2013 8:03 PM 

To: Papalia-Reid, Catherina (C) 

Subject: Re:  v Ford 

Attachments:  FordPayment from Lender # 2.pdf; DMV.pdf 

As promised attached is a copy of the current DMV along with the account history for the refied loan. I 
will forward the Ford loan authorization as soon as I receive it. 

Please do not hesitate to call or email with any questions. 

Kathy de La Bruere-Jacobs 

Law Offices of Jon Jacobs 
3031 Stanford Ranch Rd., #2-150 
Rocklin, CA 95765 
ph: (916) 663-6400 
fax: (916) 663-6500 

Please note our email addresshaschangedtooft1ce@lemonbuyback.com 
CONFIDENTIALITY NOTICE 
This e-mail transmission contains confidential information and may be legally privileged. If you are not the 
intended recipient you are hereby notified that any disclosure, copying, distribution or use of any of the 
information contained in or attached to this transmission is STRICTLY PROHIBITED. If you have received 
this transmission in error, please immediately notify us by reply e-mail. 

On Tue, Apr 9,2013 at 9:40 AM, oft1ce<allemonbuyback.com <jonjacobslaw@grnail.com> wrote: 
Dear Catherina, 

In response to your April 9th letter the information that you requested is as followed: 

• 	 Repair Orders (attached) 
• 	 Sales Contract (attached) 
• 	 Current Registration has been requested from the client I will forward a copy of the same upon receipt) 
• 	 The loan on the vehicle was originally financed through Ford Credit where the clients made about three 

payments at which point they had it refinanced through Pacific Credit Union made a few payments and 
then paid it in full. They will work on getting an account history from their credit union and will sign the 
loan authorization for Ford Motor Credit. Once they sign it I will Forward it to you. 

• 	 The mileage on the vehicle is right around 16,020 the clients are afraid to drive the vehicle since it stalls 
while driving. Since the last repair Shannon is using a family members vehicle and the Escape now sits 
at home parked most of the time. Christopher will only take the vehicle if absolutely necessary. 

Please do not hesitate to call or email with any questions. Thank you for taking the time to review this matter. 

Sincerely, 

1 
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Kathy de La Bruere-Jacobs 
Law Offices of Jon Jacobs 
3031 Stanford Ranch Rd., #2-150 
Rocklin, CA 95765 
ph: (916) 663-6400 
fax: (916) 663-6500 

Please note our email addresshaschangedtooffice(iv.lemonbuyback.com 
CONFIDENTIALITY NOTICE 
This e-mail transmission contains confidential information and may be legally privileged. If you are not the 
intended recipient you are hereby notified that any disclosure, copying, distribution or use of any of the 
information contained in or attached to this transmission is STRICTLY PROHIBITED. If you have received 
this transmission in error, please immediately notify us by reply e-mail. 
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FOR YOUR CONVlNnlNCE 
SERVICE HOURS: 


MONDAY THRU FRIDAY ·7:00 A.M. to 6:00 P.M. 

SATURDAYS· 8:00 A.M. to 4:00 P.M. 


We desperately need pre-owned vehicles 

lUte yoursl Scan this code 


end eat a value on your vehicle! 
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APR-08-2013 11:06 From: 916-663-6500 

3031 Stonfad Ranch Ret #2·150 www.ltlmonbuybOck:.com 
Rocklin. CA 957 65 www.nofeetoyou.com 

LAW OFFICES OF' .... ON .JAC08S 
Your Locol Lemon Low Attorney Protecting Buyers' Rights 

LOCOI (916) 663·6400 Fox (916) 663·6500 
Toll Free (866) NO FEE TO YOU 

April 8,2013 

VIA FACSIMILE ONLY 
(313) 845-5668 
7 Total Pages 

Jody Banciu 
Ford Motor Company 
3 Parklane Boulevard 
Parklane Towers West, Suite 150 
Dearborn. MI 48126-2568 

Re: Consumers:  
Contract date: June 9, 2012 
Subject Vehicle: 2012 Ford Escape 
VIN: 1 FMCUOD06CK  

Dear Ms. Banciu: 

Attached you will find a copy ofthe notice and demand being mailed out to Ford today. 
The repair history of the vehicle makes clear it's a lemon and that my clients are legally entitled to 
a refund or replacement. 

Unfortunately, ifa reasonable offer is not received in my office within 30 days the 
Comp1aint in this case will have to be filed. 

Please call me to discuss this matter. It is my hope ford will choose to resolve this matter 
a:> soon as possible and without the expense and delay of litigation. 

Please call or email with any questions. Thank you. 

Sincerely, 

Jonf.Jacobs Y 
Enclosures: cc notice/demand 

VI!!:HICI..I:t$ • MOTOR HQME:S • mOATI!!I • MOTORCYCL.E:S • TRAIL.I!!:R$ • RV'S 
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ALEX SIMANOVSKY & ASSOCIATES, LLC 
CONSUMER PROTECTION ATTORNEYS 

ALEX SIMANOVSKY, ESQ. 2300 HENDERSON MILL ROAD, SUITE 300 
EXTENSION: 1012 

ATLANTA, GA 30345DIRECf DIAL: 678·78J.1012 

E·MAIL ALEX@LEMONLAWINFO.COM 770-414-1002 1-866-865-3666 

FACSIMILE: 770-414-9891 1-877-216-0365 

May 17,2013 

Ford Motor Company 

World Headquarters 

Office of General Counsel 

One American Road 

Dearborn, MI 48126 


RE: 	  v. Ford Motor Company 
NOTICE OF CONSUMER WARRANTY LAW VIOLATION 
Our Client:  
Vehicle: 2012 Ford Escape 
VIN: 1 FMCUOD79CK  
Date of purchase: 11122111 
Our File No.: LL13-10223 

To Whom It May Concern: 

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 with the 
delivery and/or repair of the aforementioned vehicle. The primary non-conformities and 
violations include, but are not limited to: 

1. Engine; 

2. Electrical; 

3. Loss of power; 

4. Stalling. 

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 
client has justifiably lost confidence in the vehicle. 
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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 
UC.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 UC.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 Uc.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 extent 
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 subj ect to the FTC Holder 
Rule] has filed a financing statement covering the goods, we demand, pursuant to Uc.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 UC.C. § 9-404(1) in 
the amount of $1 00.00 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 DIRECTNE, INJUNCTNE 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 defective 
product and will waive any incidental and consequential damages at this point. Our 
attorneys' fees are minimal at this stage and we would prefer to resolve this matter 
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. 

This letter shall serve as notice to Ford Motor Company of its final opportunity to 
cure the above-referenced defects. 
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Sincerely, 

ALEX SIMANOVSKY & ASSOCIATES, LLC 

~'\:'l/ 

~l.l( ~/ 


Alex Slmanovs~ 
Attorney at Law 

AS/ld 

CC: 
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JACQ\1El.!NE C. HtR.RI1T·~"RonERT ~. SILVeRMAN'" --e- ROBERT A. R~PKIXCRAIG 1110R KIMMEL" 
ANGELA K. TROCCOl.i'·'KIMMEL & SILVERMAN 
 rR.ED OAVIS~~~'fI, •. 

• Membl.'r. 1'A Bar 
.. A/<miter, NJ Btu 
• M_mbc,./N: Hor 
·Akml><r, Nf Bar 
'M(mh.r. MA HlJ/' 
•M,.,,,,,,. MIJ EIU 
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SlIprl'nJf,.· emlrl (1"; II CNi/ 7iiu/ 
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~---------P.c.---------

1-800-LEMON LAW 
www.lemonfaw.com 

CORPORATE HEADQUARTERS 

30 E. Butler Pike 


Ambler, PA 19002 

P (215) 540-8888 

F (215)540-8817 


WeSTERN PA OFfiCE, 210 Grnot Sireet, Suire 102, Pill~burgh, FA 15219,1'(412) 566-1001, F (412) 566-1005 


NEW JERSEY OfFICE, Executive QualtrfS, 1930 E. MartIan Pike. Suite Q29. Cherry lIi11. NJ 08003, P (856) 429-8334, F (856) 216-7344 


DELAWARE OFFICE, 501 Silvcrside Road. Suile 118, Wilmington, DE 19809. P (302) 791-9373, F (302)791-9476 


CO;\,;<\t:crICUT OFFICE. 136 Main Slreel. SuileJO I, Danicison, CT 06239, P (860) &66-4380, F (StiO) 263-0919 


Nf:W YORK OFFlCt:. 1001 Avellue of the Americas. 121h floor, New York, NY 10018, P (212) 719.7543. f (877) 617-2515 


BUFFALO, ;<\Y Or'-Iet:, 1207 D.lawar~ Avenue, Suite 440, Buffalo, NY 14109. P (716) 332-6112, F (800) 863-1689 


PLEASE Ht:MIT AI.L CORRESPONDENCE TO TilE AMBLER OFrlCE 


February 7, 2013 

AMY L Sl!."'lN'ECOFF"··rt,., 

CHIUSTIXA GIU. ROSEMAN',f.! 
RlCHAIID A. SCIIOLEl\" 

TARA I.. PA'lTERSO" 
W. CHRism""•• COMl'OSOVO" 

TlM011lY I . ...arl'J... 11\:' 
JOSF.I'Ij 1". IJE:-.-nLCO!lF.'· 
AI..f'lIS:> J. TUMOLO III" 

CERTIFIED MAILIRETURN RECEIPT REQUESTED 

Ford Motor Company 
c/o CT Corporation System 
) 16 Pine Street 
Suite 320 
Harrisburg, PA 17101 

RE: 	  v. Ford Motor Company 
February Term 2013, No. 000360 

Dear SirlMadam.: 

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, 

Ph~ase refer the attached to the legal department. Note: A responsive pleading is due 20 
days after the reGeipt ofthe Complaint 

RAR\ih 
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Court of Common Pleas of Philadelphia County 

Trial Division FEBRUARY 2013 000360Civil Cover Sheet E-Filing Number: 130 2 0 0 8 009 

PLAINTIFF'S NAME , DEFENDANTS NAME 

I JUSTINE N. ECKMAN 1 FORD MOTOR CO~PANY 

, PLAIIoITlFF'S ADDRESS OEFENDANTS ADDRESS 
I 267 MILL HOUSE DRIVE PINE STREET SUITE 320I... c/o CT CORPORATION 116
I LINCOLN UNIVERSITY PA 19352 ~ HARRISBURG PA 17101 

.. - ..----~- ------------. 
PLAII'lTlFF'S NAME (OEFENDANTS NAME 

! DREW C. ECKMAN 

-
Pl.AlNllfFS ADDRESS 

; 267 MILL HOUSE DRIVE 
: LINCOLN uNIVERSITY PA 19352 

----------!~.=-:--,---~--------.- ..--~...-.fpLAINnFPS NAME f DEFENOANTS NAME 

• 

, PLAII'lTlFF'S ADDRESS DEFENOAJoITS ADDRESS I 

I 

.... .___". --- -~---"--_'r-_~_L ---- ------------.---~--- ..---~ ~.~ 
lOTIll NUMBER Of I'lAWllFFS I TOTAL NUMBER OF DEFENDANTS i COMMENCEMENT OF ACnON

I 1 !Xl Complaint 0 Petition Action 0 Notice ofAppeal
2 I . 

'j' 

0 Writ of_summons 0 Transfer From Other Jurisdictions ,____.J 
:-AM6"CNTiNcONTROVERS~ COURT PROGRAMS'--' - ----- 

1,!Xl Arbitration 0 Mass Tort 0 Ccmmcr« 0 Settlement: = $50.000,00 or less 0 0 0 0lAJ Jury Savings Aelion MinorCoun Appeal Minors 
i 0 More Ihan S5Q,QOO.OO !0 Non-Jury 0 Pelition 0 Statutory Appeals 0 WlDlSurvival 

:OOlher: 
~===================================== .~CASE 1YPE AND COPE 

10 - CONTRACTS OTHER ! 

-----~l 

RELATED PENDlNG CAS£S (LIST BY CASE CAPTION AND DOCKET NUMBER) -~: iSCASeSUiiJECrro-ALED ! COORDINAilONORDER?PROPROTHV 
YES NOi 

FEB 06 2013 

J. MURPHY 

I TO THE PROTHONOTARY: 

i Kindly cnlcr my appearant<c on behalf ofPlaintifflPetitioner/Appellant: JUSTINE N ECKMAN DREW C ECKMAN 
, 
: Papers may be served at ttle address set forth bclow. 

NIIME OF PLAINTlFPSIPETmONER'SiAPPELLANl'S ",TIORNEY 

30 EAST BUTLER PIKE 
AMBLER PA 19Q02 

ROBERT A. RAPKIN 

---------.--------PHONE NUMBER FAXNUMIIER 

(215)540-8888 ! (215) 540-8817 

SUPREME COURT IDEN11FICA llON 1'0, E-MAil. ADDRESS 

61628 rarphi11yefile@lemonlaw.com 
-_.._-, 

SIGNATURE OF FiliNG ATIORNEY OR PARlY OA TE SUBMtTfEO 

ROBERT RAPKIN I, Wednesday, February 06, 2013, 11:04 am 
, 
I 
I 

,____._' I I 

FINAL COPY (Approved by the Prothonotary Clerk) 
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USTi::.D EST A OROENADO Cm.~PARECER EN Arbilration Hearing 1880 JFK Blvd, 5th ft. at 09:30 AM - 10/11/2013 
yO'; If,JS, stRidifil'ilf8\Yi¥imJllh~ F~J/IiII.pelolN: USTED TODAVIA DEBE CUJPLlR C~'Il'J~'JiWr.:mMi)J~rr~fiiHJirsRSE. 
ThiS matter I,~~I,Jr.t~mT{,~ ~P6~6i~d of Arbitrators at the lime, date and place specified but if one or more parties is not present 
at the hearll"RI~r.t~rSn:~EftfYi:N~ p1~~e same time and date before a judge of the court without the absent party or parties. 
The(€s nOjtill~lff Jllii\~I.$jl(pvO on appeal from a decision entered by a Judge. . 

THJS J~ AN AlUm'~M~rY" 

.JUSTIN NICOLE I~Cl<MAN aud 

nHEW CIHUSTOJ>H..:n ECKMAN 

267 Mill House Drive 

Li1lcoln UlJiversity, PA 193~2 


CIVIL ACTION". 

FORI) MOTOR COMPANY 
cJlI CT CorpOnitioll System 

11 (I Pine Street 

Suite 320 

Ilarri~bm'g! Pl~ 1710 I 


NOTICE TO DI.!:Jl'ENO 
CODl~: 1900 

VOl! hav" heen sued in court If yOIl wi$h to der(~nd againsllhc claims set fOl1h ill the following pages. yO\l must 
lake action within twcnty (20) days <llkr this complainl and notice arc served, by elltering II written appearance 
personally or by anomey and filing in writing with the court your defenses or objel'[ions to the cluims sct forth 
agninst you. Y(}(I IiI't;' warned that jf you fail (0 do ~o [hc case may proceed without you and a judgmcnI nlny be 
<'lite-red against you by thc COUIt withmlt [11l1her notice for ony money claimed in 1he complain! or for allY other 
drlim or relief rC~lucsted by thl' plnintin: You may lose money or propcliy or other right" imporlantlo you. 

YOU SHOULI.) TAI(l, TJJJS l'AI'EIl TO YOWl LAWYER AT ONCE. IF YOU no NOT HAVE A 
LAWYJm OR CANNOT AFFOIW ONg~ GO TO OR TELI~PHONE nm OFFICI~ sin JeOnTl1 UELOW 
TO FJNJ> OUT WHEH.E YOU CAN GET LEGAL m~LJ). 

j'J:lILADELPHlA HAR ASSOCIATION 

LAWYl~R REFRRRAL & INFORMATION SERVler<: 


ONE REAJ)lNG CENTER 

JJHILAJ)t~LPHlA, })A 19107 

n~LEJ'I-JONE: 215-238-J701 


AVISO 
I.", han d.:malJdl'lUll a uSled 011 la cOl1e. Si usted 'Iuicrc dcfcnder;;c de (~!ll;l!i de est as demandas Cxpllcstas an Jas 
pilginil!< signicnlcs, llsted tien!:! Yt:intc (10) dia~ dt~ plm:o al p • .ntir de iiI fcchll de la demilllda y i'l IHlrificacioJl. HaC<! 
filltll nscnHlt lllill comparellcia c~crita 0 en pCl''$tll1i1 0 con un nhogndo y i?1l1regar a la corle cn forma used/a 5US 
lkfcnsas () sus objeciones a las dcmand,l'; ell ~1)lItrn de llU persona. Sea avisado que si usted 110 St' lklicnde, Ie eorte 
lomara lnl:ldi,ias ,y puedc cOl1tinuar 13 dCTl1<md'l en contra suya sin previo aviso (] notificHc;ion. Adi;mas, la coric 
puede decidir n favor del detllamlante y reqllierc qnll llslcd \.1lllll'la COil todas la~ provisiollcs de csla demum!il. Ustcd 
pUCdl~ perder din('ro 0 sus pmpicdades II 'l~tTOS clcrcchos impolianles pam uslcd. 

LLIWI~ ESTA OEMANDA A UN AUOGAl)() INMl!:mATAMI';NTF;, SJ NO TIF..NR :\UOGADO 0 SI NO 
rmNE F.L DlNERO SUFICni:NTE DE I'ACAR TAL SERVICJO. V/\YA EN PEnSON,\ 0 LLAME POR 
TEJ.,EFOI\:O A L,\ OFICINA CUYA DIUECCLON Sf'; ENCUfi:NTlV\ 'ESCRITA AIJA,JO PAnA 
AVEIU(;[lJ\R DONrm SE l'utmE CONSEGIJfU ASJSTENCIA LEGAL. 

SEIW1CIO nE RF.FEfU~NCIA LI~GAL 
ONE REAT>lNG CgNTJ~1l 
FJLJ\OELFIA,P.I\ 19W7 
TELl~FONO: 215-238-1701 

Case 11J: 130200360 

-------------~------- ...~~....- 
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I~ohcrt A. Rnpkin. Esquire 
IIlcllfificatioll Nil. 61628 
I\lMMEL & SILVERMAN. '>.c. 
30 East Butler .~i1\c 
Amhlcr. PA 19002 
(215) 5~O·8H88 

ATTORNEY rOR PL/\INTlFFS 

nils IS AN ARBJTHATION 
MATTER. ASSESSMENT OF 
DAMAGES HI~AI~ING IS 
HJ~QUESTlm. 

COURT OF COMMON ItU';AS 
I)R'~W CHHISTOPHER Eel< MA N 

.JUSTINE NICOLE ECKMAN and 
PIHLA nELI'H.1 A ('OliNTY 

267 Mill HOlls(' DriYc 
Lillcoln University • .P A :J 9352 

elVI L ACTION\'. 

FDlW MOTOR COMPANY 

c/o {.I' COI'pomtioll System 

11 GPine Street 

Suite 32() 

thu-rish\ll'g...A 11101 


COMPLAI.NT 

CODE: 1900 


1. Plaintifls. Justine Nicole Eckman and Drcw Christopher Eckman. arc ndult individual 

(;itiz.cns ,md kgal rc~jclents of the COl1Jlllfll'\,.Yealth of Pennsylvania, residing at 267 .l\~1iJ1 House 

Drive. Lillcoln University. PA J9352. 

2. Defendallt, Ford Motor Company. is a coq)Oraljon qua.IiFied to do [HId regularly conduct 

business in Ihl;~ Commonwealth or Pennsylvania, with its address and principal plttl..:e of hIlSil1t.~gs 

located at 300 Rellajssam~1,; C(;;nlcr, .P.O. Box 4330], Detroit, MI 4H243, and call be served a1 c/o 

CT Corporation Sysfem, I J(, Pine Street, Suite 320, J larrislmrg, PAI71 0 I. 

J. On or abo\Jl Apri123, 2010, Plaintl1Js purchascd a new 2010 Ford Escape, manuJ~lclUrcd 

!md warranted by Dckndullt. beuring the Vehicle Ic1 cntification Nlllnhcr 

I Fl\·1CU91Xi6AKC23996. 

4. The vehicle \vas purchased ill the Stale of Maryland and IS registered III the 

C()mI110nwc(~th of Pennsylv.mia. 

Case lD: 130200360 
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5, The contract price of the vehicle, including regislration charges, document Ices. sales tax, 

finallce and bank charges, but cxclu(li.I!& other collateral charges not specified, yet defined by the 

Lemon Law, totaled morc than $36.273.44. A true and COlTcc.:t copy of the conmH.:t is attfJthed 

herelo, made a paJi hereot: and mm-ked Exhibit "A", 

6. In consideration for the purchtlse of said vehicle, Defendant issued to Plaintifrs ~cveral 

\wlITant.ics, guarantees, affmnations or undertukings with respect to the material or workmanship 

or the vehicle and/or rcmcdiul uction ill the cvt~llt the vehicle fails to meet the promised 

$pe(;ification~., 

7. The anovc-refi;:n;ncccl warranties. guarantees. affirmations or undet1akings are/were pali 

oi"th(.; basis o(f.hc bargain between Dclcndanl and Plaintiffs. 

8. The parties' bargain iucludcs an ex.press 3-year / 36,000 mile warranty. as well as other 

guarantees, atfirmatjolls ,md lllldeliakings as stated in Defendant's warranly materials and 

owner's ll1i.:mmlL 'In addition, Plaintiffs pmchased a Fftrd Extended Service Plan covering the 

vchide f()r 6 YCClrsl75,oon miles administered by Ford Motor Company. A true and COHee! copy 

of the Ford Service Plan js anachcd hereto. made a parr hereof. and marked Exhibit 

"H'·. 

9. 110\\'cver, it}; a result (l[ thcjllefn~ctj"e repair attempts made by Defendant throllgh its 

auLlHlri'..::cd dcalcr(:(). the vehicle is n:nocrcd subslmllially impaired, llJwblc to be utilized for its 

i I1lcnded purPI)SCS, ami is \vorthless to PlnintilTs, 

10, The first documented warranty rep,l!r attempt is be.licved to have. OCClllTed on or hcfore 

Septemher 17, 2012. when Ihe vehicle odometer showed 44,882 miles. On that date, repair 

attell1pts were Illude 1'0 the lack of thwUle respOJl:se and the wrench light came on. A ITtll' and 

t:mn.;'ct copy cfthc repair invoice is auached hel'cto, made a pari hereof and marked Exhibit "C', 

1J , I'he second docu.mented warrauty repair attempt is believed to have occllrred on Of before 

Decemher 10, 20] 2. when the vehicle odometer showed 47,93 J rni Ics. On thal date, repair 

Case lD: 130200360 
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, . 

allempl'S were made to Ihe lack of acceleration lssnc. A l.rue and correct copy of the repair 

invoJce is auached hereto, made a PiU1 hereof and marked Exhibit "D". 

12. The lhird documented warranty repair attempt is bclicvccl to have occurred Oil or before 

.hIllIIHI,)' J~, 2013, whenlhc vehicle odometer showed 49,324 miles. On that date, repair Mtcmpls 

were made to rhe lack of throttle response and oil leak. A true nnd correct copy ~)f the repair 

invoice is HUnched hereto, made (l part hereof 411ld marked Exhibit "E". 

13. The vehicle continues to exhihit ddecls {IUd nonconiormities which subsianti;llly impair 

iIs lIS~, value unulor safety as provided in 73 P .S. §J951 et fi..e_q. 

COUNT I 
MAGNUSON-MOSS (FTC) WAIU{.ANTY IM1)ROVEM[~NT ACT 

14. PluimilI.;; herchy incorporatt' all facts and allegations sct forth in this CompJainf by 

rdc;rt.:llCC as if fully sel fOlih at length herein. 

15. Plaintiff..., have or lTlay have resorted to Defendant's infortual dispute scltlcmcn1 

procedure, to the extent said procedure complies with 16 Cr,'R 703. 

J6. Plaintiffs aver that the Federal Trade Commission (FTC) hns determined that no 

aUlomohile manlllhclUrer complies with 16 CFR 703. Sec, Fed. Reg. 15636, Vol. 62, No. 63 

(Apr. 2, J997). 

17. Plaintilr~ :Ire "Cons\lln(~rs" as defined by 15 U.S.C. §230 1(3). 

JR. Defbnd,ml is a "supplier", "w.lrranlor", l1nd a "service contractor" as defined by 15 U.S.c. 

§ 2301 (4),(5) and (g). 

19. The subject vehicle is a "consumer product" as defined hy 15 U.S.c. ~ 2301 (1). 

20. By the terms of its wriuclI warranties, aJHrmations, promi!)e~, 01' service contracts. 

IJckndant Clgrccd to periorm cffee1ivc rcpainl ill 110 charge for pans amJ/or labor. 

Case I D: 130200360 
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21 . The Magllllsflll-Moss Wammty lmprovemcni Act requires Defendant to be hound by all 

warranties implied by state law. SHid warranties arc impos(',d on all transactions in the stale in 

which the vchlcIc was delivered. 

22. Defendanf has made attempts on several occasions 10 comply wi!h tbe tenns of it~ 

cxpn:ss wHrnmtics: however, such repair attempts have been indlcctivc. 

~3. The Magnuson-Moss Wammty Improvement Aet, 15 U.S.c. §2310(d)(2) provides: 

fro CClt'SHmcr finally prevails 1m an <lction brought under paragmph (I) ofLhis sllbscclion, he may be 
allnwcd by the court 10 recover as part urthe judgment a sum equfli to lhe amOl11l1 01' a~l'Cgale amOlJllt or 
C{)sl.s and expcn.~c5 (including attOnl0), fc\~s based upon aCIU<lllimc expcnded), determined by rile court to 
have be!n1 rcnso!ll1hly incurred by the PlilinlilTfor, or in c.()ullcctioll with the commencement and 
pr')set:Htiun of sllch ilel ion. unless the Ct)urt, in ils dis~rction shall delerrnille Ihal such 1111 award ()f 
ilttomcy's fees wOllld be inappropriate. 

24. Plajnliff~ have affordcd Defcndant a reasonable number of oPPol1unities to conform the 

vt:hide to (he afhreruclltioncd express wmranties, implied warranties and confrac1s. 

25. As a direct and proximate result ofDefendiJnt's failure to c()mply 'wjill the express writlen 

wlHTanties, Plaintiff.') 'have suffered damages und, in accordance with 15 U.S.c. §23 J O(d)(J), 

Plaintiffs arc G.ntitlcd to bring suit for such damages and other legal and equitable relief. 

26. Dd(~ndHllt's iililllre is a hreach of Defendant's confraClmil and statutory ohligMiol1s 

cOJ]:>tituting a viol<llion of the Magnuson~Moss Warranly Improvement I\d, including hut n01 

Iiluiled I0: l)1'~!ach oj' eXpr(;;ss wnrr:mtics; breach oi"imp.licd wi1rn.lllty \)f Illerchantability: bn':<lch 

Ill' jJllplied wclrranly of IitllCSS for a parllcuhrf PUl'POS(;: bn.'ach o[ contracl; and constitutes ,Ul 

Unl~tir Trade Practice. 

27. PJainLi/l's aver that Defendant's warranly was not provided 10 Pl<1inWT llntil alter the 

vehide. wns delivered, making any and all l.imitatioIlS, disclaimers andlor ulternative dispute 

pfPvisions illClTcctive lor a failure ofconsideration. 

21t Plaintiffs aver Defendant' ~ Disptlte Resolution Program was Hot in compliance with 16 

eFR 703 i'or the model year of the ::;ubject vehicle. 

2'). Plaintiffs aVer that l)efendant'~ warranty did nOI require PJ<lintilTs (0 lIr:>l reSO!'1 [() a 

Dispute Rcsoiulion Program before tiling suit. 

Case If): 130200360 
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30. Plaintiflj.; over thut upon ~uccessfuHy prevailing upon tbe Magnuson-Moss cJHilll her~jn. 

all attorney fees ale recoverable and arC' demanded against Defendant. 

WHI<:l<L':FORE, I)\aintiffs respectfully demand judgment against Dd:mdun( .in an amount 

equal to Ihe price of the subject vehicle, pIn::; all collateral charges. incidental and consequenti,,] 

damages. reasonable attorneys' fees, and all court costs. 

COUNT 11 
j>ENNSYLVANIA UNfA.I R TRAnE t>RACTfClf,S ANI) 

CONSlTM.li:R PROTRCT10N l ..A W 

31. Plaintifrs hereby incorporate all J'ftcts und allegations set forth 111 tbis Complaint by 

reference a~ if fully set f()rth at length herein. 

32. P]ailltil'1S are "Persons" us defined by 7J P.S. §201-2(2). 

33. Defendanl is it "Person" as defined by 73 P.S. §201-2(2). 

34. Section 201-9.2(a) of the Act uuthol'izes a pdvate calise of action for any persoJ] "who 

plll'ci1ascs or leases goods or services primarily for personal. nlluiJy OJ' household purposes." 

35. Section 1961 offhc Pennsylvania Automobile Lemon Law. provides that a violation of its 

provisiolls sh(~l1 :lUiomatically constitule a violation of the PCllllSyl vania Unfair Trade Practices 

and COJlSlIllIC!: Protection Ad, 73 P.s. 201-1 et ~. 

"(l. III addition, the Pennsylvaniu Unrair Trade:' Practice~ and COllsumerProt0ctioil A<.:\, 73 

ps. §201-2(4), deline~ "unlil;I' or deceptive acts or practices" to include the tbllowing conduct: 

(vii). l~cpr('scnlilJg !hllt goods or services arc of II pilrticHlar standard, qll<llily or grade, or thlit goods 
are·of iI [lmticulai" style or model, irtlJcy lire of rll1oiher; 

(xi\'). Failing to comply with the t"'TIllS Many written guarantee or warranty given to the buyer at, 
pric,f to. or alter a conlJ<lCl lor the pun::.lm'<:t! of gflnd~ or services is mnd(;; 

lxvt Kllowjl11~ly mi~reprcscnLing that ;,:crvices, rcpla(;~;rllt.:nb or n:pllirs [lrc needed ir thev arc not 
nce~lcd; 

(.);vi). Making repairs, impnwcmcrUs or replacements 00 11l11g,iblc. rcal or pen.ona) properiy "f a 
natltle or quality inf(;!rinr (r) or bdow the !Standard of lha. agreed to ill wril ing.; 

(xvii). Engaging ill any othel" fTaudlllC'1I1 or d::ccptl\'c conduct which creales a like lihond of l'Ollfllsinn 
\lr nr Illi!'tmderstandillg, 

Case ID: 1302003(10 
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37. Plaintiffs aver Defendant has violaled these, as ..,'cll as uther provisions, of 7J P.:). §20 1

2 S1~q. 

~8. Sect-ion 201-3 . .1 of the Act provides that the Auton1otlve Industry Trildc Practice rules 

and regulations ~doptcd by the ArLomey General for the enforcC'ment of this Act shaH (;<.lJlslitut..:: 

additional violation!) ofthc Act. 

39. Defendant's condud surrounding Ihl' !'laIc and Ijcrvicing oflhe subject w-hicle falls within 

the aforementioned definitions of"unfair or deceptive acts or practices." 

40. 111C A·z,t also authorizes the COUlt, in iI::; discretion, to award up 1o 1hrcc (3) times 1hc 

actual dumage.s slI:->tained fbr violations. 

\\rl-lEREFORE, PJaintift:<; respectfully demandjudgmclll against Defendant in an amount not 

in excc:;s of Fifty Thousand Dollurs ($50,000.00), together with all collateral charges. 3ttorneys' 

Ic~s, all court costs and treble damages. 

Case 10: 130200360 

-~-... ~.~..-----------------------------

PE13-003.4 000353LC

http:50,000.00


'.J. 

. . 
VERIFJCATION 


Robert A. Rapkin, slales that they are the 4lttorney for the l'laintiffs herein; that they arc 

ut:!.)ullintcd 'with the facts set fOlih in the foregoing Complaint; that same an~ true ami eorrect to 

the best of his knowledge. information and belief: and that this stalemcnt i~ made suhjcc1)'l1lhc 
/ 

1\:naHics 01'1 R Pa. C.S.A §4904, relating tn unilWnnl falsllicati()n~ to authorilies. / 

",-_.. ' 

l ze 13J~}TS\. ~1\PK1N.;E9t)UIRE 
Attorney for Plainijff.<;~' 

, ! ,; 
,/ 
, j 

II 
1/
! 
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Contract Number _____l:IeillcI Numtmr-.\,..: ,,-- ',.J• -_. ---.-.-------~-----.
Co·BIJYor NaMe and AddresS CredilOr<SeJlef'(Name and Address) 

(InclUl1ingCourl!y and Zip Code) 
Buyer Name and Address 

(Including CO\!!I\yan(j Zip Cod!) 
y'. f~:\rl~:t Y FORn Or' Flr dfi,:i~~'lNr HlrnL[ EU~M:q~ DREW rHRISrOFHFR ECKKAf 

., ........ ''I', 
 ~~~i,} i:. !':t.Of.}; ~ ~: ~!: :'{ 
: 

il0 1~~~4~~A~r RI"5F I ~ In i:O ~HfSAPEAK~ ~I~~! !~ -'.t<; :. " 
~, '.". 1 ~..; """ v: ,... ~ .l~ 1 d r,:dl-l ';!I' :' • "..,.. 

You, thnBuycr (and Co-Buyer. if any), may buy the vehicle below for cash or on craditBy signing 1his contract. you 'choose to buy the vehiclE 
on cmdit under !he agreements on l!1e front and back of this contract Vou agree to pay the.Creditor - Seller (sometimes "we· pr ·us" in this contract: 
Ihe Amounl Financed and Financ.'e Charge in. U.S. funds according to the' payment schodule below. We willligul'e your finance charge on a dail~ 
basis. The Truth-In-lendlng Disclosures below are part of this confmct. 

Ncw/Usrnj Yoor 
Malto 

, alld~el Vehicle Idanliftealion Number Primary Use For Which Purchased' 

, " 
l" '" ~ • : (' i~ 

Q.personal. family Of hQusel'lold 

U business 

o agricultural 0 

. FEDERAL;rRUTH·IN-LENDING DISCLOSURES 
FINANCE Artlount . Total 0-' . 
. CHARGE. Financed . Pavmen~ 
The dQIf<lr Tha amount 01 Tho amol~nl you 

amount tho credit provided w~1 haVe paid alter: 
credit WIll to YOll Of 'you hl\ve-madeall 
cost YOIl. onyourbcihalf. payments'as . 

scheduled. 

.Total.Sala 
P.riee· 

The 10lalcostol 
your:p'uiChase on 
cre'dil,lncliJding... 

your down ' .. 
. payment of· .' 

$ zooa. eOis 
;'~ ill.! <$ :...-2T·~30 ,ctO $ .1;~:-7-::. fo 6... $ 3J,('7'3 4-c. 

ANNUAL 

PERCENTAGE 


RATE 

Tha cost of 


your. credit as 

a. yearly 1810. 


Your Payment Schedule ~ilI8e; . 

-----------------------~---.---------------------.------------------__1 

Late Charge. II puymenl is not received in lull wllhln _1L ~ys afler it is dUB. you VIii! pay a lata charge 

c:1 .. _1.1) ,__ % of tho jlml 01 Um paymenllhal is late, wi.lh a mInimum t.hargo 015 _ .....'l..._ 
l>rcpaymcnt. II you pay nff nll y<?ur debt carly. )IJJU win noI have 10. pay II ptlnaHy. 

ScclI.rlty Interest. You nl:U.g!vlngll sc£uriIy interest in the vcl1ic1o being purrJJaS1XI. 

Additional lntonllolion; SOD !hIs contract for morc in!ormalion. including Iolormalion!lbout nanpaymom. 

d(lj'lIj:~ Mit raqulrlid repayincnl in full bQlor~ II'G'sch~l-'ied dalo and s~ity inwlOOl. '. ." 


ITEMIZATION OF AMOUHrRNAHCEO 

1 CashPrioo 

~ g:1:~~~i~~~~;{~~:db;:~rh~~1 ·l=.:~;j~)'
c FrerghtCharge 	 $___.::..~(q 
o 	 OUler $_..._._._~':ii'.JD) 

To Whom Paid _ n!.!.~ ____._______-'-__'"""--~ 

E Othor $ fi!':'{E) 
ToWhomf1aid' 7;'fi, .___ ._._.__ ~__ ......__.______ 

Gross Trado·ln Allow~nC<.\ $ Ni-iL. 
Loss pay 011 MMo Oy ~'Jc::~! $.___.J'i 16._ 
Fqllnls Net Trndalo $___._tJ..lA 

$__ :-i;;~I Gllsh 
• Olher _~.~ ________.-..C.____ . __ -' $_~l):'iC: ,ili.::.. 
(II Mal downpaymonl i& rlO!1<1tive. cnw '0' and set: 41 00101'/) $.......2flUi:.-.1.LL (2) 

J UnpaklBal<llnlofCaslJPnoo{l m1i1\!!:2) oS :).~T, :.; I;"~ (a} 

Insllrance. You may buy U1S physil;al damage 
InsUrarJOOlhls' oontract requinm (saG back) from 
anyone ym.I ~ Vlho lu acccplable 10 liS. 
You ~re oot required to buy any other.lnsuJ'{ln~ 
to o~laJn crc~iI unless .tho box indicating 
Vcildor's Single' Inlares! is requirod is'checked 
,belOW: 
. . II any insuranoo is ct1ecked below. policics 
or .cortifICStBs rrom the named insuranee com
'Panics will describe lhe fOmlSand oondllions. 

COOck.tne InSurance you W3nt.snd sign below; 


Optional CredIt ln~urance, 


o CcodiIIJUi: 0 Buyer .Or,0.8uyer o 60th 

O'GIllIfIl Ofsabliily (Buyer Only) 


PIe!1llum: 

. . CreO!! Uls $ _,_.~__".~L.,,_,___ 

Ctndil Disability $ .• r " 

Homo Dffioo Address =:;-'-.,-----------.  'I' 

'ilIA 

Cccditlifa.insurnnoo and mldiI clsallilllv InsurallCillml not 
reqUireOIo'obIniiJtI'll!fil Your dec:isionio buy orno110 buy Ii 
crndillilD fr\.-.uiance or'CcC!lil disability insUlllllCe will rot be 
abctor in iI1s credit opprtMII p!lX'4SS. lllCY'will not be ! 
PIt1'Iided unless ~ :;Ign and ogree 10 pay the atm cost. 

·If you ch<iosG \his InslInmco, tho cost Is shown in i!am 4A I 
of 1M Itomizalion at Amount Flnw:Ild. Cretlil life I 

Ins\iraJlce i$'bascd on )'OoioJlginal paymenl sch!!dillc, ! 
This instll'8IlCC may nol pay an yll!J owe on lhis conlracl H j' 
you mal!o /ale paymenl.s. CUlOtt dis®lilIy insur.lllCC does 
001 cover any Increa.se In }\'JI1r p:r;mooI or in 1ho number 
01 payments. Cowmgo for Crcdillifc insUranco and Cfeuil 
ol5l!bl5ty iMUlBllOO'eOOs 00100 OIfglnal duc. datI'! for 1ha 
last pl!YI1'Iefll: IInloss GdifMrenl tenn for the tnsUlanca is 
sho\m be!OI'I, . . . 

Other Optional Insurance 

CI IliA " 


Type oIlnsulallCll "-ram; 
Prcmfum$ ' .•, ._.~_ .. _. __ 

Illsl1!anro Comparr{ Name. ______ ...._ 

;,: '), 


.. OIhef Chal'glls IndOOI!l!J Amoull~ Paid to OlllCfS on Your Iklhnll 

(Seller may!\eep pari althese a:ooun1s): 


A Gns! of Op;iooal Credit in:;ur.;mc:c Paid 10 InslJTance 


Compl\lIY Q( Companies, 
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__ 

~tJililt_. __ .. 
• B 1fOl1dlU'S Single Inicltl$IlnstihUlc<J 

f'.iid \0 I,:,~r"nt~ C;)n1j.i"!:'L•.....__.._._ ._._____-__.5_.. •_tl.!..p 
C 91het QP-tionAllnsurance Paid.to Insurance Ct>!-"P.!!!!Y. or Companies 

o OIfl<;:1a1 Fees Paid to GO"IOrt1n)ent ~ncm. . $__-,-,N"--'",,,ft._ 
E GovernmeniTflxes fi/otlndud..."(! in CaSlfPrico -----0:---- $ ·1 S20 . 90 
F G~e~nt License andlor Reglsfl'lllion Fees 

t ~': __ ~__.*_,,~'~.~,~!7.); .,_"'.___ ~~~ 	 1}S.OQ-------$ 
G 	GOVOfnrneot Cerlifica1a 01 TII)e Foes 

(induOO!l $ _ ,. . __ ~'L ___ secHrity interest recording lea) $ _~'i.' ,t;,· _ 

H 9p.1iooi!! Gap Conlract ..______.~""____ $-'---:~~ 

I 	 OIMr Charges (~Iler must idcnLijY.Ylho.is paid and 

~~~b~P~L)~'_____~________________ 


til._.:'. ___ ,_,__ for1?r\or Croon or loase Balance $ N18 
~._.. tor FORD ESr ___---'-_$. lQ1S.QO._ 
to,' ; __·~Ior=-;;:~:.!./-,-A,-._._-_-_.. _~__~. S_. H I A. 
fb·"~-.=_-_~~,___---,-,fo:.:..r...!.~.!..-/~4_.__-"_____ $ tl/11
~__.__.__...______._____"'!..!.'___, __________ $ :" f ' 

$~...ihL(1) 
$.2d..~.,hL.slL~ (S) 

[]VENDorrS S!NGl.E INTEREST INSURANCE (VSlfnsufallC&): litho ~1lCE01I!l OO~Is~, the Cm:Jitor requirll$ VSI k1sumnoe for 
lhelnlliallmlllollheoonlradlopm!edIlJilCredaOflorbssortiam:llJOtoIheYel1do(co!i:illl, fire, Ihcft). VSI~l3forlheCred1or's 
110Ia plulc-tfim, Th!s inwtar.ce docs nol pro!a<:l yoor lnIO!'oslln lhe veIIIde. You I116Y chOOIlO tbe InslIlBnCe tolllpany Ihrougb wIIleh 
tho \lSI insu@nce Is oblalned, Ii you elecl to ~ Vs,insl!lanco ,IhRlU!l~Ibo. Crroilor, IIIe ~I of Ihis.ll13UI'IITIQ'I. Is, 
$ __H" : and is alroshown in item 48 oI.lhe Uomizalioo 01 AmountFma~,Jlle.~u b lor tie ir&I term 01111& COIilrad. 

OPTIOi~: 0 YOIJ Fay no finance chargo if the ArnountFinanccd, item 5, is. paId in full on odJefore 
.. , Yea! , SaLER'S INITIALS 

. 

.--"----~-----.._---_. 
. 11om0 Ofli-ce Address· ______ 

~ 	 . 
O'oh!!rop\ional in:sumnce Is 001 required looblrlin credit, 
Your deci5loolo buy or no! buy ollier opllooal insuranoo 
vlfilllOl be a l3c'.or In \00 crodit approval ~.Hwill 
not be provided unless you sign <.md ngree to par the. 
extra 00Sl 

I \'Yant 1M ill$tllilflC8 etlcxXed aIx!w, 

X 


THIS INSURANCE' DOES NOT INCLUDE 
mSURANCE OM,YOURL1ABlUTYFOR BODILY 
INJURY OR PROPERTY DAMAGE. WITHOUT 

. SUCH INSURANCE YOU MAY NOT OPERATE 
, THIS VEHIClE ON PUBLIC HIGHWAYS. 

Remmed CtIeGk Char@!: You agree lo pay amargo 

·01 $. 15,00 il'any cftedI: you,~ us is· 

dIshonored on Ih6 SIlOOIld prCSMImen1: 

OPTIONAL GAP COfIlHACT. Agap r:OOtmd (debt C2llClll!aUon 
conliatl) Is 1Yit, roqWed II) 00Iai1 cniCii l!!1d MllYJt be jXlMded 
unless you sign Iiek1It 8RI ~~ pay DIe em dlargn. II you 
.~tob!'Y~~,~~~~IIIII!!m:Oflho
Itenizalioo of .)UKg3Il txlnhllCl details 
on Ihe ICmIs am tIlI'Ii!ions II pt~ " 1$ ap2If 0/ II1is oonlIad, 

tertii ':7'; 

Namo 0/ Gap ConImcl 

Iwant to buy a oapcoolmcl. 
.  , .' ./ . 

BU)'erSigns )(, ; , .... '.~.... ::t Ii .1, ..... ...,: ...,.r.
.", . 

~. 

NO COOUNG OFF PERIOD, 
State law does not pl'Ovide for a "copljog 'off".or canceilation .period ·for this sale. After you sign this contract, 
you may only cancel it If. the seJler agrees or for legalc.ause. You'cannot-cancel this contract simply.because 

.you change your mind.This notice does: not·apply to home solicitation sales; '.'

IThe Al7n'uaf Perce''itage Riitemaybe i)egotiab(e with the Seller. The Seller may assign this contract 
and retain Its rigllt to receive, a part of tl!e Finance Charge. 
IiOW THIS CONTRACT CAtl BE CHANGED. ThIs amll'cict. alml9 wilh. all.qther documents signed by.You in oonlleclion \'.1Ih lite pJrmasEf ollllisfte,wmprisa 1he enfirc 
agrel:lmoot between you and us affecting Ihispurchase. No OOIl.agreements or undorslandings.arebinding. UfXln assignmerJl of litis 00n1r.lct Q) only this wntracl and lIle addenda 
to Ulls con1!acfromprisolhe entire agreempJ'/t between you and lfie assi9nee relaUng 10 !hIs contract; [u) any change II) this conlracf must bo in wRling alxUhe assignee must sign it; 
and n no 0 !ch 19!5 bindln B S' X·"-' 1 . r . . X - -. - ..,,-,:::: . , , ~I . mal. are J ,g. uyer Igos .l j);r c ."9, •. > d, it. ,Co-Buyer Signs .,.:::... _. I _.~. , __ ...r, "_.". _ . ..-: 

" any pari of this contract isnol valid, all Olhar parts slay val' emay delay or refrain 110m enforcing any of ollr rights undellhis contract vlillxlut losing lhem. For axamp!a. '118 

may extend the lImA for making sarno payments wilhoul extending the time for making olltcrs. 
.S!1e b~ck for olberimportant agreements. - " 

... ,~ -' .. , .. 

NOTICE TO RETAIL BUyeR: Do not slg'nthls contract in blank. You are entitled to a copy of the contract at fhe time 
you sign. Keep it to protect your legal lights. 
~---'---- ----, -.~-." ,~,---~ 

You agree to the terms of this contract. You confirm that before you signed this contract, we gave iUo you, and you were 
free to take it and review It, You confirm that .you received'a completely filled·ln copy when you signed it. . 
Buyer Signs X '>. ~ 

r.-.' .... :#~·· 
Co-Buyer Signs X ! f! •. .' ~__ Dafe:'::;:~ 'r,; Date~:..........:.~_ ~ -

Co-Buym:-: aM Olhur o.'1~m<l' -I\co-buyef is 11 perSOil who Is responsiblo forpayingJha cnllro debt. 'v, Olher!NlTlef is ~ person whose na/1l1t is 00 \hc.fitl8 10 100 vehiclil but 

dClCS 1lI)1 hll~'6 10 pay the debt The olher own!!r agroas 10 UW security interest in tho whlcle given 10 us irl this conll1lcl. 

Otlmrovmflr~f1Ip'~r;- X", ~~.,..",~ ~ - • 31 AddrBSS --
&llforsigns _. 

::,;' 
ByX " \ , Tille .'_.(' h. 

-''''-'-. .,-----. " --.!-'-'~ 
~- ........ ~. " .. '" '''''',J 

.. t. " . - :".~ ';, : ~ '"""'.Seller aSSign!! iI!;, illlorosiin this COIIIIIlf:t 10 (AsrJgoee) lI!lder !he loon:s of S<JIIe(s IIjl1'eC(11elll(s) Wi'JJ Assignee.
i---... =- .----~ 

. 
:1.P1:~q~-yIi~~,yl;...e r!'"';' .., .. [J Assignod I'.i!houl recourse 

..' 
. i 0 Assignod with IiniIed recourse 

~. 
. '''':.' .. ; \'-;' .E·· i": '.. .. ',,' 

BV l1Uo 1". :f"" : ~'( 2~).ny_ 

I 

'.''''''~;'- IL/,. 
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.. p, I 

NJ\TlON'\'!EHICLE SERV1CE CONTRACT 
hPI'LlU, "1. TERfllS & CONDITIONS 
(AUstalt' "ept Florida) 

EXTENDED 
SERVICE 
PLAN 

-- SECTION A • END/VIDUAL VEHICLE REGISTRATION SCHEDULE 

o CPO:' :.:! ::; 

'>'"hlcle ltIel1tilicnliQn I~umb'-'I Signature Oat" Warranty SIan Di1t.c o 1,1I;O;ltplt'I(, Vp~c1" 

o P:;liCf) Vei,':::le
YIn U "'"t_ 

SECTION B - TYPES OF NEW PLANS ---------~ 
"'J E~tfllCN~: [J Pr<?miuIllCAnr: (SI'Ind<'ltQ Oeductltle i~ S Hlll) 

r;OMPfH!' 

hEN IAt (; 

liliPEr: f.-. 
ll!:.tHJCTi! 

t:I'TI()tj', 

l"'"""' 

I com: (t. 

) '.111 to",,· 

~.. u·

f;~:"'V }-·l.:'"i:·~ 

fo.bn:')I:l ·,f ~., . 

:I~'{{'i Vik-: 
U5tV Pl:H.< . 

I
TI'~r l'Al/; 

VIA1U1AN1'(

!;: ;;'p;~:::f';

1 l."·Y\.'i·-I.<f~ 
I, i (~'-f,-!'tV Q~ • j 

O~"Cr' F'-':1 
i .- . 
; CUlren, ;', 

L 

"WffAP COVERAGES (Ki;?·Hy::...d3i;M :$lIl>tsI'i); :J E~tIaCARE :J p,.)(l;iu:nCAfiE (SI3.'d:u{! l)'.ldUClibI9 is SiOQ} 

. ," GOVEnAG,; C H:;ni"ICI\HE ;81«0\1&ro ll00llt;bbl", is $iJ'J 

'. ,~OVEHAI'>E5 i, I),e:oel Enntrel>AR!" 0 Di"scl Enfli~.6CARE Plus :SIClIl'jam Dcductitl(' Is $0) 

_.. i" SG !-~ $2011 (1\.(1; A'Jrlil~;)lp nn;.11 r;Nf! r."II'lf.:l'lI'S; 

i--- .;;~,(I j ,-",·,;'r)p0ilr'-\lI~IC\ ;\vaiU,llIU on :1\1 CU{Cl C",vctager;) 

; ;:"r~t Day Rt'n:al ',Com :;";v,:r'<".;;,) 1"-, Er:hnn'~f!d HalO);!' (~")l :;\11;\~(ililo On /1.8 C;:;"clag~i 

L !;.: M('I\1h~i:'1;;"XHjU r..1ii<-:,~ L /\mbuIJfl\:"t,:;h"lIh:.'r·y., Truck ,Sp!';cla':y: :::1 SnGwplcw 

'n f:Cf'l(llf...rci~t, 3n5 r'-cs~ U~e r TIJIIX";chrlr;2rfSup~-r~hGtger 

• SECTION C - TYPES OF USED PLANS ----------t 
L :·..In(, !_J Oi:nr)r!;r;p~! 

[J ['r.Il:,·):;,,(; R'Jn:~, :J Tl'fj)(.d1~HJ<')r!Sllpr,-cN1r;JGr

----*-., S[XTION n - COVERAGE TERM AND COST 
, ~:.ltjeNTS: C':\~i~IJi-; UEGltiS ,1 ihH N '.'J': \/;-HJ~ urrdp.:) Wilrr~;11~' S~.s!l r'F.:t(; 3~d Z<Hv M~o;;. G-:Jv':!:Jgo alDS.:1t THE EARl U::fl Of 1,f:' 

. ·,~tv\!J:c; {~f I I•.~ NI.I:-:i:Jer ::; ~J;lc.r; (or rk,tl:~ try 'n(;(,"rn:!.~r(· V"h-c'cs t:ni~) ~!:J7fhffsed InY" Ihe New 'I'JI11CIe I ir~:c·d V'Itrrahty ,r5lt1f? Dele (V 

·... I.~!,>¥.~- , .... "r..;-i..; •... j:f.>,' •• ··v.:,.',...... ,,::._~,.... , 

YUH $p~ClnC :~'E(;AL alGHIS. WHICH ~,t".- VARv f1t;;~1 SfAf.e i:l ~r fJ.1E.. 


~y:,- •.-::1 ,,- A>ID WASHIN(.iTON RESIDENTS, PLEASE SEE REVERSE SIDE. 
,1<:.' -I:· ',' :,'f'll. r--,tly.~ ~ ~il~n (1,"'''; i';- T.~ir!l~> ;:(.(j Crll r;j'~~>I€i !f:',r: 'E;'l:~ra .afe~n('fH·) tl! !'X~ :.r Ji:: t'~ 3~IJ ~l :ttr,J r-fi!f:o t.c i:l~ u(- ttt:rl!i f,fj ((!f-H':fl(., I G(.t·~_ ;; 1"":& rJJ:!!"l 

'" ,.-,',','. "~f ~ ~1Ji!~ r Ii' :~ S:-I'~+-iJj ~\: 'I 0;11,." ·a.;!:1~l·Cf"'V~=( f~,:O::-1; nr..r;Q:'t:.tlhS ~ ato )j~';,;!' tJ~ (f(.rr..l"fleo~:igt} I;: fltfUr!); A;J:l~~"hf(j1\L ei'::~\ ?..$~ifj('"\'/i'/) ~':~i~';f!::: tf ~.., 

--'-'.~~~.--~-.-
S \11>"-'''' f. _1(,\0., 

, J. 

-------_._---.._-_.,it;a;J.);:1J:rn;;;- 
~.:. I SECTION F· DEALERSHIP INFORMA nON ---------4

"! .:..': ..... 
( ) 
---- f>i7c);;:- ~;)r----

1!'!,~pIillL·A·'N·T·I-F"-F··'S~'''''.L .J--"-- ] _:-__J:uJ~! 
_____~k_ .._,____ '" E SfAHS I:l P&A G"do 

CaRe ID: 130200360 

PE13-003.4 000357LC



---------------------------------------------------------------------------------------------. 

-. 
Ramsey Ford of Elkton 

CUSTOMER #: 63083 96824 560 E. Pulaski Hwy. 
Elltton, MD 21921 

* INVOICE* PH: (4101398-3600, FAX: (4101398-1029
.1USTINE NICOLE ECKMAN 
110 CHESAPEAKE RIDGE LN APT 3D 
NORTH EAST, MD 2.l901 
HOME: 610-470 4378 CONT.: 610-470-4229 

02-

PAGE 1. 

WRNECH LIGHT CAME ON AND TRUCK LOST ALL THROTTLE RESPONSE 
OVER'AND;TUllliED OFF·AND BACK ON AND TRUCK WILL BE FINE 
HAPPENED THREE TIMES IN LAST WEEK 

CAUSE; UNKNOWN . . 
01 UNABLE TO DUPLICATE CONCERN AT THIS TIME 

56171' :C 0.00 0.00 0.00 
UNABLE TO DUPt.ICATE CONCERN AT TlUS TIME 

***~**w********************************************* 
B PERFORMED MUI..TJ -POINT INSPECTION 

NWD NO WORK PERFORMED AT THIS TIME 
S6J.71C 0.00 0.00 0.00 

~--.--- LIM! \I'..IJ ""'"........ , ~\~..:}:;p~i'lr.ml1:ioN~['M tIQU'tt: WI iOS? 
1HAT YMUI: l'Hf, OJ'STOM£KS N0100 .....M{tC\..E IS ON Ttf€. t~LUst-S Of TUI! AUTOMOT1\I'f! JtEi"Nn $ervlcelParts aro w9rr<1tTt1ld lA801l AMOUNTFACIUT'Y, nit; AutOMOlm REPAIR rAC>Ul"'t M"l'. tlOT bE m:§lON'SIOLE FOIl lJAUAGf 'to 1lsf: 
(:usrouars ""0"f(:\0 VCHJ(:lC· lMlD'( CUlTAIrJ·CIRClfM$TNJCtS. AN:D "ntl.T THE CtISTON€", $iOUlD 12.000 miles Of 12 months,
4S)( A 1k.,w::OOt'rhTl'lJ1t Of nw MIli1Jt(OTl'Vf: RfPAm F.ACttnV ABOUT rtf(. a;X'1't.NT OF ITS . whichever occurs Oml. Thl~ PARTS AMOUNT 
Kt;sPON!;tM.1ty~ t1.tCW()tf,IC THf \:X18'T.O~ lIn:-~C~ L~llAIli:O'F tHE At1tnU011Vt: flEPAln 

..,,,tranty dOli!> not e)(c/ul'l e Qf"N;(U'Y. GAS. OIL, LUIlE 
fA"~lflle1lJ't-!" $txoci" f'Q1I~ "rir_..t~ 'P'I~\h'n'J. modify any other warrantyr:.e.rlll t .. ·...,. '~t.rllu J"I"lo.ll1U~.do'.1't t" ,....;..::l ..... ·n.tttlf\llll }(q........, Tllrit~ r ... '«ty ~tJ:tnn SUIlLET AMOUNl'tN.a.T.sA, w.th bo..tkUU ~ W'f $ftt't* ., d\c.'W 'Il'ttrdc. y"" I"IWt cbtM 4O:tit::' _ t..'1tU bcJOetiR; ptos<:rlbed by law. Labor 
1~ _thiot tho!! 'tIt.U\uf~IUfK (1f' N..H..T.SA in ~tSotI. atnu, ~~1~ <!J a~f chara&s lifO basoa (In MISC. CHARGES 
p~h d~))rQ!t'ft41:icil.......rkh tmI)' be "", • .v.'cr,tl ti!'!'M eor ':1;~. 

ALL PAInS AilE New EXCEPT AS NOTEO prnvciling hourly labor rato - TOTAL CHAnGES 
REPl.ACeD PI\!ITS REQUESTED BY CUSTOMER DVES DNO timcm m~Of5 manual 

l'IOURS: 
. . hodule . tESS INSURANCE 

Moodo¥ - tridav !:J PLAINTIFF'S SALES TAX 
7:30 AM • 5:30 I'M '" -§ PLEASE PAYSaturday 
8:00 AM • , :00 PM 

~ 
THIS AMOUNT 

.~. .. . -, .. 
TOTAlS."'.:.. 

......"'. 
0.00 
0.00 _...•_-_. 
0.00 
0.00 

~--O. 00 ..__.... 

0.00 
-----~'-" ~~ 

0.00 
o 00 

•. c. 

0.00 -eIBIT 

f? Case 1D: 1302003fi() 
~. 
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Ramsey Ford of Elkton 
CUSTC?<S'R. ==: 53::: B3 97913 560 E. Pulaski Hwy. 

Elkton, MD 21 92 1 
*INVOICE* PH: {410) 398-3600· FAX: /4101398·1029

\JIJSTTI-ffi :c::~~..:;: E~'~?:~:!L1: 

110 CHESA2:::;:~:<E FC!)3B :':N APT 3:
NORTH EAS7, :.::; 2ise:!. PAGE 1 ~HOXE: 6:..::-·n::-43 78 CO.l>."'T :N/A 
BUS:,302-623-41.4~ CELL: SERVICE ADVISOR: lS225 SABRINA DES'I'A17NEY 

-': pc .NSf:, , " Ml f:\GE.INrGUT TAG 

47931 4B022 rS99BLACK 
DELDA1.'/; 

1.7; 30 1.0DEC1.2 
OPTIONS: STK: 3457 ENG: 3.0 

PAYMENT INV. DATE 

23AP -"CASH _ 19DEC1.2 
Liter 1} CUSTO:t:ER CALLED 

ON :n/15/2012 REQUESTING FLIGHT RECORDER FI.IGHT 
07:54 10DEC12 ' 12:39 1.9DEC12 RECORD 2.NOT AVAILABLE AT THIS TIto'fE 
LINE OPCODE TECHTYBE HOURS LIST NET TO'I'AL 
A CHECK'FOR INTERMI'nENT LOSS OF ACCELERATION 

01 ROAD TEST-SEVERAL TIMES UNABLE TO DUPLICATE 
CONc:ERN 

a05 (c-o.oo 0.00 0.00 
***~************************************************ 

B PERFORM THE WORKS .LOF ROTATE TIRE PERFORM l'JfPI Tel? :::·::::·=~s 
vl0RKS PERFORrr, 'I'HE 't10RKS LOF ROTATE TIRE PERF:;?:·: 

MPI TO? FLUIDS 
3297 C 0.80 39.90~9.90 

1 FL*5C~*S FILTER ASY- O~L 9.76 9.76 9.76 
6 5,';'2a 3::::::K C=:: 3.se 21.00 

C PERFORMED MULTI-PQINr 
99P PERFORMED MULTI

3297 - ie, 0 _ 0 0.00 0.00 
GTIRE TIRES ',GOOD AT 

'3297: !C 0.00 . 0.00 0.00 
GB}\TT BATTERY GOOD AT THIS 

3297 - )c 0.00 0.00 0.00 
YBK BR1I.KE l,JNINGS wn,L NEED A'l'TENTION SOON 

0.00 0.003297 [.t lc.. f~ • 0 0 \ '!. 5 H !3J !I '1 "I -' '. -' ,'''. . 

_ * '* 1< ,. **"'¥~fn~~ln * t~"'lf*1* *~;* ...~fvlr!':~;I;i'* J:'t!~.h'¥.-t *:~.~ -;')'~!}' 4< 
D CHgCK HIS'l'ORY FOR lSA'ME~ PROm;.1ET\1 A£S c m:':D NaT'DUt?l...n::ATl3- , "'.:i' 

SOL SEE OTHER J.jINE 
3297 ~C 0.00 0.00 0.00 
******~********************************************* 

CUSTOMER PAY ENVIRO iCHARGE FOR REPAIR ORDER 1.25 

_ 'J 7, ;2 } (/(;J/'K:.> 
~---

Jf L-j t, 5<i' 
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Repair Order Detail 
RO Number: 551202 RO Status: READY TO POST 

Customer: JUSTINE ECKMAN Customer Copy 

Phone{s): Contact: (610)470-4378 Main: (610)470-4378 Cell: 

Vehicle: 1 FMCU90G6AKC23996 2010 ESCA BLACK 


Mileage: 49,324 Payment type: CASH Waiter: No 
Service advisor: 114 Promised time: 06:00 PM Estimate: 0.00 
Tag number: T678 Promised date: 01/18/2013 Customer Comments: No 

-------------------~----------------------------.-----------~------------
A 	 WH1LE'tjRIViNG WILL" LOdsE-poWER NO THROiTl.£·R·ESPONCE, TURN OFF- .


BACK ON WILL BE OK; HAS HAPPENED SEVERAL TIMES UNDER ALL TYPES OF 

. DRIViNG'CONDtifONS - .-. ----.. ,-- .. --.-:-- -'" "-" .-... --.~~ -' .._.- .... -.--.' --. 

DlAG W DIAGNOSIS 	 0.70 ·6R95-Tech(s): -'78 . ..---.-... -------.. - ..----:-.-... ~;: .. :...:-.. ""
AL8Z*38414*A 	 0 JOINT AND STUB SHAFT 0.00 . ---.-.---- - "- -.- - ...._-. 	 -, -.- -.. . ..._..-:- .. - -. -~--"'-"A-S-Y-~'" "'-~.~"::-"'~~'" 

AL8Z*3B414*A 	 0 JOINT AND STUB SHAFT 0.00 .-.-----..-	 - . "-'-"-'----'---AS"'Y'-'-:'''~----:~--'--': -'" - ... 
DS7Z*9E926"'A 	 1 THROn-LE BODY AND 120.18 . _.-.-.. -.. -...----.-..."---.--~MOTO-FrASY---:--::~..... _4'._. __.__ . . ...... -. "-'-"'-' 

XT·1 O"QLVC 0 OIL - AUTOMATIC 	 0.00 ------- ----.-----.---..--.----- --~--TRANSKi1lssrON;;'" ----.... -_. ------""- - . ---- 
Parts: 120.18 Labor: 69.95 Other: 0;00 Total Une A: 190.13 
Story: 49324-Tesl dnve-vehicle ancfverify concern. perromi:vrsuai"" -..-- .-- ----- - . -.----
inspection. No tsb's or ssm's. Check for codes. P2112 in 

peM. Perform f'PT bV-:OV1":yes:"bV3-~es':DV~YE!s:l)V5~yes""" -...." .-.- - .- 
5volts. DV6-no. OV11-no. 874 ohms. Replace throttle body and
retest. Concern li"fixeif·----·- .-----.. ---~-- ..... --- ---....---.- ." 

Q99PJ=ORo--aUfCKDfNE--'I\JSPEcnotf· .. · . - ---... ..B 
Q99P COL' Q99P FORD QUICKLANE 0.00 0.00 - .. .-- --. :....... - --"N-gPECTION '.---.. ---...----


GBln~{~{~ ---gAITERYCRECR OK'--'- -- .----. "-0.00' '---"-'(j]m 


Tech(s): 78 

Y8K '-COr"-- "-BRAKE~fNEE[fFDTOr{~-'-'--" -'0.00 


ATTN
Te-dl{sY:-,B - ---.---.------ ... --..---------------------------... -.----- .... ---" .---

YTIRE COL FUTURE TIRES NEEDED 0.00 0.00 ... -Tecn(s):7S- ---------.. ---------.---- -.-.........-- -- ...------ ... -'- .--- .... - ...... '-'- -.--.. , .. -- - - ... . 


Parts: 0.00 Labor: 0.00 Other: 0.00 Total Line B: 0.00 
. - - -..- '. -- -- -" .--~----.--- - .. ----.~ ..-- ....__ .- .- .....----.--_........ -_._- - ..... - ..-•.......... --... -_..... - ..'~.'._._.'- ..---.
.-~ 

C 	 IF UNABLE TO DUPLICATE - -INSTALL DATA RECORDER
MISC---'-C--'--'- Mfsc----..----· .-.__.---...- ·--_..···--().OO"- --. D.do-

Tech(s): 78 
Parts: ---. d.od Labor: '-O~OO'Olher;---' -- ···tf.OOTofiiirUneC: 0.00

O"CUSTOKAER- SorATES:OfCLE.Al<lNG-fROfVfUNOERVEHICTJ'=- - ----. 

CS W CUSTOMER STATES: 0.00 0.00
Tech(sj:78 - -- -- ---- -- --------------.------.-.--- - 

" 11 TIC 	 19.74XT*10*QLVC.. -......- -..- ...-.----.---- ....... 
~ 


f\J----- ... -.. --... -- ----'- ..PLAINTIFF'S ~~ EXHIBIT ~AL8Z"'3B/t1~~ _ -.__., rtJ~·_~Jj_'-'r::I.__...._..__.__ 49.04 
~ 
I;) Case 1 D: !30200360£:Pflgc 1. CrcatmJ: 0111812.013 03:01:53 PM 
~ 
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Repair Order Detai,l 

. RO Number:' 551202 ., RCf stafus: 'READY TO POST' 

Customer:  , Customer Copy 
Phone(s): Contact:  Main: (  cell: 
Vehicle: 1FMCU9DG6AK  2010 ESCA BLACK 

Mileage: 49.324 Payment type: CASH Waiter: No 
Service advisor: 114 Promised time: 06:00 PM Estimate: 0.00 
Tag number: T678 Promised date: 01/18/2013 Customer Comments: No 

_____~_________~____...._______"'¥_fIIo.,I____... "101" _ ..... 04. IOOI_-....._______~___..... 

Parts: :"6lf.78 'Labor: "'~::'(}~OO~Otner: ::''';'~;~'' ',(too Total,Une CE 68,78 
Story: 493301211068 Verify co'ncerii~ Inspect vehicle for leaks. ... 

. 'Found left side axle seafieaking;'J5erforihT$B 12'::1 t..s:··-';· ....... 
Replace axle seal, bushing and inboard ell jOint Fill 
transmisSion' to .p'roper"leve!'and'recheck.' No leaks...., .- . --- .. 
-------___~I_~____------~--------~-----------------------------------..... 

Customer Pay 
labor 0.00 


. Parts 0.00 

lube 0.00 

Sublet 0.00 

Miscellaneous/Shop Charge 0.00 

Total Charges 0.00 

less Insurance/Adjustment 0.00 

Sales Tax 0.00 

Total 0.00 


PRge 2, Created: 0111812013 D3:01:53 PM Case ID: 1302003hO 
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u.s. POSTAGe»~ OOW£S. 

~~~\!!.I.ll![1\\11 \\\11\ \'lIu" m'\\\'!\I.\'1\\I11'1In\\' \1\ If. 4 <-=:tr F:'" -v~ -~ 
ZIP 18002 ct Itft7 170 
02 1" ~\JtI. 

Q!G~2-""r" 0OO1378U5fEB 15 2013 

First Class Mail 

---82__ 

I KIMMEL & SILVERMAN 
------p_c..--~__ 

30 East Butler Pike, Ambler, PA 19002 

TO: 

Ford Motor Company 
clo CT COlporation System 
116 Pine Street 
Suite 320 

Harrisburg, P A 1710 I 

•~ ~ ~ ~ 
 PE13-003.4 000363LC



Last Handling 
Datel 

Issue Status 
1/15/2013 

CLOSED 

1/14/2013 
CLOSED 

ISSUE LIST 

Namel 
Reason Desc 

CRC RELATED - SUPERVISOR REQUEST 
SUBMITTED 

 
CLP -IN - SERVICE REPAIR - AT RISK 

Vinl 
Case No. 

Model Year and Vehicle 
Line 

1FMCU9DG6AKC 2010 ESCAPE 

1571273202 

1FMCU9DG6AKC 2010 ESCAPE 
1571273202 

Issue 
Type 

01 

04 

Ford Confidential 
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VEHICLE DETAIL 

VIN: 1FMCU9DG6AK  
Make: 

Model: ESCAPE 

Year: 2010 

Pay Load: 
GVWR: 04680 

WheelBase: 103 
GCWR: 

PEP Code: 202A 

Engine: 3.0L 4V OHC V6 DURATEC 230HP 
Transmission: 6 SPD AUTO TRANS 6F MID-RANGEA 

Paint Code/Color: EBONY SOLID C/C 

Calibration: AM71F30A 

Max Towing Weight: 
Axle Ratio: 

Warranty Start Date: 4/23/2010 
Vehicle Build Date: 212012010 

Selling Dealers Name: RAMSEY FORD OF ELKTON 

Selling Dealers P& A Code: 06645 Selling Dealers Sales Code: F27542 
Selling Dealers Main Phone: 410-398-3600 Selling Dealers Service Phone: 

Vehicle Order Image 
1 2 3 4 5 6 7 8 9 10 1 2 3 4 5 6 7 8 9 20 1 2 3 4 5 6 7 8 9 30 1 2 3 4 5 6 7 8 9 40 1 2 3 4 5 6 7 8 9 50 

U9DAKC2399610337B 8 2 04BD903 J A E 5M635 63 

1 2 3 4 5 6 7 8 9 60 1 2 34 5 6 7 8 970 1 2 3 4 5 6 7 8 9 80 1 2 34 5 6 7 8 9 90 1 23 4 5 6 7 8 9 100 

HN 6 2ZX V S BB 31 6F4792 0 UA KH W94 M4 B BG1 

1 2 3 4 5 6 78 9 110 1 234 56 7 8 9120 1 234 56 7 89130 1 2 345 6 78 9 140 1 23 456 78 9 150 

FMC6M5 202A G6PA 

1 2 3 4 5 6 78 9 160 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG6AK  Year: 2010 Model: ESCAPE Case: 1571273202 
Name:  Owner Status: Onginal WSD: 2010-04-23 
Symptom Desc: STALL/QUITS ACCELERATION ALL ENGINE TEMP Primary Phone:  
Reason Desc: CRC RELATED - SUPERVISOR REQUEST SUBMITTED Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: SUPERVISOR REQUEST LIVE ESCALATION 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: TIER ONE - MELBOURNE 
Odometer: 1 MI Comm Type: PHONE 
Analyst Name: DEMARA, MICHELE Analyst: MDEMARA 
Action Date: 01/15/2013 Action Time: 12.24.03.707 Action Data: Yes 

Comments **-CUST SAID..........---VEH CONTINUES TO STALL 7 TIMES IN 7 MONTHS--DEALER CANNOT 
DUPLICATE PROBLEM- CUST SAYS WILL BRING THE VEH IN ONE MORE TIME--IF NOT TAKEN CARE OF WILL 
GET AN ATTORNEY-CUST STATES THIS IS ASAFETY HAZARD-CUST IS DEMANDING A SUPV TO GET THIS 
ISSUE RESOLVED--****DEALER INFO-.....--RAMSEY FORD OF ELKTON560 EAST PULASKI HIGHWAYELKTON, 
MD 21921(410) 398-3600 .....·CRC ADVISED*.....---I ADV THAT IS THE BEST COURSE OF ACTION TO TAKE 
REGARDING THIS AS THE DLRSHPS ARE IN THE BEST POSITION TO TRY AND DIAGNOSE THE ISSUE AND 
PERFORM A REPAIR IF THEY CAN DETERMINE THE CAUSE OF THE ISSUES -- TRANSFERED CUST TO SUPV-

Data Element Name Data Value 

SUPERVISOR'S COSIO: RBUBLITZ 

SUPERVISOR'S NAME: BUBLITZ (RBUBLlTZ),REBECCA 


Action: SUPERVISOR REQUEST LIVE CLOSE 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: TIER ONE - MELBOURNE 
Odometer: 1MI Comm Type: PHONE 
Analyst Name: BUBLITZ (RBUBLlTZ),REBECCA Analyst: RBUBLITZ 
Action Date: 01/15/2013 Action Time: 12.33.03.981 Action Data: No 

Comments - CAS REBECCA TAKING LIVE SUPERVISOR ESCALATION FROM MICHELE. - CUSTOMER SAID SHE IS 
WILLING TO TAKE THE VEHICLE TO THE DEALERSHIP, BUT NEEDS A RENTAL AND HAS BEEN ADVISED BY BOTH 
DEALER AND FORD THAT IT WILL NOT BE COVERED UNLESS THEY FIND THE PROBLEM TO BE A WARRANTABLE 
ISSUE. - STALL ISSUE BEGAN 7 MONTHS AGO AND HAS HAPPENED 7TIMES TOTAL. - THERE IS NO RHYME NOR 
REASON AND NO SPECIFIC CONDITIONS UNDER WHICH IT HAPPENS.• CAS SUPPORTED CANNOT DETERMINE 
COVERAGE UNTIL SYMPTOM IS DUPLICATED OR OTHERWISE DIAGNOSED. - CUSTOMER SAID SHE IS HIRING A 
LEMON LAW LAWYER. - CAS ASKED CUSTOMER IF SHE IS REQUESTING A BUY BACK AND ADVISED THAT I 
COULD SUBMIT THAT REQUEST FOR HER IF THAT'S WHAT SHE IS SEEKING. - CUSTOMER SAID IT MAKES NO 
DIFFERENCE BECAUSE AT THIS POINT SHE IS HIRING A LAWYER NO MATIER WHAT. === CAST ESCALATION 
CLOSED === 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG6AK  Year: 2010 
Name: Owner Status: Original 
Symptom Desc: STALUQUITS ACCELERATION ALL ENGINE TEMP 
Reason Desc: CLP -IN - SERVICE REPAIR  AT RISK 
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 11/16/2012 

Model: ESCAPE Case: 1571273202 
WSD: 2010-04-23 
Primary Phone:  
Secondary Phone:  

Action: TIER ONE OPEN ISSUE 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: TIER ONE - MELBOURNE 
Odometer: 47000 MI Comm Type: PHONE 
Analyst Name: DOUST TY Analyst: TDOUST 
Action Date: 11/15/2012 Action Time: 15.52.07.819 Action Data: No 

Comments ***CUST SAYS**"=INTERMITTENT FLAT SPOT ON ACCELERATION & VEH. STALUQUITS=DLR UNABLE 
TO DUPLICATE=CUST. FEELS THIS IS A SERIOUS SAFETY ISSUE &WOULD LIKE TO HAVE THE CONCERN 
INVESTIGATED THOROUGHLY=SEEKING ASSISTANCE FROM FMC TO HAVE VEH. DIAGNOSED &REPAIRED=BEST 
CONTACT NUMBER: 6104704378***DEALER INFO***RAMSEY FORD OF ELKTON560 EAST PULASKI 
HIGHWAYELKTON, MD 21921(410) 398-3600 ***CRC ADVISED***(I WILL ESCALATE THIS TO OUR CUSTOMER CARE 
SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. A SPECIALIST WILL CONTACT YOU BY CLOSE 
OF BUSINESS TOMORROW. 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 47000 MI Comm Type: OTHER 
Analyst Name: HOLLINGTON ,BRIAN Analyst: BHOLLl10 
Action Date: 11/16/2012 Action Time: 15.24.08.685 Action Data: No 

Comments CASE RESEARCH; LTV =61(1 NEW) 1/ AWS =FSA 10B15 PERFORMED ON 9/8/10 TO REPROGRAM PCM; 
DIMMER SWITCH LOOSE ON 3/9/12 - REPLACED; WEATHER STRIP COMING LOOSE ON 3/9/12 - TSB 10-25-04 
PERFORMED TO REPLACE II PTS =P'CARE ESP UNTIL 4/23/16 OR 75K MILES; NO TSB'S; NO SSM'S II NHL = NO 
CONTACT MADE II WSD =4/23/10; 47000 MILES 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON 
SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10
HOLLINGTON ,BRIAN 
Action Date: 11/16/2012 Action Time: 17.30.34.613 Action Data: Yes 

Comments -- CSM BRIAN X77804 ... - OBC TO RAMSEY FORD @(410) 398-3600, ASM JASON .. - LEFT VM 
ASKING IF THE VEH HAS BEEN SEEN BY THEM RECENTLY FOR THIS CONCERN ... *** OBC TO  @ 

 ..-- ADV WHO I AM, MY ROLE, AND THAT I AM CALLING REGARDING THE CONTACT 
SHE MADE TO THE CRC YESTERDAY ABOUT THE LOSS OF POWER AND STALLING CONCERNS WITH HER 
ESCAPE.- CUST STATES SHE BELIEVES THIS MAY BE RELATED TO THE FUEL PUMP BECAUSE WHEN SHE 
PUSHES ON THE ACCELERATOR THE RPM'S REMAIN AT 0 AND THE ONLY WAY SHE CAN GET THE VEH TO GO 
AGAIN WOULD BE TO PULL IT OVER TO THE SIDE OF THE ROAD, SHUT IT OFF AND RESTART IT .- ADV OUR 
RECORDS DON'T INDICATE SHE HAS BROUGHT THE VEH TO THE DLRSHP RECENTLY AND I WISH TO VERIFY IF 
THAT IS THE CASE .-- CUST STATES THE LAST TIME THE DLRSHP HAD THE VEH IT WAS SEPTEMBER AND THEY 
HAD THE VEH FOR AWEEK BUT THEY WEREN'T ABLE TO DUPLICATE THE ISSUE AT THAT TIME .- CUST STATES 
WHEN SHE CONTACTED THE CRC SHE WAS TOLD THE DLRSHP MAY BE ABLE TO INSTALL A VDR ON THE VEH 
TO TRY AND GET ARECORDING OF THIS OCCURANCE AND SHE ASKED THE DLRSHP ABOUT IT THEY STATED A 
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VDR IS NOT AVAILABLE AT THEIR DLRSHP.- ADV I WOULD LIKE TO DO SOME RESEARCH ON HER BEHALF TO 

SEE IF WE CAN ACQUIRE AVDRAND GET BACK TO HER ON 11/19, CUST AGREED AND I PROVIDED THE CASE # 

AND MY CONTACT INFO SHOULD SHE WISH TO REACH ME 

Data Element Name Data Value 

DATE OF FOLLOW UP: 11-19-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE

Dealer: 06645 RAMSEY FORD OF ELKTON SOLUTIONS TEAM 
Comm Type: OUTBOUND CALL TO

Odometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl1 0
HOLLINGTON ,BRIAN 
Action Date: 11/19/2012 Action Time: 17.21.01.033 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. -- IB VM FROM JASON @RAMSEY FORD @5:03PM ON 11/16 ..- PULLED THE 
HISTORY ON , LAST TIME IT WAS THERE WAS 9117 AND THEY WEREN'T ABLE TO VERIFY THE ISSUE AT 
THAT TIME .-- CUST DID CALL THEM AND ASKED ABOUT THE VDR WHICH THEY CURRENTLY HAVE IN ANOTHER 
VEHICLE .-ADV I CAN CALL HIM BACK IF NEED BE@ 410-398-3600 ...*- OBC TO RAMSEY FORD @(410) 398
3600, ASM JASON ..-- ASKING WHEN THEY THINK THE VDR MIGHT BE AVAILABLE FOR THIS CUSTOMER .- JASON 
ADV THE VDR IS CURRENTLY IN USE AND THEY DON'T HAVE AN ETA FOR WHEN IT MIGHT BE BROUGHT BACK 
TO THEM .- ADV I WOULD CONTACT THE CUSTOMER AND LET HER KNOW WE DON'T HAVE A VDR AVAILABLE 
YET, JASON AGREED ...-* OBC TO @ &  ..- NO ANSWER, LEFT VM 
ADV I HAVE SPOKEN TO THE TEAM AT RAMSEY WHO DOES HAVE AVDR BUT IT IS NOT CURRENTLY AVAILABLE 
AS ITS CURRENTLY IN ANOTHER VEHICLE AND WE DON'T KNOW WHEN IT WILL BE RETURNED .- ADV I WILL 
CALL BACK WHEN I RETURN TO THE OFFICE FROM VACATION ON 11/28 WITH THE NEXT STEPS AND PROVIDED 
THE CASE # AND MY CONTACT INFO SHOULD SHE WISH TO TRY AND REACH ME SOONER 

Data Element Name Data Value 

DATE OF FOLLOW UP: 11-28-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON 
SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10
HOLLINGTON ,BRIAN 
Action Date: 11/28/2012 Action Time: 13.01.14.914 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. -- OBC TO RAMSEY FORD @(410) 398-3600, PSD SABRINA ..- ASKING 
ABOUT THE AVAILABILITY OF THE VDR AT THEIR DLRSHP .-- SABRINAADV THEY ARE NOT EXPECTING TO HAVE 
THE TOOL AVAILABLE FOR A COUPLE OF MONTHS BECAUSE THERE ARE SEVERAL OTHER VEH'S THAT HAVE IT 
SCHEDULED AHEAD OF HER .-ADV I WILL CONTACT THE CUSTOMER AND LET HER KNOW. SABRINA AGREED .. 
.*** OBC TO  @  &  ..-- NO ANSWER, LEFT VM ADV I HAVE SPOKEN TO 
THE DLRSHP ABOUT THE VDR AVAILABILITY AND THEY HAVE TOLD ME THE TOOL WON'T BE AVAILABLE FOR A 
COUPLE OF MONTHS .- ADV IF SHE WISHES TO TRY AND GET THE VEH LOOKED AT BY ANOTHER DLRSHP I 
WOULD BE HAPPY TO WORK WITH HER TO SEE WHAT CAN BE DONE TO GET THAT ACCOMPLISHED .-- ADV I 
WOULD CALL BACK 12/3 AND PROVIDED MY CONTACT INFO AND CASE # SHOULD THEY WISH TO REACH ME 
SOONER 

Data Element Name Data Value 
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DATE OF FOLLOW UP: 12-03-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON 
SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10HOLLINGTON ,BRIAN 
Action Date: 12103/2012 Action Time: 12.15.59.878 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. -- OBC TO  @  &  ..-- NO ANSWER, 
LEFT VM ADV I AM CALLING BACK ABOUT THE NEXT STEPS IN TRYING TO VERIFY THE INTERMITTENT LOSS OF 
POWER AND STALLING WITH THEIR ESCAPE .- ADV I WOULD CALL BACK 1215 AND PROVIDED MY CONTACT INFO 
AND CASE # SHOULD THEY WISH TO REACH ME SOONER 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-05-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 47000 MI Comm Type: PHONE 
Analyst Name: HOLLINGTON ,BRIAN Analyst: BHOLLl10 
Action Date: 12106/2012 Action Time: 12.36.29.862 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. --IBC FROM  ...-- CUST CALLING FOR AN UPDATE TO THE 
STATUS OF THEIR CASE AND THE POSSIBILITY OF GETTING THE VEH DIAGNOSED .-ADV THE VDR IS USED ON 
A FIRST COME, FIRST SERVED BASIS AND THEY HAVE A LINE OF VEH'S IN FRONT OF THEM FOR THE TOOL .-
CUST ASKING IF SHE CAN BRING THE VEH TO ANOTHER DLRSHP WHO MAY BE ABLE TO DIAG HER VEH .- ADV 
IF SHE WISHES TO GET THE VEH LOOKED AT BY PORTER FORD OR ANOTHER DLRSHP INSTEAD I CAN 
TRANSFER THE CASE TO THEM AND LET THEIR CSM KNOW TO ADDRESS IT.- CUST STATES THEY MAY BE ABLE 
TO GET THE VEH INTO GARNET FORD IN CHADDS FORD PA IF THEY HAVE AVDRAVAILABLE .-ADV I WOULD 
LOOK INTO THAT AND GET BACK TO HER BY COB 12/4 AT THE LATEST, CUST AGREED ...... OB EMAIL TO CSM 
SALLY ...-- ASKING IF SHE WOULD BE ABLE TO CONTACT HER DLR TO CHECK ON THE AVAILABILITY OF A VDR . 
.. "·IB EMAIL FROM CSM SALLY ...-ADV NEITHER OF THESE DLRS HAVE A VDRAVAILABLE ...... OB EMAIL TO 
ZM KAREN ...- ASKING IF SHE MAY BE ABLE TO LOCATE THIS TOOL TO ASSIST THE DLR IN FINDING THIS ISSUE 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-06-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE

Dealer: 06645 RAMSEY FORD OF ELKTON SOLUTIONS TEAM 
Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 

Analyst Name: Analyst: BHOLLl10HOLLINGTON ,BRIAN 
Action Date: 12106/2012 Action Time: 14.13.51.313 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. - OBC TO AL PACKER'S FORD @(443) 777-5000, ASM BILLY ...- ASKING IF 
THEY HAVE AVDR AVAILABLE TO PUT IN A VEH WITH AN INTERMITTENT ISSUE .-- BILLY ADV THEY DO HAVE ONE 
AVAILABLE AND WOULD BE HAPPY TO USE IT FOR ACUSTOMER .- ADV I WOULD CONTACT THE CUSTOMER TO 
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LET HER KNOW, BILLY AGREED ...*** IBC FROM  ...- CUST STATES SHE IS HAVING A NEW ISSUE 
WITH THE VEHICLE WHERE WHEN SHE TRIED TO START IT THIS MORNING AND IT WOULDN'T AFTER SEVERAL 
ATTEMPTS .-ADVWE HAVE SPOKEN TO SEVERAL DEALERSHIPS IN THE AREA AND ONLY ONE HAS AVDR THAT 
IS READILY AVAILABLE BUT THEY ARE IN MIDDLE RIVER AND I WISHED TO SEE IF SHE WOULD BE WILLING TO 
BRING HER VEHICLE TO THEM.- CUST STATES THAT IS A WAYS FOR THEM TO DRIVE AND SHE DOESN'T FEEL 
LIKE SHE COULD MAKE THAT TRIP SEVERAL TIMES .- ADV HOW THE PROCESS OF GETTING AVDR WORKS AND 
THAT SHE WOULD ONLY HAVE TO MAKE TWO TRIPS TO THE DLRSHP TO GET IT INSTALLED AND AGAIN IN 
ABOUT TWO WEEKS TO GET THE DATA REMOVED FROM IT .- CUST STATES SHE WISHES TO STAY IN HER AREA 
AND IS GOING TO CALL RAMSEY TO TRY AND SET AN APPT TO HAVE THE VEH LOOKED AT FOR THE NEW 
SYMPTOM THAT OCCURRED TODAY .- ADV I WILL FlU WITH HER AGAIN ON 12111 AS WE CONTINUE TO TRY AND 
LOCATE A VDR FOR THEM, CUST AGREED 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-11-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON 
SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 
Analyst Name: 

Analyst: BHOLLl10HOLLINGTON ,BRIAN 
Action Date: 12111/2012 Action Time: 17.31.45.575 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. -- OBC TO RAMSEY FORD @ (410) 398-3600, ASM JASON ..- ASKING IF THE 
CUST BROUGHT THE VEH BACK FOR THE NO START CONCERNS THAT WERE OCCURRING WITH IT .- JASON 
ADV THE VEH WAS BROUGHT YESTERDAY AND THEY HAVE TESTED IT SEVERAL TIMES BUT THEY COULDN'T 
GET ANY OF THE CONCERNS TO OCCUR .-- JASON ADV THEY ARE WILLING TO KEEP THE VEH ONE MORE DAY 
TO CONTINUE TESTING THE VEH .- ADV I WOULD LIKE TO CONTACT THE CUST, SUGGEST SHE TRY AND GET 
THE SYMPTOMS TO OCCUR WHILE RIDING WITH ATECH, JASON AGREED ...*** OBC TO 

..- RECORDING STATING MAILBOX IS FULL AND NO MESSAGES CAN BE LEFT, 
RESETTING FlU 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-12-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Dealer: 06645 RAMSEY FORD OF ELKTON . Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 47000 MI Comm Type: PHONE 
Analyst Name: HOLLINGTON ,BRIAN Analyst: BHOLLl10 
Action Date: 1211212012 Action Time: 18.15.35.455 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. --IB VM FROM  @12:18PM ..- CALLING BACK TO LET ME 
KNOW THE VEH WAS DROPPED OFF AT THE DLRSHP ON MONDAY DUE TO THE VEH NOT STARTING FOR A TIME 
THEN IT RESOLVED ITSELF.- CALLING TO HAVE THIS SYMPTOM ADDED TO THE LIST .- RESETTING FlU TO 
SPEAK TO THE DLRSHP ABOUT POSSIBLE REPAIRS 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-13-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
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Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON 
SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10HOLLINGTON ,BRIAN 
Action Date: 12113/2012 Action Time: 16.45.48.956 Action Data: Yes 

Comments -- CSM BRIAN X77804 . -- OBC TO RAMSEY FORD @(410) 398-3600, ASM JASON ..- ASKING IF THEY 
HAVE BEEN ABLE TO DUPLICATE THE CONCERN OR IF THE CUST HAS BEEN ABLE TO RETURN TO RIDE WITH 
THE TECH .- JASON ADV HE SPOKE TO THE CUSTOMER YESTERDAY TO GET PERMISSION TO DRIVE THE VEH 
HOME WHICH SHE APPROVED AND THEY WEREN'T ABLE TO DUPLICATE THE CONDITION THEN EITHER .-ADV I 
WILL CONTACT THE CUSTOMER TO SUGGEST HER RIDING WITH A TECH, JASON AGREED ...*'-' OBC TO MRS. 

@  ..-- ADV I HAVE SPOKEN TO THE DLRSHP WHO LET ME KNOW SHE 
PERMITTED ATECH DRIVE HER ESCAPE HOME LAST NIGHT BUT THEY COULDN'T GET ANY OF THE SYMPTOMS 
TO OCCUR EITHER.- CUST STATES SHE IS FRUSTRATED WITH THE LACK OF SYMPTOMS OCCURRING IN THE 
VEH AS WELL .- ADV THE ONLY OTHER THING WE CAN SUGGEST IS FOR HER TO TAKE ATECH FOR A ROAD 
TEST IN THE VEH TO TRY AND GET THE CONCERNS TO DUPLICATE SO THEY CAN VERIFY IT .- CUST STATES 
SHE HAS TRIED TO GET THE SYMPTOMS TO OCCUR IN THE VEH HERSELF BUT SHE CAN'T GET IT TO HAPPEN 
EITHER BUT SHE WOULD BE WILLING TO TRY IT .- CUST STATES SHE WORKS A LOT FOR THE NEXT COUPLE OF 
WEEKS BUT HER HUSBAND, DREW, MIGHT BE ABLE TO DRIVE THE VEHICLE FOR THEM AND SHE WILL HAVE HIM 
CALL THE DLRSHP TO SET THAT UP .- CUST STATES THE DLRSHP CAN KEEP THE VEH FOR ANOTHER 5 DAYS 
BUT THEY ARE CONCERNED WITH THE VEH THEY ARE BORROWING NOT HAVING FULL INSURANCE .- ADV I 
WOULD CALL AGAIN ON 12118 AND ADV IF ANYTHING ELSE COMES UP BEFORE THEN SHE CAN CALL ME, CUST 
AGREED 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-18-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TO
Odometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10
HOLLINGTON ,BRIAN 
Action Date: 12118/2012 Action Time: 17.53.28.617 Action Data: Yes 

Comments -- CSM BRIAN X77804 .. -- OBC TO RAMSEY FORD @(410) 398-3600, ASM JASON ..- ASKING IF THE 
CUST SET UP AN APPT WITH THEM OR BROUGHT THE VEH IN TO RIDE WITH A TECH .-- JASON ADV THE VEH IS 
THERE AND THEY ARE STILL UNABLE TO DUPLICATE THE ISSUES WITH THE VEH AND THE CUST HAS NOT BEEN 
ABLE TO COME BY EITHER ,- JASON STATES HE WILL CALL THE CUSTOMER TO TRY AND SET THAT UP FOR 
THEM .- ADV I WILL CALL THEM LATER TO ENSURE THAT WAS DONE, JASON AGREED. , :.-. OBC TO MRS. 

 , ,-- NO ANSWER, LEFT VM ADV I HAVE SPOKEN TO THE DLRSHP WHO 
IS STILL UNABLE TO DUPLICATE THE CONCERNS AND JASON STATED HE WAS GOING TO CALL AND TRY TO SET 
UP AN APPT TO HAVE HER OR HER HUSBAND RIDE WITH THEM SO I WISHED TO SEE IF HE WAS ABLE TO GET 
THAT DONE .-- ADV I WOULD CALL BACK 12120 AND PROVIDED MY CONTACT INFO AND CASE # SHOULD THEY 
WISH TO REACH ME SOONER 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-20-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE 
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Dealer: 06645 RAMSEY FORD OF ELKTON SOLUTIONS TEAM 
Comm Type: OUTBOUND CALL TO

Odometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10
HOLLINGTON ,BRIAN 
Action Date: 12120/2012 Action Time: 17,01.48,641 Action Data: Yes 

Comments 12119 - CSM BRIAN X77804 .. --IB VM FROM @12:13PM , .- CALLING BACK TO LET 
ME KNOW THEY ARE PICKING UP THE VEH TODAY EVEN THOUGH THE DLRSHPWAS UNABLE TO DUPLICATE 
THE ISSUES .- CUST REQUESTING I EMAIL HER COPIES OF THE CONVERSATIONS WE HAVE HAD FOR HER 
RECORDS AND IS REQUESTING A CALLBACK@ 8, . .""'12120''''' OBC TO  @6

 . ,- NO ANSWER, LEFT VM ADV I AM RETURNING HER CALL FROM EARLIER ABOUT THE 
DLRSHP STILL NOT BEING ABLE TO DUPLICATE THE CONCERNS SHE HAS BEEN HAVING ,- ADV I WOULD CALL 
BACK 12124 AND PROVIDED MY CONTACT INFO AND CASE # SHOULD THEY WISH TO REACH ME SOONER 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-24-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CAREDealer: 06645 RAMSEY FORD OF ELKTON SOLUTIONS TEAM 

Comm Type: OUTBOUND CALL TO
Odometer: 47000 MI CUSTOMER 
Analyst Name: Analyst: BHOLLl10HOLLINGTON ,BRIAN 
Action Date: 12124/2012 Action Time: 13.4133.933 Action Data: Yes 

Comments -- CSM BRIAN X77804 , . -- OBC TO  &302·623-4144 ..-- NO ANSWER, 
LEFT VM ADV I AM CALLING HER BACK AT HER REQUEST FROM THE VM SHE LEFT FOR ME LAST WEEK ABOUT 
HER ESCAPE AND THE DLRSHP NOT BEING ABLE TO DUPLICATE THE CONCERNS TO DATE AND HER REQUEST 
FOR COPIES OF OUR CONVERSATIONS .- ADV THE CONVERSATIONS WE HAVE HAD ARE RECORDED AND 
DOCUMENTED IN THE FORD SYSTEMS AND ARE PROPRIETARY TO FMC SO THEY CANNOT BE SENT TO HER ,- I 
ADV IF SHE STILL WISHES TO DISCUSS THIS CASE SHE IS WELCOME TO CALL ME BACK AND PROVIDED THE 
CASE # AND MY CONTACT INFO SHOULD SHE WISH TO REACH ME ,- RESETIING FlU AWAITING CALLBACK 
FROM CUST BEFORE CLOSING CASE 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12·31·2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CONCERN ADDRESSED 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 47000 MI Comm Type: OTHER 
Analyst Name: HOLLINGTON ,BRIAN Analyst: BHOLLl10 
Action Date: 12131/2012 Action Time: 10.45.39.233 Action Data: Yes 

Comments -. CSM BRIAN X77804 , , , -- CUST HAS NOT REACHED OUT TO ME OR THE DLRSHP ,-- NO FURTHER 
ACTION NEEDED AT THIS TIME, CSM CLOSING CASE AND WILL OPEN A NEW ONE SHOULD CUSTOMER CALL 
BACK 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 53 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
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TECH HOTLINE CONSULTED? (YIN) Y 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
-ESTIMATED REPAIR COST(@WARR RATES) ($) 
-CUSTOMER'S SHARE OF REPAIR COST ($) 
-DEALER'S SHARE OF REPAIR COST-P18 ($) 
-DEALER'S SHARE OF REPAIR COST-OTHER($) 
-FORDS'S SHARE OF REPAIR COST-P11 ($) 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) N 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 06645 RAMSEY FORD OF ELKTON Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 47000 MI Comm Type: PHONE 
Analyst Name: HOLLINGTON ,BRIAN Analyst: BHOLLl10 
Action Date: 01/14/2013 Action Time: 12.55.23.540 Action Data: No 

Comments -- CSM BRIAN X77804 ... --IBC FROM  ...- CUST STATES THE VEH STALLED OUT ON 
HER WHILE SHE WAS DRIVING ON ABACK ROAD SO THEY GOT AVIDEO OF THE WRENCH LIGHT ON, HER 
HUSBAND TRYING TO ACCELERATE AND THE ENGINE NOT RESPONDING .- CUST ASKING IF THE VIDEO IS 
SOMETHING THAT WILL ALLOW THE DLRSHP TO REPAIR HER VEH AS IT SHOWS THE SYMPTOMS OCCURRING .
I ADV THAT WON'T ALLOW OUR TECHS TO KNOW WHAT IS GOING ON IN THE VEHICLE OR WHAT IS CAUSING THE 
ISSUE SO THE VIDEO CAN'T BE USED AS ADIAGNOSTIC TOOL.- CUST STATES SHE IS GOING TO POST THE 
VIDEO ONLINE AS SHE FEELS THIS IS A SAFETY CONCERN AND SHE MAY CONSIDER CONTACTING AN 
ATTORNEY .-1 SUGGESTED SHE BRING THE VEH BACK TO THE DLRSHP TO TRY AND ALLOW THEM TO TRY AND 
GET THIS ISSUE TO OCCUR SO THEY CAN TRY AND REPAIR THE VEH.- CUST STATES SHE DOESN'T FEEL THAT 
WILL YIELD ANY RESULTS AND SHE HAS NO INTEREST IN BRINGING IT BACK IN AS THE DLRSHP WASN'T ABLE 
TO GET THIS TO OCCUR IN THE 10+ DAYS THEY HAD IT BEFORE .-1 ADV THAT IS THE BEST COURSE OF ACTION 
TO TAKE REGARDING THIS AS THE DLRSHPS ARE IN THE BEST POSITION TO TRY AND DIAGNOSE THE ISSUE 
AND PERFORM AREPAIR IF THEY CAN DETERMINE THE CAUSE OF THE ISSUES .- CUST STATES SHE FEELS AS 
IF FMC DOESN'T CARE ABOUT HER OR HER SAFETY AND WE WILL BE HEARING FROM SOMEONE OTHER THAN 
HER IN ACOUPLE OF WEEKS 

Ford Confidential 
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LAW OFFICES OF 
25124 SPRINGFIELD COURT 

SUITE 250 

BARRY L. EDZANT VALENCIA, CALIFORNIA 91355 

A T TOR N E Y A T LAW 
TELEPHONE (661) 222-9929 

13 D -1 F12 :£10 FACSIMILE (661) 284-1811 

SarryE@valencialaw.com 

May 29, 2013 

The Ford Customer Assistance Center Sent by Certified Mail/Return Receipt 

c/o The Ford Motor Co. 

16800 Executive Plaza Dr. 

Dearborn, MI 48121 


Sunrise Ford Sentby Certified Ma;lIReturn Receipt 

5500 Lankershim Boulevard 

North Hollywood, CA 91601 


Re: 	  v. Ford Motor Company 
VIN: IFMCUOJ95DU  

To Whom It May Concern: 

This letter is to inform you that we have been retained by  to represent her in 
a case against Ford Motor Company and Sunrise Ford arising out ofthe purchase ofa defective 2013 
Ford Escape from Sunrise Ford on December 9,2012. 

With this letter, we erlclosed a copy of the Notice ofRescission ofContract, Rejection and/or 
Revocation of Acceptance of the vehicle. Pursuant to our client's rights under the Commercial 
Code, our client will be holding the vehicle to protect her secured interest in the vehicle until Ford 
Motor Company and Sunrise Ford return all monies paid by our client and to compensate her for 
incidental and consequential damages, attorney's fees, costs and expenses. 

You are specifically instructed not to contact . We suggest that you present 
this letter along with the attached Notice ofRescission ofContract, Rejection and/or Revocation of 
Acceptance of the Vehicle to your attorney for review and have him or her contact us so that we can 
detennine whether we can resolve this matter or whether it will be necessary to file a complaint. 

Should you have any questions regarding the above, please do not hesitate to contact the 
undersigned. 

Very truly yours, 

LA W OFFICES BARRY L. EDZANT 

By 	 BAL~~ 

BLE/sma 
Enclosures 
cc:  
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25124 SPRINGFIELD COURT LAW OFFICES OF 
SUITE 250 

VALENCIA, CALIFORNIA 91355 B.AR.RY L. EnZANT 
ATTORNEY A T LAW 

TELEPHONE (661) 222·9929 
FACSIMILE (661) 284-1811 

SarryE@valencialaw.com 

NOTICE OF RESCISSION OF CONTRACT, 

REJECTION AND/OR REVOCATION OF ACCEPTANCE OF VEHICLE 

I. 

Notice is hereby given that  rescinds that certain purchase agreement signed 

by her on December 9, 2012 at Sunrise Ford, an authorized Ford Motor Company dealership in 

North Hollywood, California, by the terms of which  entered into the purchase of a 

new 2013 Ford Escape, identification number is 1 FMCUOJ95DU  The prIce was 

$43,924.20. A copy of the purchase agreement is attached hereto as Exhibit "A." 

II. 

 hereby exercises her right to revoke acceptance of this vehicle, particularly 

the 2013 Ford Escape. 

III. 

The grounds for rescission ofthe contract and revocation ofacceptance ofthe vehicle are as 

follows: 

A. 	 VIOLATION OF THE PURCHASEIREPLACE PROVISIONS 

OF THE SONG BEVERLY CONSUMER WARRANTY ACT 

Since the date of purchase, the vehicle has been in for repair an unreasonable number of 

times due to defective conditions in the vehicle. Such conditions substantially impair the use. safety, 

and value ofthe vehicle. Sunrise Ford and Ford Motor Company and their representatives have been 

unable to repair the defects and have refused to replace the vehicle or refund to  the 

money paid for the vehicle pursuant to Civil Code §1793.2. As a result, the consideration received 

by  under the contract has failed in whole or material part through the fault ofSunrise 

Ford and Ford Motor Company. 

 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 and in an unmerchantable condition at the time ofpurchase. Had  known the 

true condition ofthe vehicle, she would not have entered into the contract. 
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Notice of Rescission 

Page 2 

B. STATUTORY VIOLATIONS - SALE OF AN UNSAFE VEHICLE 

At the time of the purchase of the subject vehicle to , Sunrise Ford 

represented that the vehicle was in a safe condition to operate on public roads when it was not. Such 

misrepresentation is in violation ofVehicle Code §24007. 

C. VIOLATION OF THE CONSUMER LEGAL REMEDIES ACT 

At the time of  purchase ofthe subject vehicle, Sunrise Ford violated 

the provisions of the Consumer Legal Remedies Act by: 

1. Misrepresenting the source, sponsorship, approval, or certification of goods 

or services (Civil Code §1770(a)(2); 

2. Representing that goods or serVIces have sponsorship, approval, 

characteristics, ingredients, uses, benefits, or qualities which they do not have (Civil Code 

§1770(a)(S); 

3. Representing that goods are original or new if they have deteriorated 

unreasonably or are altered, reconditioned, reclaimed, used or secondhand (Civil Code §1770(a)( 6); 

4. 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 (Civil 

Code §1770fa)(7); 

5. Advertising goods or services with intent not to sell them as advertised Civil 

Code §1770fa)(9); 

6. Representing that a transaction confers rights, remedies, or obligations which 

it does not have or involve, or which are prohibited by law (Civil Code §1770(a)(14); 

7. Representing that the subject ofa transaction has been supplied in accordance 

with a previous representation when it has not (Civil Code §1770(a)(16); 

8. Misrepresenting the authority of a salesperson, representative, or agent to 

negotiate the final terms of a transaction with a consumer (Civil Code §1770(a)(18); 

9. Inserting an unconscionable provision in the contract (Civil Code 

§1770(a)(J 9); 

D. VIOLATION OF BUSINESS AND PROFESSIONS CODE §17200 

At the time  purchased the subject vehicle, Ford Motor Company and 
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Notice of Rescission 

Page 3 

Sunrise Ford violated Business and Professions Code §17200 and 17500 when they engaged in the 

above mentioned unlawful acts. Such unfair and deceptive practices herein described present a 

continuing threat to members of the public. 

IV. 

Based upon the facts and circumstances, the vehicle has failed in material respects to comply 

with the representations made by Ford Motor Company and its representatives at Sunrise Ford and 

justifies  revoking acceptance of the contract. 

V. 
The public interest will be prejudiced in permitting this contract to stand, insofar as it was 

obtained by mistake and/or fraud or mistake of fact, and therefore the contract should be rescinded. 

VI. 

 hereby rescinds the contract, and bases her rescission on the above items as 

set forth in California Civil Code §1689. The revocation of acceptance is made pursuant to 

California Commercial Code §2608. 

VII. 

, with this Notice ofRescission, Rejection and/or Revocation ofAcceptance, 

hereby tenders to Ford Motor Company and Sunrise Ford the 2013 Ford Escape. Demand is hereby 

made that Ford Motor Company and Sunrise Ford refund to  the entire purchase price, 

finance charges, incidental and consequential damages, civil penalties, attorney's fees. costs and 

expenses. 

In the event that this Notice ofRescission is not accepted within thirty (30) days ofthe terms 

and conditions set forth herein, Jennifer Edick hereby gives notice that thereafter the vehicle may 

be sold. Commercial Code §2706. 

Dated: May 29,2013 LAW OFFICES OF BARRY L. EDZANT 

By BARRt.'~ 
Attorneys for  
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I hereby authorize the repair work therein set forth to be done by you, together with the furnishing by 
you of the necessary parts and other material for such repair, and agree: that YOU are not responsible for 
any delays' caused by unavailability or delayed availability of parts or material for any reason; that you 
neither assume or authorize any other person to assume for you any liability in connection with such 
repair; that you shall not be responsibile for loss or damge to the above vehicle. or articles left therein; in 
case of fire, theft or other cause beyond your control; that an express mechanic4t lien is hereby 
acknowledged on the above vehicle to secure the amount of repairs thereto; that your employees may 
operate the above vehicle on streets, highways or elsewhere for the purpose of testing and/or inspectng 
such vehicle. 

No Major Damage X_______ 
Some Light Scratches X_______ 
Scratches Throughout X_______ 

Scratches and Dings Throughout X_______ 

Major Damage X,_______ 

Unable to determine condition of body X,_______ 

Notice to Consumer: Please read important information on back. 

PRELIMINARY ESTIMATE 0.00 
AUTHORIZED BY X 

Revised Estimate Parts ____ Labor ____ Totals Phone # ____ 

Date ____ Time ____ FAX # BY _____ 

Revision Details ____________ E-mail ___________ 

In Person __________ 

Revised Estimate Parts ____ Labor ____ Totals ____ Phone # ____ 

Date ____ Time ____ FAX # BY _____ 

Revision Details ____________ E-mall ___________ 

In Person __________ 

"I ecknowledge notice and oral approval of an increase in the original estimated price. ___---,--,,
(Signature or initials,,, 

Copyrlghl 2Q()J ADP, Inc. SERVICE WORKORDER 12 XSW2C CUSTOMER COPY 
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140120 

*INVOICE* 

PAGE 1 

SPECIFIACTIONS 
::wI&il 

PARTS: TOTAL LINE B: 

**************************~************************* 

EST 0.00 

0.00 


SERVICE DEPARTMENT HDURS; 
OR!GiNAl $ 

1 

"The Factory Warranty Constitutes All Of The ····.·.···fDltSCRlPTION}··.·.··•• ••• ·•·••···•·••......... ••.•••·.·rOTALSi •• ··•• •• ·•••••••·••..••ESTIMATE Warranties With Respect To The Sale Of This
7;00 AM • 7:00 PM MON - FRI I ADD'L IN PERSON I Itemlltems. The Seller Hereby Expressly LABOR AMOUNT 0.00 

8;00 AM· 6:00 PM SATURDAYS :~Lo~~~BRS $ , REPAIRS 
PHONfol Disclaims All Warranties, Either Express Or 0.00CLOSED SUNDAYS OK'D BY PARTS AMOUNT 

!g~t-°:~f!!A~AS $ 
IDRIVER'S Implied. Including Any Implied Warranty Of 

0.00I gf,'i,°· Merchantability Or Fitness For A Panicular GAS, OIL. LUBE 
PARTS DEPARTMENT HOURS: OAT!! ITIME Purpose And The Seller Neither Assumes Nor SUBLET AMOUNT 0.007:00 AM - 0;00 PM MON· FRI TOTAl. $ 

!
8:00 AM· 6:00 PM SATURDAYS. Authorizes Any Other Person To Assume For It 

CLOSED SUNDAYS .~foot NOT\Cf • ~ .tJIMCN..... OF AH WCfIf'-'. "'ThE O$OlHAL f$TlIAAnD Mlct Any Liability In Connection With The Sale Of MISC. CHARGES 0.00 
SIG~ATURE X OAT!! This Itemlltems." TOTAL CHARGES 0.00 

ALL PARTS ARE NEW \.I$10MfA "CKNO\II<tflXl.(ll" MCWf 0/<" COf"( t'lawOP" 

LESS INSURANCE 0.00
UNLESS OTHERWISE X THIS FORM IS AN ITEMIZED LIST OF 

REPAIRS AND IS PART OF A REPAIR 0.00SPECIFIED ALL 
TS SALES TAX 

REMANUFACTURED I 
ACCRUED MILEAGE IORl()lNAL ".0. No. I ORDER. THIS REPAIR ORDER 

.} ·············OO~! CONTINUATION IS SUBJECT TO ALL PLEASE PAY 
PARTS WILL HAVE PROGRAM CODE S THE CONDITIONS OF THE ORIGINAL THIS AMOUNT >.0.00 ..A CORE VALUE 

, ·2 

1 

3 

1 1 

REPAIR ORDER. 

Notice to Consumer: Please read important information on back. 
CUSTOMER COPY 
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( SUNRISE FORD 
~'"U !Jtlh!J~if.J JfCll.dM.~ 

CUSTOMER #: M31114T 390767 5500 LANKERSHIM BLVD. 
UNIT# M31114T NORTH HOLLYWOOD, CA 91601 

PHONE; (8181752·9000*INVOICE * 
FAX: (8181763-1418

 www.sunriseford.com 
 

FJ.N.95-3411682VALENCIA, CA  PAGE 2 BAR REG# ARD72998 
HOM  CONT:N/A E.P.A.# CAD981441199 

WE APPRECIATE YOUR BUSINESS 
I acknowledge 

NOTICE TO CONSUMER: 
notice and oral approval of any additional

THANK YOU FOR BRINGING YOUR VEHICLE TO THE 
VALLEY'S QUALITY SERVICE CENTER. customer or warranty work performed and/or increase in the 

WE ALSO HAVE NEW ANO USED FORDS.
original estimate price; additionally I acknowledge receipt of 

NEW LIGHT, MEDIUM AND HEAVY DUTY TRUCKS, additional consumer warranty and service information contained 
in the Parts & Service Warranty Disclaimer. 

OUR SERVICE CENTER IS OPEN 
MONDAY THRU FRIDAY: 7:00 A.M. 7:00 P.M. 

SATURDAY AND SUNDAY: 8:00 A.M. - 5:00 P.M. AUTHORIZEDTRUCK HOURS 
MONDAY THRU FRIDAY: 7:00 A.M.  7:00 P.M. ORIGINAL REVISED 

SATURDAY: 8:00 A.M. - 5:00 P.M. ESTIMATE $ ESTIMATE $ 
STOP IY ANO SEE us FOR YOUR REGULAR SERVICE 

CUSTOMER SIGNATURE MAINTENANCE. 

THIS IS YOUR RECEIPT ANO CLAIM CHECK. ALL PARTS 
XINSTALLED ARE NEW UNlESS SPECIFIED OTHERWISE. 

Notice to Consumer: Please read important information on back. 

•·•·•••••••iDEScai#'tlQN· .••• •••· .• ·•• ..••.•• 12.. <.·. ..·i'Qt4~s·•.•·..•.••·••·).}····.·· 
LABOR AMOUNT 0.00 
PARTS AMOUNT 0.00 
GAS, OIL, LUBE 

SUBLET AMOUNT 

0.00 
0.00 

MISC, CHARGES/ADJ. 0.00 
TOTAL CHARGES 0.00 
LESS INSURANCE 

SALES TAX 

0
0 

.00 
00 

PLEASE PAY 
THIS AMOUNT 

·!·~••uv . '..•.·.·.·.• ..•.•.· 
~ 

1••.•••••.•.•••••••••••••.••..••••••••••.•••••••••0··········,0..•.· ...
IW~HG! M(ztOl ~~ conl~iI\ oh.ml~ k.tu;Iwn to me Sm. d Cdfornle .toh ~.. c.tnccw .,d biftho iHfMt~ :.~:: reprro::tiw n::rnn:-:~o~!.d;=etdoo~= ~:.Q:=t~':'~ lepl~~~~';:klle :=-' ~d ~!::n--:S. t~~~~in :!~!~~ I 
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GD> I FORD SERVICEVEHICLE REPORT G""RD 
MULTI-POINT INSPECTION RECOMMENDED BY FORD MOTOR COMPANY 

LEGEND f) May contribute to vehicle efficiency and promote agreener environment
Date: ___________-' ROffag if: __________ . 

Checked and D May require • Requires 
Name: ____________________________ • 0:: at this time future attention • immediate attention 

~ EXTERIOR BODY
Email: 

Year/Make/Model: _____________________ 

Note any 
existing exterior 

Odometer: _______________ Inspect. Month: ____ body damage 
or defects on 

Owner Advantage Rewards® #: diagram 

VIN #: _________________ Plate #: _______ 

________ Service Balance: ____ 

Ford Extended Service Plan: DYES D NO 

SYNC® VHR Activation: YES D NO D NIA 

• lire Pressure set to factory-recommended PSI 

mm 

D. lire Wear Pattern 1Damage 

lireAge __ 

[]. TIre Pressure set to factory-recommended PSI 

mm __/32" 

Tire Age __ . D 
D 
D 

mm __/32" D 
<""1 FordOwner.com 
</V One site for all your vehicle needs 

Advisor: ________________ Technician: _______________ 

-----------.......-- Customer Signature: _____________________________ 
Dealer eStare Item #VRC-FORDGAS-ENG. Rev. 07112 
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143417 

*INVOICE* 

PAGE 1 

~,P9\Ve~O. Ford; , 
. . · Valencia ' .. '. 

'23920CBEEKSIDE ROAD -
VALENCIA, CA 91355 

DIRECT TO SERVICE (661) 255-0066 
MAIN: (661) 255-6600 ',, 

SMOG STATION 0 SflCani 

NCAD981637408 

**************************************************** 


GR 

SERVICE DEPARTMENT HOURS: 
7:00 AM • 7:00 PM MON· FRI 

8:00 A~LO~~g ~~N~~~~RDAYS 

PARTS DEPARTMENT HOURS: 
7:00 AM 6:00 PM MON FRI 

8-00 AM· 5'00 PM SATURDAYS 
. CLOS'ED SUNDAYS 

ALL PARTS ARE NEW 

UNLESS OTHERWISE 


SPECIFIED ALL 

REMANUFACTURED 

PARTS WILL HAVE 


A CORE VALUE 


___+

ORIGINAL 
ES" ...." 

!WlO~~~T,RS $ ~li~~ IN :~~~~ 

"The Factory Warranty Constitutes All Of The 
Warranties With Respect To The Sale Of This ~';';;"";"::;'::;===:;':';;";';"";;'-I----';"";;"~;:;";;;'===;"';;;;' 

h S I I LABOR AMOUNT 
~~s~{!~~:"AII\:arra~!i:~, ~i~~:~y EX~;~:=SSO~ rpA.:.:R.:.:T.:.:.S-'-A.:.:.M.:.:O.:.:U.:.:.NT-'-----I-------- 

~~b'!~~:~~~RS $ ~~~~-.s Implied, Including Any Implied Warranty Of GAS, OIL, LUBE 
OATI! 11ME Merchantability Or Fitness For A Particular r:...:.::.:....;;..;.;:.:...::.==---I-------- 

TOTAL Purpose And The Seller Neither Assumes Nor SUBLET AMOUNT 
Authorizes Any Other Person To Assume For It 1--'-;;.;,..,;;;....=,;;",,;;,.---+--------

AC'"OWUOO''"''''._A~~''' ...~'''''''.''",..,,~u_~,_ Any Liability In Connection With The Sale Of I--M_IS_C_,C....H_A_R....G_ES ________ 
~~~_____£!OA~TI!___-l This Item/ltems," TOTAL CHARGES 

THIS FORM IS AN ITEMIZED LIST OF I-=LE:.::S..::,S""IN..:;:S;,;:U.;,.c.R;;,,;.ANC;;,;:E'--_-+________.... 
f!!----~===-:----===-~;:;;;;=;=;=1 REPAIRS AND IS PART OF A REPAIR SALES TAX 

ORlGlNAlA.O.N•. ORDER. THIS REPAIR ORDER 1-=..:=::::....:.:..::.:.-----1-----.,.....,.,........--,---,--,.,.",.,..,, 
-r-----i CONTINUATION IS SUBJECT TO ALL PLEASE PAY 
"'"+-"'.......""""'y THE CONDITIONS OF THE ORIGINAL THIS AMOUNT 

! REPAIR ORDER. '-----------'--~-'---'-""----'--'---'-'--

Notice to Consumer: Please read important information on back.
CUSTOMER COpy 

PE13-003.4 000383LC



( 

" 143417 

*IN1l0ICE* 

Powero.Fo 
Valencia 

23920 CREEKSIDE ROAD 
VALENCIA, CA 91355 . , , 

DIRECT TO SERVICE (661) 255-0066 
MAIN: (661) 255-6600 

SMOG STATIOND 

ENG:2.0 

**************************************************** 

"The Factory Warranty Constitutes All Of The 
Si:~~'~~D_E;~~Tf;1~NJo~O_UF~~: t-----------t------,---I Warranties With Respect To The Sale Of This 
8:00 AM _6:00 PM SATURDAYS Item/ltems. The Seller Hereby 

CLOSED SUNOAYS Disclaims All Warranties, Either Express Or 
Implied, Including Any Implied Warranty Of r;.:.;.;..;.;:....;.;.=.::..;..;-'-'----i-----:::::....::-:=--:::----

PARTS DEPARTMENT HOURS: :::-;;..;;;;;..;=---+:"'':':''----,-::::::----/ Merchantabihty Or Fitness For A Particular I--'.....;..:....;...;...:.....;---------i-----:::::....::-:=--:::---1": 

7:00 AM _6:00 PM MON _FRI i Purpose And The Seller Neither Assumes Nor 
8:00 AM _ 5:00 PM SATURDAYS Authorizes Any Other Person To Assume For It j--.::..:-==.;..;.;;.;;.;=:..;.;..---i,..-----.::....::c...:;.~--

CLOSED SUNDAYS 

~=~!.------~~---'"'__1 This Item/ltems." 

::-:-----------------1 THIS 

Any Liability In Connection With The Sale Of I--'=::...:..::...:..'-'-..:..=.::...:..---i-----:::::....::-:=--:::---

ALL PARTS ARE NEW 

UNLESS OTHERWISE 
 FORM IS AN ITEMIZED LIST OF ~~:!.!!:~~~:=.---_l_----~~~--

----~~~~~~_:_:__=___::_::-:c-I REPAIRS AND IS PART OF A REPAIRSPECIFIED ALL ORDER. THIS REPAIR ORDER j--.::;...;.;;.;:;..;;....;.;..;'"'------t------:----:--=-7+c----:-,-- 
REMANUFACTURED .~~~~~~=:::r;;;;;;;;;;::;;;:;;:r::;;;;;;;;;;;;:;~ CONTINUATION IS SUBJECT TO ALLPARTS WILL HAVE '-:- THE CONDITIONS OF THE ORIGINALREPAIR ORDER. L-________-L____~_____~~~____~ 

COpy 

Expressly I--'------"'-'-----"""""'--'-'-----i-----:::::....::-:=--:::----

A CORE VALUE 

PE13-003.4 000384LC



.. .:dP"$T9M.E:R;J~;~QO~$'I'ED.··.·TO ···lij\V~ ··MUJ1WJ:P:P$~T; 
PERFORMED THIS VISIT 

I hereby ~uthorlze the repair work therein set forth to be done by you, together with the furnishing by 
you of the necessary parts 3'ld other material for such repair, and agree: that you ate not responSible for 
any delays caused by unavailability or delayed 3vallabdity of parts or material for any reason; that yeil 
neither assume or authorize any other person to assume for you any liability in connection With such 
repaIr; that 'YOu shall not be responslbile for loss or damge to the above vehicle, or a\(icles left therein; in 
case of fire. theft or other cause beyond your control; that an express mechanic's lien is hereby 
acknowledged on the above vehIcle to secure the amount of repairs thereto; that your employees may 
operate the above vehicle on stree'::s, highways or elsewhere for the purpose of testing and/or inspectng 
such vehicle. 

NQ MalO! Damage 
Some light Scratches ,------X_______Scratches Throughout 

x_______ScratcheS a(ld Dmgs Throughout 

Major Damage 
Unable to determine condItion of :>ody X 

Notice to Consumer: Please read important information on back. 

PRELIMINARY ESTIMATE 

AUTHORIZED BY X 

Revised Estimate Parts ____ Labor ____ Totals ____ Phone /1 ____ 

Date ____ Time ____ FAX /I BY __...___~ 

ReVISion Details ____________ E-mail ___________ 

In Person ________ ~_ 

Revised Estimate Parts ____ Labor ____ Totals _.__ Phone 11 ____ 

Date ____ Time ______ FAX # ____ BY _____ 

Revision Details ____________ E·rnail ___________ 

!D Person ________ 

"I ac~nowledge notice and oral approval of an InCrease In ..he ol;glnal eSTimated price, ___ ..__ 
(Signature or initjalsl~ 

COPYlIgtn 2{XX) AD?, 'nc SERV.CE WQsn:OROER,,2 X$W2C CUSTOMER COpy 

PE13-003.4 000385LC



~ I FORD SERVICE 

Date: ____-=-________ ROrtag #: _________ 

Name: ~__________________________ 

Email: 

Year/Make/Model: 

VIN#: _______________ Plate #: _______ 

Odometer: ______________ Inspect. Month: _____ 

Owner Advantage Rewards® #: ________ Service Balance: _____ 

Ford Extended Service Plan: DYES D NO 

LEGEND Q May contribute to vehicle efficiency and promote a greener environment 

Checked and D May require Requires 
• OK at this time Mure attention • immediate attention 

EXTERIOR BODY 

Note any 
existing exterior 
body damage 
or defects on 
diagram 

•• Oil and/or fluid leaks 

~ 
K II OK Rll 

8Engine Oil ~ Power Steering 

Brake Reservoir 00Window Washer 

TIreAge __ 

D Wheel balance needed 

D Brake measurements not 
taken th is service visit 

Comments: 

D • TIre Pressure set to factory-recommended PSI 

TIreAge __ 

D • TIre Wear Pattern / Damage 

[]. TIre Pressure set to factory-recommended PSI 

Advisor: 

Customer Sig

Tire Age __ 

mm ___/32" 

Tire Age __ [] 

D 
D 

mm __/32" D 
FordOwner.com 
One site for all your vehicle needs 

(')~J,

ler eStore Item #VRC-FORDGAS-ENG, Rev. 07/12 

PE13-003.4 000386LC



_________ _ 

________ _ 

____ ____ ____ 

143982 

WORKORDER 

C,J PQwerO. F~r~<ffM> .
Valencia '. .....'.. ~.:,.' 

23920 CREEKSIDE, ROAD 
VALENCIA; CA 9.1355'" 

DIRECT TO SERVICE (661) 255~0066 

PAGE 1 
MAIN: (661) 255-660,O.QC 

SMOG STATIOND ~Care 

CASH 
ter 

FORWARD CK AND ADVISE 
.{ , w~i 'MisceilaneoiisEngirie'- , B.ep~ir ' 

Include: INotes: ILabor: 

'QgRERER" ~PClIJ.p':t9!1~Rr~?~qVEpYt:I':;PB)~lPRE$$PR~.·····" ," 
INFLATE SERVICE 

# D CUSTOMER REQUESTED TO HAVE MULTIPOINT INSPECTION 
PERFORMED THIS VISIT 

99P CF 

I hereby a'uthorize the repair work therein set forth to be done by you, together with the furnishing by 
you of the necessary parts and other material for such repair, and agree: that you are not respor,sible for 
any delays caused by unavailability or delayed availability of parts or material for any reason; that you 
neither assume or authorize any other person to assume for you any liability in connection with such 
repair; that you shall not be responsibile for loss or damge to the above vehicle, or articles leh therein; in 
case of fire, theft or other cause beyond your control; that an express mechanic's lien is hereby 
acknowledged on the above vehicle to secure the amount of repairs thereto; that your employees may 
operate t~e above vehicle on streets, highways or elsewhere for the purpose of testing and/or inspectng 
such vehicle. 

No Ma,ar Damage X_______ 

Some LIght Scratches X_______ 

Scratches Throughout X_______ 

Scratches and Dings Throughout X_______ 

Major Damage X_______ 

Unable to determine condition of body X 

Notice to Consumer: Please read important information on back. 

Copyrlghl 2000 ",OP. Inc. SERVICE. WORI(QROER #2 XSW2C CUSTOMER 

PRELIMINARY ESTIMATE $ ___________ 

AUTHORIZED BY X 

Revised Estimate Parts ____ Labor ____ Totals ____ Phone # ____ 

Date ____ Time ____ FAX# ____ BY _____ 

Revision Details ____________ E-mail 

In Person 

Revised Estimate Parts Labor Totals Phone # ----i-

Date ____ Time ____ FAX # ____ BY _____ 

Revision Details ____________ E-mail __________ 

In Person ________-+ 
~I acknowledge notice and oral approval of an increase in the original estimated price. _____ 

(Signature or initials)~ 

COpy 

PE13-003.4 000387LC



PowerO. Ford 
Valencia 

23920 CREEKSIDE ROAD 
VALENCIA, CA 91355 

DIRECT TO SERVICE (661) 255-0066 
MAIN: (661) 255-6600 

QCSMOG STATION 0 
Qua'litJ Care 

EPA HCAD981637408 

MIse ESP RENTAL 

**************************************************** 


**************************************************** 


... ···.t()'FALS.i·"The Factory Warranty Constitutes All Of The I>DESCRIPTIONU!~RIG:NAL $ 

I: ADO'," 
IN PERSO~r---i Itemntems. 

~gi,';'~~i~.'iRS $ REPAIRS 
OK'OBY PHONED 

I~UTHOR!ZEO $ 
ORIVER·S 

,ACO'L REPAIRS I~~' NO. 

iTOTAL DATE ITJIAE 
$ 

8:00 A~LO~~g ;~N~~~~RDAYS !A«H,W.UOOfi/irlCf8.OULAPmChAl.OIAHWCAf.uEINTtlEOfOOWAl.fiSl1MATliDPIIIC 

!SIGNAiURE X DATE 

CUSTQMEP.AC1:JoIO'M..f.DGU .. 1'IfCU"f 01 ... t;(pf MEMOF 

:X 
SERVICE INSTALLED 'MTS 

I ACCRUEO MILfAGE IORIGINAL R.O, No. 

I 
?ROGru M COOE!SI 

I' I I2 
:3 

SERVICE DEPARTMENT HOURS: ESTIMATE Warranties With Respect To The Sale Of This I 
7:00 AM 7:00 PM MON· FRI The Seller Hereby Expressly : LABOR AMOUNT 

8:00 AM 6:00 PM SATURDAYS Disclaims All Warranties, Either Express Or , PARTS AMOUNT CLOSED SUNDAYS 
Implied. Including Any Implied Warranty Of 
Merchantability Or Fitness For A Particular GAS, OIL, LUBE 


PARTS DEPARTMENT HOURS: 
 Purpose And The Seller Neither Assumes Nor SUBLET AMOUNT 7:00 AM· 6:00 PM MON - FRI Authorizes Any Other Person To Assume For It 
Any Liability I n Connection With The Sale Of MISC. CHARGES 
This Item/Items.' TOTAL CHARGES 

ALL PARTS ARE NEW 
LESS INSURANCETHIS FORM IS AN ITEMIZED LIST OFUNLESS OTHERWISE REPAIRS AND IS PART OF A REPAIR SALES TAXSPECIFIED ALL ORDER. THIS REPAIR ORDER

REMANUFACTURED CONTINUATION IS SUBJECT TO ALL PLEASE PAY 
PARTS WILL HAVE .......•...•.•.•.••••.•.•••.••.•.•:•••.••..••. ~.................................
THE CONDITIONS OF THE ORIGINAL THIS AMOUNT

A CORE VALUE REPAIR ORDER. 

Notice to Consumer: Please read important information on back. 
CUSTOMER COPY 

PE13-003.4 000388LC



::" . 

"The factory Warranty ConstiMes All Of The i?:OESCfl!PTION.> . ... :........... ·TOTALs..··
1~:w:.':;'L $SERVICE DEPARTMENT HOURS: ....TE Warranties With Respect To The Sale Of this 
7:00 AM 7:00 PM MaN - fRI 1.00'1. '" PfRSO~ f----J Itemlltems. The Sellar Hereby hpressly.6:00 AM 6:00 PM SATURDAYS AEPAIRS!!~b~~~WA~RS $ 0)('0 BY PHONED Disclaims All Warranties. Either Express OrCLOSED SUNDAYS 

DRIVER'S . Implied. Including Any Implied Warranty Of
!g~~k~A~RS $ • ~~. NO, Merchantability Or Fitness For A Particular

PARTS DEPARTMENT HOURS: DATE Purpose And The Seller Neither Assumes NorI11M£ 
TOTAl. $7:00 AM • 6:00 PM MaN fRI Authorizes Any Other Person To Assume For it8:00 AM· 5:00 PM SATURDAYS 
AC¥.How\EPOt HOllCt .. 0fV0l4PMOv.... f7 .01 INCt'\tAM ... 1I1E I',lNQfrl4l ur...."'TfO PRlCI Any LiabilitY In Connection With The Sale OfCLOSED SUNDAYS 

This Item/Items.":SIGNATUFIE X OA'" 

~:'iIITOMEI'I "'CKNOWUOOfS '" MC£Pl 0/' it CCPr >'EliWI"ALL PARTS ARE NEW 

LABOR AMOUNT 0.00 
PARTS AMOUNT ' 0.00 
GAS, OIL, LUBE 0.00 
SUBLET AMOUNT 0.00 
MISC. CHARGES 0.00 
TOTAL CHARGES 0.00 
LESS INSURANCE 0.00 
SALES TAX 0.00 
PLEASE PAY 

. :.:.:' 
THIS AMOUNT .••. / O.OO/i. 

X I THIS FORM IS AN ITEMIZED LIST OF UNLESS OTHERWISE 
SERVICE INSTALLED PARTS REPAIRS AND IS PART OF A REPAIR

SPECIFIED ALL 
I ACCRuED MII.EAGE IOR.rnNAL A O. No.j ORDER. THIS REPAIR ORDER 

I IREMANUFACTURED I CONTINUATION IS SUBJECT TO ALL 
PROGRAM CODE:SPARTS WILL HAVE I THE CONDITIONS OF THE ORIGINAL 

1A CORE VALUE 12 !3 1 I 1 REPAIR ORDER. 

Notice to Consumer: Please read important information on back. 
CUSTOMER COPY 

PE13-003.4 000389LC



---

11;')05 Roscoe Blvd., North Hills, CA 91343
f .818) 718-2172 Fax (818) 718-2164 

OPEN MON.-FRI. 7:00 AM TO 6:00 PM 
SATURDAY 8:00 AM TO 5:00 PM 

EPA # CAD 029453131 Page 

r-____~~~~~~______~B~A~R~#~A~C~0~11~2=0~8_-~8A~R~#RC:01~1:2:08~-~8:A=R~#~A=C:2=~=6=3:9__________':~~~~~r-____1~ 
Invoice Number AIR Number: 

Customer Number: 4781712 685665 
Printed: MAY 171311:08AMPO Number: 
Copy # 1 


Phone (H):  Phone (W): 

Auth Number: 

Date Opened: 05/10/13Service Writer: Tom Swire • Phone. (..C.l..: Phone Oth: 
Date Notified: 05/17113Terms & Conditions:Year/Make/Model: 2013 Ford ESCAPE 

Date Delivered: Type of Sale: RetailVIN: 1 FMCUOJ95 DU
License Number:  Color: White Customer 


Signature
Stock Number: Mileage In: 6547 


Tag Number: GREEN 441 Mileage Out: 6556 


Original ...""..... ,,, . ..; 0.00 Original ",,,,nnate:05/10/13 

Incr. Amt New Amt Date Time Person Cont. How Cont. Phone Cont. B~ ReasonlDescril2tion 

,
Ext GrandDescription 

QtyOrd Qty Del. Price Total Total 

1. Customer statement ofe.roblem 
Customer States a couple times a week at start up the message center displays 

el1gine fault and then will jerk on acce!. shut engine off and restart ok 


1·· Cause/Action to Take 
UNABLE TO DUPLICATE CONCERN 
1 -- Correction/Action Taken 
INSPECT VEHICLE UNABLE TO DUPLICATE NO DTC 9SEE 91964 


SHEETOTEST DROVE 10MILES VEHICLERAN PERFECT NO SSMI 

TSBS-FORMAN TO INSPECT 


Sub Total Parts Warranty 
SubTotal Job # 1 Warranty 

2. Customer statement ofe.roblem 
Tires Inflated to (PSI) 

LEFT FRONT_35__ LEFT REAR __35_ 

RIGHT FRONT_35__ RIGHT REAR__35_ 


1 -- Cause/Action to Take 
TPCHECK- .. I 

I1 -- Correction/Action Taken I 

Tire Pressure check completed 0.001 
Warranty 

SubTotal Job # 2 
Sub Total Parts 

WarrantyI 
! 

GALPIN CHARGES FOR REPAIR LABOR ARE NOT BASED ON ACTUAL MECHANIC'S TIME SPENT ON THE JOB. Rather, you are Total Labor 0.00given a menu price which will be quoted to you and authorized by you in advance of the prescribed repair. If we discover that different or 
additional repairs are appropriate, you will be contacted for your advance approval of a revised quotation. Our menu prices are Total Parts 0.00 
computed internally by multiplying our retail hourly labor rate by a time factor allotted to the repair. This time factor and our menu prices Total Sublet 0.00 
are based on our evaluation of the complexity of the work required, our costs for doing business, and, of course, our desire to remain Misc. Chrgs 0.00competitive. 
We believe our menu pricing is advantageous to our customers because your price for a prescribed repair remains the same regardless Car Rental 0.00 
of how long the repair actually takes to be completed. Freight 0.00 

Deductible 0.00SERVICE DEPARTMENT HOURS: 
"I acknowledge notice and oral approval of an increase in the original Special Tax 0.00MONDAY· FRIDAY: 7:00 A.M. TO 7:00 P.M. 
estimated price."SATURDAY: 8:00 A.M. ·5:00 P.M. Signature or Initials Haz Mat Chrg 0.00 

Sales Tax 0.00RESERVATIONS: 818·778·2172 Notice to Consumer: Please read Important information on back. 

: SE~VlCE SPECIALS @ WWW.GALPINSPECIALS.COM AMOUNT DUE 0.00 

PE13-003.4 000390LC

http:WWW.GALPINSPECIALS.COM


From:MEHTA MANN EOZANT LAW OFFICE 1 661 284 1811 06/07/2013 08:30 #771 P.004/005 


~ Roscoe BML, North Hils, CA 91343 
\ ,18) 778-21n  Fax (818) n8-2164 

OPEN MON.-FRL 7:00 AM TO 6:00 PM 
SAT~Y8~O~T05~PM 

fPA # CAD 029453131 Page 
BAR # AClt1208 - BAR # RC011208 - BAR # AC246I3S 1 

AIR Number. 

Ucem;e Number.  Color: White Customer 
Signature

Sto~_!:!!:'_r:!'!.~!::_~"__________ Mileage In: 6774 
Tag Number: GREEN 407 Mileage out: 6774 

Estimate:$ 0.00 Original Estimate:05l2Ol13 

Invoice Number 

Incr.Amt NewAmt Date TIme Person Cont. How Conl f.!:!!m!. Conl By Reasqn!Oescription 

I Description 

i 1. Customer statement ofproblem 
Customer States engine fault light comes on at start, customer retuming for further 
diag. Flight recorder has 4 recordings 

1 - Cause/Action to Take 
CtiECKED FOR ENGINE FAULT LIGHT. RECEIVED CODE P0236. 
PERFORMED PPT PER PCED SHOP MANUAL HOTLINE CONTACT. 
1- Correction/Action Taken 
INSTALLED NEW TCBP/CACT SENSOR AND HARNESS PIGTAIL 
ASSEMBLY PER ACTION OF HOTLINE CONTACT. RETEST
SYSTEM PASSED. 

Part Number 
BU2Z14S411ATA 
BV6Z9F479A 

Failed Description 
WIREASY 
SENSORASY 

Sub Total Parts 
SubTotal Job # 1 

----------"-----------"--'"-,--"---- -----_.", - _....-"---.-------- ------""-"--"-------- ------ ------ -"------" -"-----------------"--------"------~-------" 

2. Customer statement ofproblem 
Tires Inflated to (PSI) 
LEFT FRONT 36 LEFT REAR 36 
RIGHT FRONT-36 RIGHT REAR 36 

1 
1 

1 
1 

Grand I 
Total 

• Warranty 
Warranty 

1 - Cause/Action to Take 
TPCHECK- .. 
1 - Conection/Action Taken 

0_00Tire Pressure check completed 
: Warranty 

SubTotal Job # 2 
Sub Total Parts 

Warranty.
;'---------------4 "-------------""----- -----" ---------'. 

PE13-003.4 000391LC





Case: CAS-2477161-V3S1F5 Page 1 of6 

Case 

CAS-2477161-V3S1FS 


General Info 

Overview 

Case Number CAS·2477161-V3S1F5 Status Resolved 

Priority High Owner ., Tier 2CCT 

Expected Resolution Status Reason Resolved IClosed 
Date 

Input Channel Phone 

Close Case 

Close Case Info 
----------.~--.-.-

Resolution Type Comments 

Closure Type 

Customer Info 

Advanced Search 

Search On Contact Search By 

....................-.---- -------------

Customer Name 

Customer Delegate 

Phone 

Relationship 

Caller Type 

Use for Reply-To 

Customer Scores 

Loyalty Score 

CLP LTV Score 

In-Market 

Ukelihood to Service 

Defector Score 

Dissat Score 

ESP Score 

Service Segments 

Dealer Info 

. 7/2/2013 

PE13-003.4 000393LC



Case: CAS-2477161-V3S1F5 Page 2 of6 

Dealer Info 

Dealer e Power Ford Valencia 

Dealer Contact 

Portal Status No New Message 

FMCC Branch Code 

Vehicle Info 

Vehicle Info 

VIN 

Converted Mileage 

Vehicle 
Modifications 

Engines 
Specification 

Number of Repairs 

til1FMCUOJ95DU

No 

2.0L 16V TIVCT TIC 230PS GAS 

Hours in Service 

Mileage 

Mileage Units 

Transmissions 
Specification 

Days Out of Service 

5,300 

¢ 6 SPD AUTO TRANS 6F MID-RA 

NGE 

Vehicle Specification 

Vehicle Specification 
Full Path 

Model Year 

Make 

Model I Vehicle Line 

Body Style 

I: 2013 > FORD> ESCAPE> UOJ - illANIUM 4X2 4-DR 

~ FORD 

fi ESCAPE 

~ UOJ - illANIUM 4X2 4-DR 

Case Classification 

Classification 

Responsible Team 11 Tier 1 Inbound 

Case Classification 
Full Path 

Case Classification 
Levell 

~ Vehicle Concern> Buyback Request> California Vehicle> 12 Model Years or Newer 

!Il Vehicle Concern 

Case Classification 
Level 2 

~ Buyback Request 

Case Classification 
Level 3 

~ California Vehicle 

Case Classification 
Level 4 

~ 12 Model Years or Newer 

... 7/2/2013 

PE13-003.4 000394LC



----------------------------------------------

Page 3 of6Case: CAS-2477161-V3S1F5 

Initial Contact Initial Contacted No 

Target 

Case Closure Target 5/7/2013 8:00 PM Initial Contact Date 

Symptom Code 
Symptom Code ~ Driving Performance> Engine Surge> Acceleration> Cold 

Levell ri Driving Performance 

Level 2 ri Engine Surge 

Level 3 Accelerationii 
Level 4 r.o Cold 

Miscellaneous Info 

Miscellaneous Info 

Master Case 

Caller Authorization 0000680944 
Code 

Stars ID 

Tech Hotline No 

Contract Info 

ESP Contract # Warranty Start Date 

Ford Credit Contract Form Letter Code 
# 

Non-Ford ESP No 

Notes & Article 

Notes 

6J Title: Note created on 05/07/2013 01:04 PM by Mark Johnson 

Note created on 517/2013 1:04 PM by Mark Johnson Edited 5/7/2013 1:04 PM by Mark Johnson 

aBC to cust @  and she admits that she is not able to duplicate the issue and after being to two different dlrs they 
could not duplicate the issue after total diag time of dose to 30-days. I asked cust if she wanted to have the VDR re-installed and 
for her to drive the veh. She said she would seek legal counsel. 

Title: Note created on 05/03/2013 03:09 PM by Lisa Carlisle 

Note created on 5/3/2013 3:09 PM by Lisa Carlisle Edited 5/3/2013 3:09 PM by Lisa Carlisle 

7/2/2013 

PE13-003.4 000395LC



Case: CAS-2477161-V3S1F5 Page 4 of6 

**'CUST CALLED'" 
-CUST REQUESTED STATUES OF CASE 
-PROBLEM IS GEmNG WORSE, WORRIED ABOUT HER SAFETY 
-CUST CALLED DEALER ABOUT TAKING VEHICLE IN FOR ISSUE, DEALER TOLD CUSTOMER NOT TO BRING VEHICLE IN BECAUSE 
THEY DID NOT KNOW HOW TO FIX IT 

'''CRC ADVISED*" 
-If your vehicle does not qualify, you will receive a call from a Customer Service Manager within 10 business days to assist you with 
your repair needs and a letter from Ford stating that your vehicle does not qualify. If your vehicle qualifies for replacement, you will 
receive an offer letter in approximately 15 business days from the Reacquired Vehicle Program Headquarters 
-AGENT REQUEST CUSTOMER WAIT OUT REMAINING TIME FRAME FOR REVIEW FOR HER CASE 
-I WILL DOCUMENT THE CONTINUED ISSUES CUST MENTIONED 

!!J Title: Note created on 05/02/2013 11:31 AM by Carmel! Kovacs 

Note created on 5/2/2013 11:31 AM by Carmel! Kovacs Edited 5/2/2013 11:31 AM by Carmel I Kovacs 

SUBMITrED FOR RAV HANDUNG 

bI...l Title: Note created on 5/2/2013 11:10 AM by Susan Aluia 

Note created on 5/2/2013 11:09 AM by Susan Aluia Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

Reviewed information. At this time Ford believes the vehicle does not qualify for repurchase or replacement under the CA State 
Lemon law. 

t:JI Title: File Attachment 

Note created on 4/30/2013 2:04 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

~ 4-22-13-J -CALL-CAS-2477161-V3S1F5-CustomerReferenceInformationCaliforniaLLCases.doc (128,514 Byte(s)) 

After review, at this time, it appears this vehicle does not meet the requirements for repurchase / replacement; transferred to RES 
for review 

aWl Title: File Attachment 

Note created on 4/30/2013 2:04 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

D4-30-13  -CALL -CAS-2477161-V3S1F5-DealerReport -PowerFordValencia-RecvDlrRept.msg (872,448 Byte(s)) 

-RECEIVED DEALER REPORT FROM POWER FORD VALENCIA 

d Title: File Attachment 

Note created on 4/30/2013 2:01 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 
r]
l 4-24-13-J - -CALL-CAS-2477161-V3S1F5-DealerReport-SunriseFordNHollywood-RecvPartiaIDlrRept2.pdf (119, ... 

-RECEIVED DEALER REPORT FROM SUNRISE FORD N HOLLYWOOD 

fs.Iill Title: File Attachment 

Note created on 4/30/2013 2:00 PM by Carmel! Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

] 4-24-13 CALL -CAS-2477161-V3S1F5-DealerReport-Su nriseFordNHollywood -RecvPartiaIDlrRept.pdf (415,2 •.. 

:sJ Title: Note created on 04/29/2013 02:18 PM by Carmel! Kovacs 

Note created on 4/29/2013 2:21 PM by Carmel! Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

-OBC NORMAN IN SERVICE W/ POWER FORD VALENCIA- SM FRANK IS OUT OFF THE OFFICE- EMAILED DLR REPORT REQUEST TO 
NORMAN- VEHICLE IS NOT CURRENTLY AT DLR 

Title: Note created on 04/25/2013 10:04 AM by Lisa Carlisle 

Note created on 4/25/2013 10;08 AM by Lisa Carlisle Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

7/2/2013 
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Case: CAS-2477161-V3S1F5 Page 5 of6 

···CUST STATED··· 

-CUST CALLED BACK ASKING FOR STAUTES OF BUY BACK 

-ASKED IF HER VEHICLE WILL BE PURCHASED BACK 

···CRC ADVISED··· 

-WENT OVER CONTACT TIME FRAMES 10 BUSINESS DAYS FOR NOT QUALIFY, 15 BUSINESS DAY FOR QUALIFY VEHICLE 

-PLEASE ALLOW THEM THE 10-15 BUSINESS DAYS TO PROCESS YOU CASE 

-I DO APOLOGIZE BUT I COULD NOT ANSWER QUESTIONS REGARDING THE BUYING BACK OF YOUR VEHICLE. THAT IS HANDLED 

IN A DIFFERENT DEPT. IF YOU DO NOT RECEIVE COMMUNICATION wrrHIN THE 15 BUSINESS DAYS PLEASE CALL US BACK HERE 

AT THE CRC TO FURTHER INVESTIGATE YOUR REQUEST 

i:iJ Title: Note created on 04/25/2013 08:22 AM by Carmell Kovacs 

Note created on 4/25/2013 8:25 AM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

-EMAILED SM FRANK WILSON W/ POWER FORD VALENCIA REQUESTING DEALER REPORT AND ROS NEEDED 

i:iJ Title: Note created on 04/24/2013 04:24 PM by Carmell Kovacs 

Note created on 4/24/2013 4:26 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

-EMAILED SM SEAN YAPA W/ SUNRISE FORD N HOLLYWOOD- REC'D PARTIAL DLR REPORT- NEED RO 387764, DATED 12/24/12
ADVISED TO SEND 

isJ Title: Note created on 4/23/2013 12:36 PM by Carmell Kovacs 

Note created on 4/23/2013 12:37 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

-OBC SM SEAN YAPA- SPOKE W/ SEAN AND HE WILL SEND DEALER REPORT AND ROS NEEDED BY 04/24/13 

---"_.,,"----,,,..._------------------------,-------
isJ Title: Note created on 04/22/2013 03:28 PM by Carmell Kovacs 

Note created on 4/22/2013 3:31 PM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

-OBC SUNRISE FORD N HOLL YWOOD- LEFT VM FOR SM SEAN YAPA- REQUESTING DEALER REPORT AND ROS NEEDED 

~ Title: File Attachment 

Note created on 4/22/2013 9:45 AM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

D 4-22-13-J -CALL-CAS-2477161-V3S1F5-DealerReport-SunriseFordNHollywood-EmaiIDlr.msg (63,489 Byte(s)) 

-EMAILED DEALER REPORT REQUEST TO SUNRISE FORD N HOLLYWOOD 

" """"-"""- "".__."-----_..._._----_._-"-_.""._._-"."."".,,.,,---,,--,,------"--".._""""""..."""."--_."..."._."",,-_.,,.,,,._ .. 

tJI Title: File Attachment 

Note created on 4/22/2013 9:44 AM by Carmell Kovacs Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRM 

o4-22-13-J -CALL-CAS-2477161-V3S1F5-DealerReport-PowerFordValencia-EmaiIDlr.msg (64,512 Byte(s)) 

-EMAILED DEALER REPORT REQUEST TO POWER FORD VALENCIA 

" .., .._..._-,...."._---------------_...._,,--------------_._.-_._._------
&J Title: Note created on 04/19/2013 01:34 PM by Courtney Faucett-daniels 

Note created on 4/19/2013 1:34 PM by Courtney Faucett
Edited 5/2/2013 11:11 AM by FordCRMAppUserAccount CRMdaniels 

 7/2/2013 
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Case: CAS-2477161-V3S1F5 Page 6 of6 

*********CUST SAYS*** 
= veh hss been to the dlr 4 times since december for the same issue 
= cust has been to two different dlr 

when the veh is started the screen says "engine fault" , so when the veh acclerates the veh lurkes foward, 
The issue only on start up 

=cust feel there should be no reason for her having to keep bringing the veh to dlr. 
=cust says that she is done with dealing with the veh. 
= cust want to pursue the buyback path. 

*********CRC SAYS***"'* 
Your request will be investigated by a specialist here at the Customer Relationship Center to see if the vehicle meets the State of 
California's lemon law guidelines for replacement. If your vehicle does not qualify, you will receive a call from a Customer Service 
Manager within 10 business days to assist you with your repair needs and a letter from Ford stating that your vehicle does not 
qualify. If your vehicle qualifies for replacement, you will receive an offer letter in approximately lS business days from the 
Reacquired Vehicle Program Headquarters. The letter will provide instructions regarding documents and information necessary to 
complete the process, including the original sales contract, current loan or lease documents, and current mileage to determine 
usage fees. If you do not receive a communication from Ford Motor Company within lS business days, please call us here at the 
Customer Relationship Center to further investigate your request. 

........ . ... .............••• ...... ...••_-...•.__._.._-_......... .- ..................................- .-._.._....................................__................._-.......................................... ......... ......................................................................... ...••........ 


Article 

Article 

Admin Info 

Admin Info 

Created By I Courtney Faucett-daniels Modified By I Mark Johnson 

Created On 4/19/2013 1:32 PM Modified On 5/7/2013 1:05 PM 

Begin Date 4/19/2013 Case Type 

Title CAS-2477161-V3S1FS Source Created By 

 7/2/2013 
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Dealer Report and Repair Order Summary 

Please Return To: Cannell Kovacs 


FAX 888-8!)]-1682 or pbone 86()..567-6518 x 77133 or eo mail to: ekovacsS@ford.com 


Attn- Service Manar.er - Immediate Action Reauired • 
*PL~E FlLL IN fc.BLA'NKS WITH A *BY lHEM

*Your name: (jI~ '4tA:/J"'- I *Your phone #: I ~\'\ ~ 1Po 
Dealership Name: SUNRISE FORD OF N HOLLYWOOD 

Review Open Date: 04/22113 I Case #: I CAS-2477161-V3 SlFS 
Customer's Name:  Vin: 1PMCUOJ95DU

YearlM:akelModel 2013 ESCAPE *Current Mileage: 5,100 

1. Does this vehicle have commetciallettering or decals on it? Is it used for commercial purposes? Yes' N\~ 
o 0 

If yes, please explain, and if you know this vehicle is pan ofa fleet ofS or more vehicles owned by this customer, 
please advise. 

g2. Does this vehicle have a performance chip, lift kit. remote starter, or other aftermarket accessorie:s? Yes 

D 0 
If yes, please list aftermarket item/so 

3. Does this vebicle show signs ofab~, miss use or lack ofmaintenance? Yes ~ 
D D 

Ifyes, please expJaiTl in detail how you came to this conclusion, all di88flOstic tests perfQrmed, specifications before/after, 
and what proof you have ofabuse or lack ofmaintenance. Take and send pictures ifavailable. 

4. Total number of days the vehicle has been out of service fot Ford warranty repairs at your dealership? l2 
NOTE: This number should not include days out of service fur maintenance or customer paid repairs, days an RO was left 
open while the vehicle was in the c~tomer's possession, or days the vehicle was left by the customer prior to a 
scheduled appointment or after repairs were completed. Please explain in greater detail on the following Repair 
History summary. 

4 

PE13-003.4 000399LC

http:Manar.er
mailto:ekovacsS@ford.com


Title: Date: 

Please attach any additIonal comments on a sepafate page . 

RETAIN A COPY FOR YOUR RECORDS 

5 
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Dealership Repair History Summary 
(I,,r::. _?-lr~~1-\J3Sff5

CuOLca~ . Cu5t   V1N; \£Mt..UDa-'lS"OU

wARRAN~ 3/36 Bumper to Bumper 04/50 Bumper to Bumper. 0 5/100 PowerStroke Diesel Engine Warranty ($100 
Deductible) r-
FORD ESP ~ PremiuroCARE BxtraCARE BaseCARE 0 PowertrainCARE 0 RentelCARE ~ 
Maintell8IlceCARE 

Expiration: Datt\-hl }Altfiles \ bOo 00 , 1 , 

PLEASE INDICATE TYPE Goodwill ESP D Customer purcbased retail ESP D Non-Ford ESP Name or ProvSder? 

RO 
Number 

Date 
In 

Date 
Completed 

Total 
Days 

Mileage Customer's 
Concern 

Action Taken How Paid? 
Wllrranty I 
AWAfESPI 
Retail/ 
Dealer 
Internal 

soeo-::r~f ~ 
t'l-. 
~ 

12,.. 
'3 q,-,s 

Clock. .... 
1~' 
~~ 

ftoI'ap 

Moou..u...~f'°'i'~ 
\.Ut;\"y'~ • 

3l>~';L, oJ-
U~ 
,~ 

o~ 
~ 

,,) 
, l \ "'6. 

C~ 

~~~ ~"'If~ M~ 
~ se:r ~ SqlJl t:..;~ 

lQ~ 
~ 

[\ 

3,\O~1 
lS"" 

~ 
&i)(l 

)I, 
tv\tA.tI 

~.'l- " 
g38'l 

&.I ~ M.<¥.Je 

\J~~ 
w.~~ 

~ 

~J 

?~"'" 't"c:2.41" 
~~~ ~""-

l ftA'fWf /4 
4l;" ~C&.1 h¥ ".fA ~JA .tt, 

~ tdu.\A'...., 
MoL· 

~~~ 

IJ. 


. ..Please c!.u.Dhea!;L as necessary aDd attacb addltional.sheets • 

6 
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BUS: ELL:  

99.50 
l)OAR# 252-453-423 

:'\.')::;'.':. " • < ~ ~~, : ;'~~/~' /:' ". ", , '~,: l::;:::;;~:~' ~t~:: .. ~·,:.·.' ::-fii;':"';; .;'~~ , : ::;;. ::~.~ ~;. ~:~: ,~~~;:l~:~~t; .:: ;~.~~'~;~~,~~:,~"~~~;~~F(:~~:~i:?:i~·: \:.,:. ,: 

lKANK YOU FOfI. __YOUR VEIIICLE TO TliE 
VAUE\"& QUALITY ~CENTEII. 

HEWvr=IGAJr.~~""'~~'I1.~oufy~. 

SUNRISE FORD 

t"ijf~ ~TiJy~ .::M.....u..,

390767CUSTOMER #: M31114T 5500 LANKERSHIM BLVD. 
UNIT# M31114T NORTH HOLLYWOOD, CA 91601 

PHONE: (618) 752.0000INVOICE FAX: (818) 763-1418 
WWW.SUMSetord.Com 

FIN. 95-3411682VALENCIA, CA PAGE 1 BAR REG#AR072998 
E.I"A.# CA0Il814411 00 HOME  CONT:N/A 

SERVICEAOVISOR: 6197 GARY TAYLOR 

13:3 11:08 12MAR13 

lo,l;tm QPCODETEC~:O:;REj ll~.S ..... ..... _. . ... ., ., ..,.J, .. ",_I.:'~§T ........ N~'E....~9'1'~ 
A;CUSTOMEa "ST~r:Es,::.~;,~:!!:C~:~:S:WG:J:NE::~INS.:tJiS"~;;;;I~l'i:'QN1Aml; .~-:'Ll1RC1ml!lS;:,:::eWI:.r.;;~'·.'.~::·;·;:;:;-;':::'::':·.:~·.;: 
CAUSE: TEST EEe SYSTEM CODE P0236:00,DCL DISPLAY RPM 710 BARO 14.35,RUN 
' ......... '. , ...• P;IN,P<:lH¢l'::: TESTS:'EA1: Y-ES,£A5: YES.j:..EA6::.YE8~:;EAj:::;NO:~::EA97:YE&;.i.:BARdL 

PRESS 14.35 
, ....,.... ··<.:12:6!S6:D::fte::;S¥STEM:;;D.[:AGNGB:~t~~:.{:Qt1rCk::':UEsf.ii)" 

6147 MARX,MARK LIC#: 6147 

'.' 6.t'~:!i .,,~~t.~~6.S~~~ .: ;i~~J~~" 
Fe: D41 07 

:~~RT#:·:\DiAc;... 

COUNT: 


....... r dIJtEM:riEEi;:' "', ...., 

AUTH COPE: 


SUBL NOH?0201 PO# 310533 

.. . .. . .,;' 'we 5,,:' ,;.6 ~::fQ. " .." .' '/';"" . 
126S0D80 PID RECORDER/MONITOR TEST -

:Ei.14'J·:MARX/MARK::tttC#:i '.G,i147.". '; 
W95 0.10 

.·126S0:D45';EEd·.. S)(S.TEM'i·r:ilASN6stl;C,;::;rfrN...J.~O]m:'T.ESt... ~::['~;iii!i:;:~':.:r~·;· . 

. , 6i4;7·'>MiiJPt~:MA.RK;.LI:d#.:<;6i4~f~~>~:·::' 
W95 0.30 

;..MT.lli25:8l'>·r¢L',12S;Si.·i:.;.:.. :. ,.':,.: 

>:.'5.410:, ; .... ,.: 

. ·:; ... ·· .. :·.:·:·;~WR·,:· 
PARTS: 0·.00 LABOR: Q~OO. 0r.H,¥!R: 0.00 TOTAL LINE A: o 00 

PE13-003.4 000402LC

http:12:6!S6:D::fte::;S�STEM:;;D.[:AGNGB:~t~~:.{:Qt1rCk::':UEsf.ii
http:WWW.SUMSetord.Com


PAGE 2 

www.sunrl.efonj.com 

. ;:'MG.i<:,' 

99.50 CASH 12MAR13 
l)OAR# 252-453~423 

r; NEeT' :Q~1l.:08~6s!ol::., 

(N/C) 

D 

SUNRISE FORD 

~£f,~dk~"''5

CUSTOMER #: M31114T 390767 5500 LANKERSHIM BLVD,. 
UNIT# M31114T NORTH HOLLYWOOD, CA91601 

PHONE: (118) 78:2·91100INVOICE FAX: (818) 763-14"8 

,o;b'~;;,:.:';:iT.o1iru.;;~:n;.rNE'·':1:b,:i:::.;,:!·;~L"::!~:'lrEii:;,K;JlQ!::i~;r:;::!:.::<0',.: dd,.. ·:t.:AB.O:R;:~··j~i(> "'Ol•. 0'0:,::11QTHER 

****~***************-******************************* 
B.PER:irORM·MuLT.I,:,::pdiNT:.:.;:tNSi?E6T.l6l\J:;·~r:t::'::Lir':::'" <:;::, 

99J? PERFORM MULTr-POINT INSPECTION (2
.. ".. .':61:4''l;MARx';MA:RKi;'LICi·:t;E!f~'::(::;'(·:'!; 

INC 0.00 

.3:39:9...SET:· .!rliE:'p:~sSb:RES:~ TO, ,3,$':: PSI:;~·.:T.:tRES.·::l\T:.;::1'Ol::i2.::,:!",:i}ii:l:,~:i1:!' 
**************************************************** 

CAUSE~ . 
c;:HQiiIZON .RENTAL'cru.:t:··:, .:, 

' .. ,... 6!S1~ .. tlOIrr·ZPlll;~AL'icAit' :: ~~~ ;~!;;'~~:; l~;~/",~:;,'::\ :i·t: ~~~, J: ~j~f:~~~~~·f ~;;;~~ ~~~::;!~~ 

RAIcis:i .... ." (l6;g,:;!~0R;~ihg~~u: ~~~U;,;~Q:d~;·~::6.1iailiifhi .• i:~:iii;;:,tj:ll,<·~~'TnfMi~'~ :£~NS;': t:iftF' ;:,!ji.:'{~! ·"~l~~~;&t:!:;"i:;i~: 
,.~~'''.**':~¥r:¥~¥.~ *,i!*.~i:*~~:~~i5:~~~~~.~¥i;~:¥:#~:~l*~.i:(*~;~ *~~v; ~~,l\f~\i*~~~~;;. ;iiit· ,. 

D-* CUSTOMER STATES: PERFORM CAMPAIGN 12A04 
ciAtrsEl !;:!?BkFb~:~:C;:ALL:~:;: REP~:G.~Eb;~;;j?iJl.r;;c:.· 

12A04C 12A04C 

FC: PART#; COUNT: 

;:CiJlXM..:,',; 'r~~g~~~;;::~:; <~':,:'i!J:~Gr4 ,': .:;~:;;~;f :~ :":;'.,.,~: ,:';,;, 

AUTH CODE 


. . . ."82 sic -.~: ';' 
PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE 
.. ; . .:: :;:::': /: ~'., :;;i:;:":':" <!;:;:':": '~:.~; ~~; , ,,~::" .:' . ;~::~,~: :?: :<,:~~:: ~: ~ ';'>:;* ;': ,~(,:>;.:;{,~~"" ::·~,\~,~:;:_:.~~1 :;,i; l' ·~!g~~il~,~:.~~:~ !>~~'~~i:~: ~~. );[!~~(r~ :~,~< ~:". 

3389 12A04C 0.30 PERFORMED RECALL, REPROGRAMED APIM. 

'" ....... .·.!~.i:;*#t~~~~;~:k,~.:1t.~'~:~;;;~:t.i~~;'*i*~:*~~f.~~!t:~*~;~~:~f~::t!*+~it~:i!~y.;;~~i1,r";-:~*:'f:~: 


AND OK 
,. ·C;~~:;~~!ln:t;.;.P~~~:) ~.;~ :,::;~I j i:l!i'~.~~:~;~~1f.~!:·: ',~~~:~;;~! !~~.t' 

PAR:*$,;.'· '.:.~:b:~bi&::~;~OR~::tg~~;; .• ;::!:;tlj6b·/·bT.imR;n~::;;!9Xf~~~.J,,:pi1;:~Jro:frAiJ!~j~:r:N:E!';trt!c:~~f~"t;;i1;!;·i'iJimbi.h{~;:~!~~~; 

- " :', :~:2g;7,A:;: ·:W~i~L. :;0..:.3 0;' ,;:>.. 

WE APl't'lEClATE YOUR aUMIER 

THANK YOU FOI\ BIIlIIGING 'roIJRYEMlCLE TIl 'THE 
VAU.EY'l> QUAUTY IIEJMC!. CfNTER, 

WEALliiD HAW NEW AND U5I!OFOHDB.· 
NEW lIGH'f, MeDIUM AND ttiYlVY OVTY TRUCII:S. 

Opy 
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VALENCIA, CA 
HOME  CONT:
BUS: 

PAGE 3 

SERVICE ADVISOR: 

WWW.sunriseford.com 

12MAR 

Wlii APPRECIATE YOIJR BU61Nns 

THMII:J~=.m-uA~~TOTHE 
Wi. AUIO HAve _ AND U6I!O f'QfI/lS•• 

NEW UOHT, t.1fI)lI)M A/>IJ HEAVY DUTY TRUCKS, 

OPEN 
7:011 P,M,
·5:00P.M, 

·"{N/C):, 
o. OQ.,., 

" .~.;: :::-:~' ~'.J 

SUNRISE FORD 
<fu:.u:fk~ ~.::7~I~ 

CUSTOMER #: M31114T 390767 5000 LANKERSHIM BLVD 
NORTH HOLLYWOOD. CA91601UNIT# M31114T PHONE: (818) 752-9000INVOICE FAX: (818) 76~1411 

13: 3 15FE11' 12 13 
4INE OPCOpE TECH 'rY1?K HQ~. :WIST , TOTAL 

.0. pO 
."I;~; ',";': :' ! 

: (NlG) 
0.00 

**************************************************** 
g* '*,.,: B.AT:t!ER·Y{CiI:ECK'<GGODc,;1' 

GBATT BATTER¥ CHECK GOOD 
, ',9'9:9/: If\i,C:,~~':iJ':~"OO':'c, : 1 

:PARTS: 0.00 LABOR: 

PE13-003.4 000404LC



OTHER: 0.00 
';>(NI:C)t;,:;, 

0.00 
,,''':'' 

" ' .. '~. ,:::~,:,-~~;: .. ,,~::'" ' 

SUNRISE FORD 
1'lu:.."U !l~d{.:a~in5

CUSTOMER #: M31114T 388134 5500 LANKERSHIM BLVD, 
UNIT# M31114T NOR.TH HOUYWOOD, CA 91601 

PHONe: (818) 752-9000INVOICE 

PAGE 1 

SERVICE ADVISOR: 

FAX: (818) 763-1418 
_.6unriliilford,com 

F.I.N.95-3411682 
BAR REG# ARD72998 

fi.P A,' CA0981441199 

99 CASH 03JAN13 
l)OAR# 252-453-423 

08:09 ANl 
I,.INE OPCODE lECe TY:t;lE ~OURS '. .LIST, NET IOTAL 
~ .CUSTOl'-1BR$TATES,THE: Ct;;QCK 'KEEPS' REls,e'rI'ING TO" TRB .[!;r~ iTHAT, , WA.S , .' ,>,:, 

DISPLAYED WHEN ENGINE WAS LAST SHUT OFF. 
cAUSEij ••• PERFORMlllIl ,M:AsTE:R~,;RieSEq','ON:~::SYNb,;;,SYS~M:L::;.';;:!;!:;:;· 

BI0 MISC. QUICK SERVICE-A/c ELECTRICAL-TRIM 
'. ' . , ':,9,99,:;;itNt:;:O:~;O:G:~', ':.,,:(:' .:"::.;,:!:i',::i,1~i;i·:"" 

PARTS: , ,0. on LABOR: 0 7 00 
'..! r-, ,- ._;:,\:';:'. ; , '.::" . . . ,," 

1187 PERFORMED MASTER RESET ON SYNC SYSTEM. 
, , " ',",'ft ,~:*.:;*.*.*:~,** 1(:*.t;", *";~?{i *~i,,**;.~~~*'*;,~ ~#*;f!*j1,<}ti;ir>1i:'1"~:;~~'!i ;ff:~~~~:A:~'~,i,;:,:.:;;;t::::!! ... 

B CHECKED AND OK. 35PSI 

:,";' .'. ';~::?G'r:I;RE. '·~CDI:f~;:~:~:tOK . ~:~.<f k~h>l:;~~':;:;:~;::P1~~~,;' ~~)~'~:~ ..~~{.~];":':::::; ~i~a::;::~~}~i)~(~~~:Tt~~:;~: 


.' ," ..,9~9 .' j;Nq .. 9 iO"~. , . '''",'", '" ., N ',~.- , .''''' , '" ."" ", ' (N.!.<;)", " 
PARTS:" '.a (b,O:;:';::~OR,t;::·. :::':0:,0'0," ,O,'PHER':",,:"':;~~:' ~tL:0.'tJ,' ','"(l!-OO'JU,;!.'I9:TNE';''!{!;.., ',;' I': ':;.' '::,,;20::,0.0,;'/\:, 

.', .... ·510 :fr'~~*~;';t.,*'*t~,fllr:,i.*:~~~ '*,~:i¥ tf'~;~'~.~~'*,*~~~~ ~~~!'~:r;f~;t.i**;~;,€;~): :to: .~:': 
C** POLY-COAT INTERIOR & EXTERIOR AS PER SALLY DUE BILL 

;i'S~LET:,!lSuBti21'::/:::.if::'~~. :"~ ',,' .. :~;;:;1 ;;!!i;:;::::';!:.;~:;::}:i! :::;: !t~::· .. 

999 IUC 0.00


l?AAT:$;;. ..•.. :,":o:~; Q'b<:,~OB7f;:';;':;!ii,) '0::.;;:00 ;E0Jr~ER;.i::"!.:~:';:::,J:;:'6:i:D:c(':::::ji:;~~1;;L:ll&~;:O;~:.'~;};· .. 

. . rt81;:SE:e:\t.iCE,d?EIiFORMl!:ri:;;~~/.' 
"' ' 

•.••• !.' •. 
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SUNRISE FORD 
~""~dltl1dV1~

387764CUSTOMER #: M311l4T 550QLANKERSHIM BLVD. 
UNIT# M31114T NORTH HOLLYWOOD. CA 91001 

PHONE: (8181 752-GOOOINVOICE 

VALENCIA, CA 
HOME  CONT:N/A
BUS: eEL . 

PAGE 1 

SERVICE ADVISOR: 

FAX: (818) 763·1418 
V/WW.5unrisefDrd.oom 

270EC12 
STK:M31114T 

E 12 
TYPE HOURS LIST T TOTAL 

"'I]:!,mS>$BAT':CLb,Cl<;:Al-;tt'l'BMP,:cd:tttI\Qf;:;!,U;S"':1l-1t)IfV:!:,;~cK';~,-,.,. ;':',::::;,;"::!' ''':'7::;.':'~::~';':<,i;::::;!~ii;~ 

:IN"/C):' 

ClAnS'R :', ;I~~~~~ ,ANb:,:vERIFtm.:CbNCE~:~i'::'NO~~D.t6 ;::,W~;:!;!10JJND~}~~P.ERF:tD~::!;,~\::i.,;,:'::?F"
MASTER RESET AND REPROGRAMEO MODULE. REINSPECT AND NO FURTHER 

","'CONCERNS:;"wtrREi::'FDtl ::~J:i'!:: ,r: ';:;!: ::;:" ';':-j;::::~,:i!,"L' ::,;;~.~~:i~~: '.,U~;')Jiili':;':: ';::'; ;i!ii~~):,~,;:'in~0;~:r.':::U:1: :!::U';" ' 
12652D l26s2D 

,i,.,.: "'"',,,,: 2a~;Z:4' ';',W,9,8;'>:.'b~,so !'::;: 
1265201 1265201 
" " " :2;~,i14:"',:W9S:':tQJ 
l26S2D2 12652D2 

.. •." :.·.':2g?4'·YW9.5;!:j<;a.~40;.:i: ,I:: ':::~(~Nl\~yi:!' :t;: 
FC: A16 42 

..... !1ART.# ~ •• '·14n.?:i2;'~':;".: 
COUNT: 

: ;ChAI:M;:riliE!,,:::;'::i,:', ,. 
AUTH CODE: 
8j5~ .. "!;:~' ,:,:/i;,;:::~~;:;:;" 

PARTS 0.00 LABOR! 0.00 OTHER; 0.00 TOTAL LINE A: o,~ 09, 
. ,\' '! : , . ':'j:::.;:. :,: ,'~> ,:<;:~;::f::"" .' :;':'~;::';~"i;: ~~::,;: )~;':;·?~"~.:.:':;:~<,1:';~~;;':,:~~;:~·~~1~::;1::L:::~P:. :;'~~7~;~~;;~;~:;. ;~~:~ y~ \;,~i i<?:::: ';.;:, :~~:, .~;?! >: 'W' ;. , .' ,. • • 

.~4512.52,0,DX1.{p2, ..£,~?q"";r.NSP,E:~I,~".VJ!l:~.f·r.,~El?",,,,.qq;N<;;.E~*, ~'~rl~.G, ~§;g~". ':F"" 
':')i'OUND,.llERFOaMEO'!;;l.'.I.t1iSTEiR . RE:S~~l:';: l'UIILlik.REP""GGR:AMEr.l,. M0D!iJ:tJiE.!:;l:,'I;~NS;PBeT~~!ANu;,;\NO 

FaRTHER CONCERNS WERE FOUND. 
, ."; . '.:< *~*~~:-:;*:t'~:~i~;!t ~ik'!i~:~*:.:t':~#§r,*H~.,.f~'zt:,f;~it:jIi;.i;;* ~,*;,~ ;~~~~~i*~~~W,~:**':~ifi~~. ' 

13" Moved to: 387764C Line: A 
.. :; S/$'9 Or;'ov.:eo ~:;tO::;'i·:·le?1:g4;c:,Lin~,,;::,iA::;~~ '," 

PART'S: " .,. '., :,oC 5,~ ~'7mQR:~ .0. 
0

;; ':':O::~.a/5~::.Qni{lllln>!~):,',: •,.:;:::O~;JHl·:;;' :,~:~N:i!;:1.ii~NEf$J.~;;G:~:l <: ;;:'i'i,;d;~~~~k, jijii;~j~!:;: 
... :," ,,:;~·ii;i*:~~:*~~~'ii~;~:*~:"'~~f~:*,~:~~:1:'f",!*·:It;ii.1:~~~#~{~~~,~~iO;~~.~i~~·t:t~:f~~~~~~i';;;:;,'H:i:;;"


*** THE FO~LOWING WORK NOT DONE-TRANSFERRED TO RO#387764C *** 

B; .;. 'Mov,ea' .·'t6~~: ':.: 3.,'$~/{;i t;4C::··:fjlne:~:! ~~; tA~: ,:.~: ~:;~;::;}:: ;~~. :::: ;:;,~, ~~ ,~1);.£}~~' ~ ~ .~::[~~:~~: ~~~~;. ~ :::}£2'f:~~ ~'~ ~r~~~:: ;::. j; Jf.~!~: l:~~ ~ !~:~:~',~i :i::~::~~;~~~~:!'-; ,: ;~ijJ.~.~1~~'~~'~~~:::: ,.:~~:~)!~:f:;'!i.~1~~1~:f.~~~;~;~·i !f~lj: !;'U ~3 

THAIIK YOU fOR _SING YO\IR VEHICLE TO THE 
VALLiY'S QUALITY BEIMCI! teNJel, 

N:wV{Tt~~,r~-=~mrr~6Kli. 

NOTICE TO CONSUMER: 
I ackn<mJoe:dge nollce and oreJ apl'J'(>'J~l of any additional 
CUIItOrnGr or WgI'l1lYli:y work perfClllTllld andlor i~ Irl tII& j-'=~--==.:.:...-_+-____~___ 
originsl 9S!imiJlv pl1ce; ~ddltfonslly I adInoWlO(lge receipt of f-'-!PAR=T.:::.S...IW..OU=N:...:T__-t________ 
&ddl\1onal consumer WlUTan\y lind aervlce Information rontaine<l GAS, OIL, wee 
in ths Parts &. 6eI\llGe Warranty Di:sdaimer. r-:=:.::::l.=-!..::::==----+-------

SUBLET AMOUNT 

AlJTI10RIZEO MISC. CHARGEs/ADJ. 
MClNoAY~RU ORIGINAL REVISED 

SATVROAV. e,OOA,1;'l ~e$T1~MA~TE~S~~~;===-e:s~T:IMA~TE:.S!:=====::::===t¥1'O~T~AL~CH~AR~G~ES~==t========
STOP 11'1' AJID 1IEE~_vu.~~ IlEIWICE rCUSTOMER SIGNATURE lESS INSURANCE 

SALES TAX 

---_._-----_..----

PE13-003.4 000406LC
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SUNRISE FORD 
<u(."U ~ t::Nw. ~'5. 

CUSTOMER #: M31114T 387764 5500LANKERSHIM BLVD. 
UNIT# M31114T NORTH HOLLYWOOD, CA 91601 

PHONE: (818) 752.go00INVOICE 
FAX: (818) 763-1418
www.sunr1s&ford.com 

"'.l.N. 9S-34116E12VALENCIA, CA PAGE 2 aAR RI!G# ARtl72996 
HOM  CONT:N/A E.PA# CAOO81441199 

B CELL: 

18:00 25DEC12 
_""'"'"'.:.!:.::::.=.:;,=.;:=....;;...+..:.:.;;.....:-...:.=:..=-.:~.:.;.;..:.'..:.::..' . .,. OPTIONS: $TK! M31114T 

07:10 24DEC12 7 E 2 
LIST NET 

).... .'....." 

, .," 

"",:". 
''' , 

, ":.. ",":.:, '.', 

WIl ...~"'TEYOU~ BUSWI$& 

TItAN!( YOU fOR 811~YOUIt Vl!HQ.E TO 'TliE 
VALLeY'S QUI'UTT _ICI!1:OI!HTf.R. 

P£W~,,~:rt.!~~~~~!J, 

....:.::I.Jc:=::.c:L~...~-=-~.:..:~~,,::J=~~-~~
1(.1IPqI,n .. lit s..1III ~ .. c...~ ................. ......,. UIJL "'.__JW:~__ 

Ilir ...... r1lil'lllJMlll... ...., .......... 6J ...... ""~W.......,..flilMI._. ~ ....................fIIf.....,ulllo1l:il.*_--. 
CUSTOMER COpy 

PE13-003.4 000407LC
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r // V. F5 Dealership Repair Histor! Summary
vAS -2.'1771", - ~Sl 

CuDL case # Customer:  YIN: LEM C u Or95D v
WARRANTY ~136 Bumper to Bumper 04150 Bumper to Bumper 051100 PowerStroke Diesel Engine Warranty (SI 00 Deductible) 


FORD ESP 0 PremiumCARE 0 ExtraCARE 0 BaseCARE 0 PowertrainCARE 0 RentalCARE 0 MaintenanceCARE 

Expiration: Date Miles ___ 

PLEASE INDICATE lYPE 0 Goodwill ESP ~ustomer purchased retail ESP 0 Non-Ford ESP Name of Provider? _________ 

RONumber Dateln Date Total Days How Paid? 
Completed 

Mileage Action TumCustomer's 
Warranty 1AWA 
1ESP 1 Rt1aill 
Dealer IntEl11a1 

Concern 

E.N6uJ£ #0 [)TC sre8.r£5. ;:::Aut.T UAlA6LE'. To \I£JC1~r !VIc2 :2 I "'A~/N6 
tJt$.H~

1'10/20 ~"'50 
a,S72:lMeRsCoAleE/<..A/ vVAgRAP?", I20/3 2013 IS C 

ICoDE# Po2SAEilGINE"{'£13. 

FAULf 


NEB. 
IEEe Koe.o REPRoGRAIVI.q8 L w~520"/tf3L/17 I ~VICG. ~~M AS 'PcSR TSB2-01:3 ,20/3 Wow TA L CAE!.. \ l;>~\J I 

I 

I 

Please d!U!llgte. as necessary and attach additional sheets. 

6 
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NOTE: This numba" should not include days out of stn'ice for maintmance or customa- paid repairs, days an RO was left opal while the vehicle was in the customer's 
posse;sion, or days the vehi~ was left by the customer prior to a scheduled appointmmt or alta- repairs wa-e completed. Please explain in greater detail on 
the following Repair HistopStJsummary. 

Signature: /l~,r/I/WV1. JU Title: :5autQG ;t!A-tlA6pg Date: f-2- 9-13 

Please attach any additional comments oa a separate page 

RETAIN A COpy FOR YOUR RECORDS 

5 
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Dealer Report and Repair Order Summary 

Please Return To: Cannell Kovacs 


FAX 888-891-1682 or phone 866-567-6518 x 77133 or e- mail to: dwyacs5@ford.com 


Attn: Service Manager - Immediate Action Required 
"PLEASE FlLL IN THE BLANKS WITU A" BY THEM" 

Review Date: 04122113 Case#: CAS-2477161-V3SIF5 
Customer's Name:  Vin: 1~C1JOJ9SDtn

YearlMakeIModel 2013 ESCAPE ·Currmt Mileage: 5,100 

1. Does this vehicle have commercial lettering or decals on it? Is it usro for commercial purposes? Yes N[/ 
D 

Ifyes, please explain. and ifyou know this vehicle is part of a fled of 5 or more vehicles ownro by this customer, please advise. 

2. Does this vehicle have a performance chip, lift kit, remote slatter, or other aftennarkd accessories? Yes NOr/' D 
Ifyes, please list aftermarket item/so 

3. Does this vehicle show signs ofabuse, miss use or lack ofmaintenance? Yes ~ D 

Ifyes, please explain in detail bow you came to this conclusion, all diagnostic tests performoo, sptrifications before/after, and what proof you have of abuse or lack of 
maintenance. Take and send pictures ifavailable. 

4. Total number ofdays the vehicle has been out of service for Ford warranty repairs at your deal(S'Ship? :3 
4 

PE13-003.4 000410LC
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Instructions for Comp1etin2 the Dealer Report and Dealership Repair History Summary 

I. Does this vehicle have commercial lettering or decals on it? 
Ifyes. plellSe explain: Le. send pictures or detailed description ofthe letteri"g or tkcflls. 

2. Does this vehicle have a performance chip. lift kit. or other aftermarket accessories? 
Ifyes, plellSe explain: Le. tIIktvsendpictllres or detailed description ofthe aftermarket accessories. 

3. Does this vehicle show signs of abuse or lack of maintenance? 
Ifyes, please expIlIin: Le. tIIWsetul pictllres and provide detailed descriptio" ofthe abuse or proof for lad of",ai"tenance. 

4. How many total days has the vehicle been out of service for Ford warranty concerns at your dealership? This "ullllu, should NOT iJJclude dqs out of 
servict!for ",lIiIIte"",," or cllsto",er plIid repairs, days an RO WIIS left ope" while the vehicle WIIS in the cllw",er's possession, or diIYS the vehicle was left by 
the custo",er prior to a scheduled appoinllllellt or after repairs were completed. 

Please Note: 
• 	 It is very important to complete and return the dealer report prior at your earliest convenience. The dealer report is one of the most important documents the 

Dispute Resolution Specialist or Arbitrator uses to make their decision. Please complete and return within 24 hours of receipt. 

• 	 When completing the "Dealership Repair History Summary" (page 2), summarize only those concerns that are listed on the customer's application Please 
be thorough in your description of "action taken." Use only one box per repair. Duplicate and attach additional sheets if necessm:y. 

3 
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RE: CUltomer Name: JENNIFER EDICK 
Cue#: CAS-2477161-V3SIFS 
Vehicle Type: 2013 ESCAPE 

VIN: tFMCUOJ95DU

SummaryofCoaceral: W.ARRANTY IllSroRY 

# OF PAGES: 14 

Your dealership has been identified as the servicing party in the above referenced case, and can best provide the infonnation 
required to properly review and investigate this customer's request for repurchase I replacement 

Please return the foUowing required documents, via fax, within the next 24 hours: 

1. 	 Complete all sections ofthe attached Dealer Report 

2. 	 Complete the Dealersbip Repair History Summary 

3. 	 Include accounting copies ofall applicable repair orders, front and back (warranty, internal and retail) that may assist with our case 
review and response. (If the warranty concerns are not clear as listed above, please feel free to contact me). 

4. Copies of technician notes and write-up sheets 

It is very important we receive your report and supporting documents in order to complete a good faith review of tbe 
customers repurchase I replacement request. 


We appreciate your assistance, if you have any questions, please feel free to contact me. Thank you! 


2 
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Amabile. Nonna" 

From: Kovacs, Cannell (C.) <ckovacs5@ford.com> 
Sent: Monday, April 29, 2013 11 :14 AM 
To: Amabile, Nonnan 
Subject: FW: 4-22-13- -CALL-CAS-2477161-V3S 1 F5-DealerReport-Po1NerFordValencia.doc 

Ford Motor Company ® 

Cannell Kovacs· DRP I Dispute Resolution Specialist I Dispute Resolution Program 

ckavacs5@ford,com Iwww.ford,oom 
office: 866-567-6518 x77133 
fax: 888-891-1682 

from: Kovacs, Carmell (C.) 
Sent: Monday, April 22, 20139:13 AM 
To: WILSONF12@AUTONAllON.COM 
Subject: +22-13-J <ALL-cAS-24n161-V3S1FS-DealerReport-PowerfordValencia.doc 

Please return the fonowing required documents, via fax, within the next 24 hours, including teclmi.cian time stamps 
~"'''''''''...._____-.._................ _"......_ ..._.____..u_.. ",_"""",_"••""""~~_",-_",,,_____~_._~__...................._ ...... " ................... n ....... n".H"''''' •• ,,_~~ .._••,. ..._.._ .._.--..__._......-~....... O&~ ...... _ .._ .....,.~...~ ...".*""..............................__ '"""_"_......._~........-,,__,,...__.~......__ .....__..__,._~............_____._~....,,_ 


Ford Motor Co. 

California Lemon Law Review 


DATE: 04118/13 

TO: Service Manager: FRANK WIlSON 661-255-6600 
Email: WlLSONFl2li.i)AUIONADON.CQM 

FROM: Ford Analyst: Cannell Kovacs 
PhoaeIFax: 866-567-6518 x 77133/888-891-1682 

1 
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POWER FORD
CUSTOMER #: 6114455 

143417 VALENCIA 
23920 CREEKSIDE ROAD 

VALENCIA, CA 91355*WARRANTY* DIRECT TO SERVICE (681) 255-0068 
MAIN: (681) 255-6600 

SMOG STATION 0VALENCIA, CA PAGE 2 
HOME  CONT ARD192643 EPA #CAD981637408 
BUS: CELL: SERVICE ADVISOR: 9117 JEFF CHEATHAM 

COLOR YEAR MAKElMOOEl VIN LICENSE MILEAGE IN / OUT TAO 

WHITE 13 FOFD ESCAPE 1FMCUOJ95DU   5206/5211 T4410 
DEL. DATE PROD. DATE WARR.EXP. PROMISED PO NO. RATE PAYMENT INV.DATE 

01JAN13 DI 19: 00 llAPR13 CASH 09APR13 
R.O.OPENED READY OPTIONS: DLR:01864 ENG:2.0 Liter 

15:03 08APR13 12:50 09APR13 
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 

10:26 10:26 0.00 w 1570 c 


COST SALE & COMP TOTALS 3000 3000 o 
"The F--, W*11W1Iy ConaIIIuIlos AI 01 Th. TOTAl..SDESCRIPTIONSERVICE OEF'ARllIENT HOURS: -......... S 

W~ WI1Il ~ To The 8M Of ThIll7;00 NIl· 7:00 PM MON· FRI LABOR AMOUNT 0.00ItamI1bomfo. The w ... .......,~
8:00AM· 8:00 PM SATUAOAYS ""'" ~=t-.~~s ~ AI WIItnInUM, EiINt '""- Or"""rtCloseD SUNDAYS PARTS AMOUNT 0.00 - ImpIood. Induding My Ir\1lIIIId w.mmIr 01:b.~S ~·11lO GAS, OIL. LUBE O. 00- ~1Iy Or I'IIIIIIM For A PaIllCulWPARTS DEPARTMENT HOU~ Pu........ Mtj The a..r __ Nor 


SUBLET AMOUNT7:00 AM. &;00 PM NON· fRi 0.00!IA" .C..TO'" S Aulh-' "'" 0fItr ParaonTo AAI.mII FQI'IIe:oo AM • 5:00 PM SATURDAYS I-- - ."I~__.C*JIii,""""'OI_IIiCIIIIlIlI.'''~';;;;;; ~Y lJIbjlily In Conntclion Wth Tho Sa.. Of MISC. CHARGES 30.00ClOSED SUNDAYS 
Th. 1tfItnIItttmI.'I_........ X ...,. 
 TOTAL CHARGES 30.00

ALL PARTS ARE NEW ............~.~••CQPII'
LESS INSURANCE 0.00UNLESS OTHERWISE :X I THIS FORM IS AN ITeMIZED LIST OF 

: REPAIRS AND IS PART OF A REPAIR SALeS TAXSPECIFIED ALL 0.001-- I~"'o._! ORO£R. THIS REPAIR ORDERREMANUFACTURED I I CONTINUATION IS SUBJECT TO AU. PL!AlEPAYP.4US WILL HAVE THE CONOmONS OF THE ORIGINAL THIS AMOUNT 30.00A CORE VALUE I' It I' I I • REPAIR ORDER. 

Notlc.to Consumer: Pie ••• read Important information on back. 
""""', .... _ .... ____II..... WARRANTY COpy 

,. , 

PE13-003.4 000414LC
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"II"!I........_

, . 
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POWER FORD 
CUSTOMER #: 6114455 

143417 VALENCIA 
23920 CREEKSIDE ROAD 

VALENCIA, CA 91355WARRANTY DIRECT TO SERVICE (661) 255-0066 
MAIN: (661) 255-6600

SMOG STATION 0VALENCIA, CA PAGE 1 
HOME  CONT  ARD 192643 EPA tlCAD981637408 
BUS: CELL: VICE ADVISOR: 9117 JEFF CHEATHAM 

COLOR MAKEIMODEL VIN LICENSE MiLEAGe IN lOUT 

WHITE 5206 
PROMISED RATE :. PAYMENT 

01 19:00 1 CASH 
__..:..:.:.;::.:..:::;;;..;;;=:....---f__-..:..:R=EAD:.=.,y:....-_--t OPTIONS: DLR:01864 ENG:2.0_Liter 

lOAPR13 

TAG 

15:03 OBAPR13 15:24 10APR13 

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 
A PER CUSTOMER ONLY AT START' UP THE ENGINE' FAULT',SiRVlCE NOW"iCOMES UP" 

ON INFO SCREEN CK AND ADVISE THE CAR WILL SURGE ON RPM
CAUSE: X . '. . . 

EN001 130205A 
1570 .WF 0.20 21.12 21.12 

FC: PART#: COUNT: 0 0 TPARTS 
CLAIM TYPE: 
AUTH CODE: 
00474 570 2112TLABOR 

MISC LOANER 
PO#435943 

WF 30.00 30.00 

SALE-LBR: 21.12 PTS: 0.00 MSC: 30.00 LUB: 0.00 SUB: 0.00 TOTAL 51.12 

5211 EEC KOEO P025A. REPROGRAM BCM AS PER TSB 

***~******.*.****.~*************************.*••**** 


SALE-LBR: 21.12 PTS: 0.00 MSC.: 30.00 LOB: . O. OOS.Ul3-: 0.00 TOTAL 51.12 

;,,:,' ,:;. . 

DATE START FINISH DtJR.ATION TYPE TECH LINE(S) CHG 
04-09-13 09:28 10:26 0.96 W 1570 A 

10:26 10:26 0.00 W 1570 B .~10:26 10:26 0.00 W 1570 C ~ 

COST 3570 5112 o 
"The Fec:Iort w.....cy CoIduIeI All Of Tho .DESCRIPTIoN TOTALS .

SERVICE DEPAATMENT HOURS; f-:=--_=--r---I w .......... WIIh ~ To n. Slie 01 ThIll I-:-:L.A8OR~~AMOU~=NT==:;........:...;.--~2~1;.:;:;.1~2~
7:00 AM • 7:00 PM MON - FRl 
8:00 AM· 8:00 PM SATURO"YS -. Tho s.IIer Hereby Ell.,...., 1-:::-~::-::::=;'=::---+----=-:::-:-::7--

ClOSED SUNDAYS ~!;;:;;-_=""'-_I -- ,.. W........ EIIhw ~ Or I-!..!PARTS::.!,!;::..:AM=OU=NT:....-_-+___-:O~.O:.;O=-_
implied. I/1dudIng Nrt In1'IIed Wfm!:Itt 01 


PARTS DEPARTMENT HOURS: 
 ~'---_=_--I ~Ity Or F...... FcJ A Partlouler I---::=GAS?-:,OI=L.~LU:::BE:::::-:::--+---___:O:_:_:.O:-:O~_ 
7:00 AM. 8:00 PM MOH· FRI Pu_ And n. ""'r NeI1her -- Nor SUBlET AMOUNT 0 00 

8:00 AM • 5:00 PM SATURDAYS '----L---i ......1hOrIaf. My 0IIw .......,.,To __ For K r-=:=::::::=::-:;~~--+----=:-::-:.'-7:=--
CloseD SUNOAYS My llllblily In Connec:Icn WlIIl The Sltle Of r-==MI:::SC;:::,:=C:.:IiARO==ES=::-_-+__---:;3::-;O;-=-:.O~O~_ 

~~~_......___......_~_.....,c...:..:.~~' TOTAl CHARGeS 51.12 

ALL PARTS ARE NEW ~~~~~== 0 00
UNLESS OTHERWISE X THIS FORM IS AA ITEMIZED LIST OF I- ___~..:.'~__ 

SPECIFIED ALL ~~rA~II~S P~2~ A =~I__'_'=SI\I.=ES::.;r.:.:.;:'/I\1.::.:----+------:0::..:...;.O~O~_ 
REMANUFACTURED :;:=~;;;;;:;~;;;;;;;;;;;;:;;:;~ CONTINUATION IS SUBJECT TO ALL PLEASE PAY 
PARTS WILL HAVE THE CONDITIONS OF THE ORlGINAl THISAMOUNT ·51.12A CORE VALUE REPAIR ORDER. L....:..:~.:....:=.:...:;;;,;,,:...__..L-__~!:...:..:~__ 

Notice to Consumer: Please raad Important Information on back. 
___.". __GlIIIllC WARRANTY COPY 
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------------

POWER FORD 
CUSTOMER #: 6114455 

143417 VALENCIA 
23920 CREEKSIDE ROAD 

VALENCIA, CA 91355*WARRANTY* DIRECT TO SERVICE (661) 255-0066
MAIN: (661) 255-6600

SMOG STATION 0PAGE 1 
HOM  CONT  ARD 192643 EPA #CA0981637408 
BUS: CELL: 9117 JEFF CHEATHAMSERVICE ADVISOR: 

COLOR YEAR MAKEIMOOEI.. VlN LICENSE . MILEAGE INI OUT . TAG 

WHITE 13 FORD ESCAPE 1FMCUOJ9SDU   5206/5211 ['4410 
DEL. DATE PROD. DATE WARR.EXP. PROMISED PO NO. RATE· PAYMENT INV.DATE 

01JAN13 Dr 19:00 l1APR13 CASH 
RoO. OPENED READY OPTIONS; DLR:01864 ENG:2.0_Liter 

15:03 08APR13 12:50 09APR13 

09APR13 

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 

Po. PER CUSTOMER ONLY AT STAAT UP THE ENGlNE,FAUL'I':SERVlCENQWCOMES UP 

ON INFO SCREEN CK AND ADVISE THE CAR WILL SURGE ON RPM 
CAUSE: X 

ENOOl Miscellaneous Engine - Repair 
1570 WF 0.00 0.00 0.00 

FC: PART#: COUNT: 0 0 TPARTS 
CLAIM TYPE: 
AUTH CODE: 
00474 0 OTLABOR 

SALE-LBR: 0.00 PTS: 0 .. 00 MSC: 0.00 LUB: 0.00 SUB: 0.00 TOTAL 0.00 

5211 EEC KOEO P02SA. REPROGRAM BCM AS PERTSB . 
**************************************************** 

D** ESP RENTAL 
CAUSE: X 

70 SUBLET - 70 
1558 WFXM 0.00 0.00 0.00 

a a TPARTS 
o a TLABOR 

MISC ESP RENTA ONE DAY 
PO#DUB312661 

WFXM 30.00 .30.00 

SALE-LBR: 0.00 PTS: 0.00 MSC: 30.00 LUB: 0.00 SUB: 0.00 TOTAL 30.00 

**.****************•• ************************~~***i* 

SALE-LBR: 0.00 PTS: 0.00 MSC: 30.00 LUB: 0.00 SUB: 0.00 TOTAL 3 O. 00 

DATE START FINISH DURATION TYPE TECH LlNE(S) CHG 

04-09-13 09:28 10:26 0.96 W 1570 . A 


1~i!~~!!~il~O.:2i6ii~1~0~:!2!6~~~~O~.~O~O~~~W~~~15~70~~~~ B~ .'"
8:~~~oop~~~Ro"A~S =... .._,...",,:~~TO~~I-L.AB=::;:OR..:.;AMOU..:::::.::~N:..:.T=---_--t_______ 

CLOSED SUNDAYS F:-""'=-:.:.::=---,_--Ir"'OIC'O""WY"'::-_':::-='--_1 Dlldalmil All W_. EIbr ~ Or PARTS AMOUNT .... 
__ s n" 1mpIItd, IndudirIg My Implied WeIl1l/lIy Of f-!-!~::':"::=:':':"'---+--------

PARTS DEPARTMENT HOURS: F,"""'=-=---+"'..':':'n;'---r==---I ~1Iy Or I'IIIIeoI FCt A Partlcul.- I-G:::::AS~,O=U:::..,.:.:L.U:.:B:::.E~_--+_______ 
7:00 AM • 6:00 Ptd MaN • FRI lOT'" $ Pu/pOH Md The SeIer Ne!Iber AulJrnee Nor SUBlET AMOUNT 

8:00 NoI. 5:00 PM SATURDAYS AuIhoN:n Iv'r'/ OllIe< Perwan To Anume Fer ft 1--""=::..;..;..------+-------
CLOSED SUNDAYS Ullllillty In Ccnne<ltion WIllI 1M s.n. Of t-M:.:;:I:=:SC:::.;.•.;::CH:..::AR.:..:=G:;ES::..-_--t_______ 

~~~______~~___~Th.~.· I-T~crr~~~C~~~G=ES=-_--+__________ 
ALL PARTS ARE NEW 

THIS FORM IS AN ITEMIZED LIST OF I-LE=5S=..::.::IN::;:S1J:::.RAN::.:;.:,;CE=-_--+_______UNLESS OTHERWISE 

SPECIPIED ALL 
 ~==::;H!i~~~m;:::;:::;::=;:::;~ REPAIRS AND IS PART OF A REPAIR SALES TAX 

ORDER. THIS REPAIR OROERt-==:...;.;.;:;.:..----+-----:-...,---- 
REMANUFACTURED ~iiiMi~ru=;:=:::::p;;;;;;;;~~;;;;;;;;:;;:j CONTINUATION 15 SUBJECT TO AU. PLEASE PAYPARTS WILL HAVE b ' THE CONDITIONS OF THE ORIGINAL THIS AMOUNT 

A CORE VALUE REPAlR~. ~--------~-------~----
NoUee to Consumer: Please read Important Information on back. 
___._ ..__..._ WARRANTY COPY 

PE13-003.4 000418LC



POWER FORD 
CUSTOMER #: 6114455 

140120 VALENCIA 
23920 CREEKSIDE ROAD 

VALENCIA. CA 91355*I NTERNAL* DIRECT TO SERVICE (661) 255-0066
MAIN: (661) 255-6600 

SMOG STATION 0VALENCIA, CA  PAGE 1 
HOME  CONT  ARD 192643 EPA #CAD98163740EI 
BUS: CELL: SERVICE ADVISOR: 9151 MARVIN REYES 

COLOR YEAR MAKEIMOOEL . VIN .. LICENSE.· . MILEAGErN lOUT .... TAG 

WHITE 13 FORD ESCAPE IFMCUOJ95DU   2650/2650 ['6648 
DEL. DATE 

OlJAN13 Dr 

PROD. DATE WfiAA. EXP. PROM.lSED 

19:00 02FEB13 

PO NO. RATE . PAYMENT 

CASH 

INV.DATE 

02FEB13 
R.O.OPENED . READY OPTIONS: DLR:01864 ENG:2.0 Liter-

09:49 02FEB13 10:54 02FEB13 
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 

A CUSTS STATES RUSN ROUGH ALSO ENGINE FUALT WARNING LIGHT COMES ON 
CAUSE: X 

10 DRlVEABILITY 
9167IFEPS 0.00 0.00 0.00 

2650 PERFORMED EECTBSTNO DTC'SPREFORMJl:D RQ)WTEST.. ,DATA LOOOBR • 
TO MONITER PID DATA NO ABNORMAL CONDITIONS FOUND UNABLE TO VERIFY CUST. 
CORCERN. 

**************************************************** 
B DEALER OFFEREOANDCtJSTO~R APPROVED TIRE PRESSURE CKSCKAND .INFLATB . 

SERVICE 
CAUSE: TIRE PRESSURE CHECK PER MANUFACTURER'S· SPEC1FIACTIONS . 

TPC DEALER OFFERED AND CUSTOMER APPROVED TIRE 
PRESSURE CHECK AND INFLATE SERVICE 

9167IFEPS 0.00 0.00 0.00 
2650 36 PSI 

**************************************************** 

EST: 0.00 02FEB13 09:49 SA: 9151 

PARTS DEPARTMENT HOURS: r====---t"":"'---,...--::-~ 
7:00 AM - e:QO PM MON - FRI 

8:00 AM - 5:00 ~ SATURDAYS
C\.oseo SUNOAY5 

ALL PARTS ARE NEW 
UNLESS OTHERWISE ~~==tiij==:-~~~~ THIS FORM IS ANSPECIFIED ALL RePAIRS AND IS PART OF A REPAIR 

ORDER. THIS RePAIR 

REMANUFACTURED ~~~~;::::4-;;;;~;;;;;;;~ CONTINUATION IS SUBJECT TO ALL PLEASE PAY

PARTS WILL HAVE f:- THE CONDITIONS OF THE ORIGINAL THIS AMOUNTA CORe VALUE REPAIR ORDER. I.......""';"'___________..I...-.....;,.._.....;!o:...:w::...:::..__ 


Notice to Consumer: Please read Important Inform':lft'~k.COpy 
~¥IOQ""'"-. UfMt;I~.f.iI UiIC 

/ f3L/17 

ITEMIZED LIST OF ~~~~~:....._+-__~~~__ 
ORDER i-==:":':":~---+---"""":::":"':~--
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61144-55 


WC-RKORDER 

PAGE 1 VALENCIA, CA 

HOME  CONT  
BUS: CELL: SERVICE ADVISOR: 9117 CHEATHAM JEFF 

SMOG STATION CI 
ARO 192643 EPA ICAD981637408 

''', t;;\JI.~If,: A-, .l~f1. '.,' 

WHITE 13 FORD ESCAPE 
.,:DEL 'QATE:' ::~ '=::: IP8OD;·OATf; , WARR:El(P; " 

01JAN13 DIl 
R.O.O~EOt 'READY 

08APR2013 15:03 
LINE OP CODE TECH. . . TYPE 
# A 

": 'fi:'VlN:' . :"::' 'MILEAGE I~I'OUT TAG 

IFMCUOJ9SDU   5206/ T4410 
PROMISE/) " ,', :.fIOJlO~' - "'> , ~J6"''TE:: :< ",flA'fMENT ' ' " '!N\( DATE 

19:00 08APR13 CASH 
OPTIONS: DLR:01864 ENG:2.0_Ll.ter 

DESCRIPTIO~S/INSTRUCTIONS 
per CUS~~':QNl.1:,'."A,.1:i:$'rMl' ,Qf;WRi'~~GI~\!~T,:~~~VICE,<- ,)} 

it B 

CUSToMBRaEQtlESTB;oTO_,HAVB:~'l:.Ili!QtNTl:NSPECTION· 
PERFORMED THIS VISIT ..{)Or/t' ~. 

PA 
AUTHORIZED ltV 

...... 

D". 

e.t1m.tte ....... -""d-'-
TIm. ___ FAX , __ BY ___ 


ReYIIIon DetaII. ________ _______
E~ 

In''''-' ______ 
R..._ Es1Im8tlI """. ___TlK." __ Phan•• __ 

Oete TIme FAX' _ BY ___ 
ReYIaIon DenoiIa ________ £......1_______In""_______ 

Notice 'to Consumer; Please reed important information on beck. 
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Report Summary Page 1 of3 

Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 


Report Summary 

Report 1 of 2 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File Report To A Folder Ex ists ill FOlder( s)
r Number. ..- __ 

Folde lA(fhm!.? IWiiII Download Options . U!WUWlm,'@IIW11IIl!wnm 

Report Detail Section: View Details Attachments: 0 

Report# : 

CCRG/EPRC: 

Vehicle: 

Odometer: 

Transmission: 

Dealer: 

City: 

Originator: 

Symptom: 

Status: 

VFG: 

Additional 

Symptom: 

Fix: 

Condition Code: 


DDWB7014 NHL 

Reviewed Status: 

2013,ESCAPE 4X2 (2013 
) ,TITAN AX2 ,MPV ,lFMCUOJ95DU

5,642 M Engine: 

6SP 6F MID Axle: 

USA 01864 Power Ford Valencia 

Valencia State: 

DAN HALE 

5 58 2 12 DRV PERF,ENGINE SURGEACCEL,COLD 

V52 DRIVEABIUTY 

SURGE U0140 

Causal Component: 

Hotliner: RGARY4 Phone: 000317-7041 

Engineering: Phone: 

Received: 04/23/2013 

Date: 

Build Date: 10/05/2012 

2.0L GTDI Calibration: DM21A20A 

3.07 
RATIO A/C: YES 

Phone#: (661) 255
6600 

California Country: USA 

Regn Cd: Wi Los Angeles 

TAR: 
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Report Summary 	 Page 20f3 

Dlr Contact: 	 Phone: Title Cde: T 

KOEO: U0140 U0140 U0140 U0140 


KOEC: 

KOER: 


Comments: 

REPAIR 	 04/23/2013 02:07PM ROBERT GARY MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUST CONCERN-ENGINE SURGE WHEN FIRST ACCEL 

AFTER START UP. DIAGNOSTICS: IDS TEST PULLED CODES LOST 

COMMUNICATION WITH BCM.COULD NOT DUPLICATE CUST CONCERN.PERFORMED 

WIGGLE TEST NO SYMPTOMS APPEARED.INSP HARNESS FOR RUBBING OR 

CHAFEING.NO CONCERNS FOUND.SUSPECT INTERNAL FAULT IN BCM PARTS 

REPLACED: NONE TECH QUESTION: COULD NOT DUPLICATE CONCERN.REPEAT 

CONCERN.SUSPECT BCM INTERNAL FAULT.HOW SHOULD I PROCEED? 

RECOMM 	 04/23/2013 02:07PM ROBERT GARY MSS - FCSD - TECH SVC HOTLINE 
DAN, AN INTERNAL BCM FAILURE CAN CAUSE THIS CONCERN, HOWEVER DUE TO 

THE INTERMITTENT NATURE OF THE CONCERN IT IS LIKELY A CIRCUIT OR A 

CONNECTION CONCERN IS THE ROOT CAUSE. PLEASE CONTINUE TO TRY AND 

DUPLICATE THE CONCERN, ONCE THE CONDITION IS PRESENT, INSPECT 

CONNECTORS C1035A AND C1035B CONNECTORS AT THE BJB, THE WIRING HARNESS 

THAT IS ROUTED ON TOP OF THE TRANSMISSION AND THE BATTERY +/- CABLES 
WHILE WIGGLE TESTING AND NOTE IF COMMUNICATION RETURNS. IF Download Options 

COMMUNICATION RETURNS DURING WIGGLE TESTING, INSPECT THE TESTED ARE 

FOR POOR PIN FIT, TERMINAL RETENTION IN THE HARD SHELL AND THAT ALL 

CONNECTORS ARE FULLY SEATED. NO REPAIRS SHOULD BE MADE UNTIL THE 

THE CONDITION HAS BEEN DUPLICATED AND DIAGNOSIS COMPLETED VALIDATING A 

FAILURE. 

File ReflOrt To This Folder File Report To A Folder Exists in R:>lder(s)Folder Number: 


'ttlniWijlllhfillir:l liliaflbiil4 IDIlI -lW. 'mrm,j19,uJ., 


Requester: LBINGHAM 	 5-Jun-2013 

PE13-003.4 000423LC
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Report Summary Page 3 of3 

Report Summary Ford Proprietary, Private Retention: None 
Server: ECCWS686 
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Report Summary Page 1 of4 

Rpt. Analvsis Home Report Mqmt Primary Report MQmt Querv Report MQmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 2 of 2 


Query Name: REPORT RETRIEVAL 


File RerlOrt To This Folder File Relwrt To A Folder Exists in Folder(s)Folder Number: 
Download Options

f!lInliblliilif...lllt"l lilii:tT1uiiL.'II mil .,.. 'l~rmnN!H!'1 
Report Detail Section: View Details Attachments: 0 

Report# : DBPAC002 NHL Received: 02/16/2013 

CCRG/EPRC: Reviewed Status: Date: 

20 13,ESCAPE 4X2 (2013 Vehicle: Build Date: 10/05/2012) ,TITAN ,4X2 ,MPV ,lFMCUOJ95DU  

2.0L GTDI Calibration: DM21A20AOdometer: 6,774 M Engine: 

Transmission: 6SP 6F MID Axle: 
3.07 
RATIO A/C: YES 

Dealer: USA 05453 Sunrise Ford of North Hollywoo Phone#: 
(818) 980
9800 

City: North Hollywood State: California Country: USA 

Originator: MARK MARX 
Symptom: 5 57 2 39 DRV PERF,HESITATES/STUM,ACCEL,INTERMITTENT 

Status: 
VFG: V52 DRIVEABILIlY 

Additional 
P0236Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: WHOUST13 Phone: 000 317-7044 Regn Cd: W1 Los Angeles 

Engineering: Phone: TAR: 
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rurt Summary Page 2 of4 

Dlr Contact: MARK MARX Phone: 000 000-0000 Title Cde: T 

KOEO: P0236 


KOEC: 


KOER: 


Comments: 

REPAIR 02/16/201308: 17AM WILLIE HOUSTON(FSE) MSS - FCSD REG ATL-ORLAND-MI 

WEB FORM DATA - CONCERN: MIL ON 

DIAGNOSTICS: EEC TEST

CHECKED FOR LOOSE HOSES, CLAMPS PARTS REPLACED: 


NONE 

TECH QUESTION: CODE P0236 MEMORY ONLY CHECKED FOR LOOSE 

HOSES / CLAMPS / WENT THROUGH PINPOINT TESTS EA1-EA9 FOUND NOTHING 

ARE THERE ANY KNOWNS FOR THIS CONCERN ANY THING ELSE TO CHECK BEFORE I 

CUT IT LOOSE. KOEO BARO 14.35 MAP 14.5 TIP PRS 15.31 

RECOMM 02/16/2013 08:17AM WILLIE HOUSTON(FSE) MSS - FCSD - REG ATL-ORLAND-MI 

MARK, THE DTC P0236 SETS WHEN THE THROTTLE INTAKE PRESSURE 

(TIP _PRS_BOOST) PID DOES NOT CORRELATE WITH THE BAROMETRIC PRESSURE 

(BARO) AND THE MANIFOLD ABSOLUTE PRESSURE (MAP) PIDS AT IGNITION ON. 

SINCE THE DTC IS NOT A HARD FAULT IT WILL MOST LIKELY BE NECESSARY TO 

ATTEMPT TO DUPLICATE THE CONCERN WHILE MONITORING THE TIP VOLTAGE PID. 

MAKE A RECORDING OF THE PID WHEN THE DTC IS SET AND NOTE THE VOLTAGE 

DURING PLAYBACK. AN ERRATIC SENSOR VALUE (SIMILAR TO THAT OF A 

SEISMOGRAPH) INDICATES A FAULTY SENSOR, CIRCUIT OR PINFIT ISSUE. 

SENSOR CONTAMINATION MAY ALSO CAUSE THE DTC TO BE SET. THERE ARE 

MULTIPLE REPORTS OF WIRE HARNESS CHAFING AT THE TRANSMISSION MOUNT 

NEAR THE TRANSMISSION SIDE PAN. CLOSELY INSPECT THESE AREAS FOR 

HARNESS DAMAGE AND IF PRESENT, REPAIR AS NEEDED AND RETEST. 

REPAIR 02/18/2013 08:09AM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 

I HAVE FOUND NOTHING OF NOTE SO FAR, THE ROUTING OF THE WIRING FROM 

THE 9F479 IN THE CAC OUTLET GOING OVER AND AROUND THE AlC COMPRESSOR 

IS TIGHT AND FULL OF SHARP EDGES - BUT I CAN NOT SEE ANY CUTS. THE 
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Report Summary Page 3 of4 

RECOMM 

REPAIR 

RECOMM 

LOOM GOING TO THE PCM FROM THE ENGINE TRAVELS DOWN IN FRONT OF THE 

TRANS PAN NO WHERE NEAR THE TRANS MOUNT NO RUB THROUGH FOUND THERE. 

THE WIRING TO THE MAP SENSOR IN THE INTAKE MANIFOLD LOOKS FINE. CAN WE 

FLIGHT RECORD THOSE PIDS TO TRY TO FIND WHICH SENSOR/CIRCUT THAT THE 

ISSUE IS COMING FROM? THANK YOU FOR YOUR INPUT.----MARK---

02/18/2013 08:09AM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 
MARK, YES IF DUPLICATION IS DIFFICULT A VDR CAN BE UTILIZED AND THE 

CUSTOMER ADVISED HOW TO CAPTURE A RECORDING. 

OS/22/2013 05:14PM BRETT FENNING MSS - FCSD - TECH SVC HOTLINE 
WEB FORM DATA - CONCERN: ENGINE GOES INTO FAIL SAFE AT TIMES AFTER 

STARTING. CONCERN ONLY HAPPENS AFTER STARTING VEHICLE. DIAGNOSTICS: 

THE SHOP FOREMAN SENT THE COSTOMER OUT WITH THE VCM2 TO MAKE 

RECORDINGS WHEN CONCERN HAPPENED. ALL PIDS THAT WERE SELECTED SHOW TO 

BE NORMAL. HOWEVER AT TIME OF CONCERN A DTC WAS SET P0236. PERFROMED 

PPTS PER PCED SHOP MANUAL EA1,EA8, SAYS TO REPLACE THE TCBP/CACT 

SENSOR PER ACTION TO TAKE OF PPTS. PARTS REPLACED: NONE TECH 

QUESTION: I NEED TO KNOW IF I SHOULD REPLACE THE TCBP/CACT SENSOR AND 

IF SO WHERE IS IT LOCATED? I LOOKED IN SECTION 303-14 OF THE SHOP 

MANUAL BUT DOES NOT SHOW LOCATION OF SENSOR. 

OS/22/2013 05:14PM BRETT FENNING MSS - FCSD - TECH SVC HOTLINE 
HORACE, SINCE THE PIN POINT TEST LEADS TO TCBP/CACT REPLACEMENT, IT 

IS RECOMMENDED TO REPLACE AND SENSOR AND PIG TAIL AT THIS TIME. THERE 

HAVE BEEN SIMILAR REPORTS INDICATING A CONCERN WITH THE TCBP/CACT 

SENSOR AND PIG TAIL. PLEASE NOTE THE TCBP/CACT SENSOR IS LOCATED, TCBP 

SENSOR IS MOUNTED ON THE PASSENGER'S SIDE OF THE CHARGED AIR 

COOLER(CAC). THIS INFORMATION CAN BE FOUND IN THE EVTM UNDER CONNECTOR 

LOCATIONS. IF THE CONCERN IS STILL PRESENT AFTER REPLACEMENT OF 

THE TCBP/CACT SENSOR AND PIG TAIL, RECOMMEND MONITORING TIP _~~~~9RYons 
TIP _PRS_BOOST WHILE WIGGLE TESTING SPLICES AND CONNECTIONS TO SEE IF 

THERE ARE ANY ERRATIC CHANGES. CLOSE ATTENTION SHOULD BE PAID TO THE 

HARNESS WHERE IT RUNS NEXT TO THE TRANSMISSION SIDE COVER. THIS 

PORTION OF THE HARNESS CAN BE ACCESSED FROM UNDERNEATH THE VEHICLE BY 

REMOVING THE SPLASH SHIELD. IF ANY FLUCTUATIONS OR ERRATIC CHANGES ARE 
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Report Summary Page 4of4 

NOTED IN THE PIDS WHILE WIGGLE TESTING THE HARNESS, IT IS RECOMMENDED 

TO REPLACE THE HARNESS AND RETEST. FEEL FREE TO UPDATE THIS FORM IF 

YOU HAVE ANY ADDITIONAL QUESTIONS. ISM 13-04-0272013 ESCAPE GTDI 

P0106 OR P0236 

AUDIT OS/22/2013 05:14PM BRETT FENNING MSS - FCSD - TECH SVC HOTLINE 

ODOMETER 3389 M CHANGED TO 6774 M BY BFENNIN1 

File ReJ)Ort To This Folder File ReJ)ort To A Folder Exists in FOlder(s)Folder Number: 

Requester: LBINGHAM 5-Jun-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCWS686 
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DAVID ..J. GORBERG & ASSOCIATES. P.C. 

DAVID J, GORBIi:RG' SUITE 700 NEW JERSEY O ..FICE 

LAURA L. APPLEGATE 

COURTNEY L. SO"IA' 
ARO.. ORE, PA 19003 208 KINGS HIGHWAY SOUTH 

EDWARD B ... tiNER' CHERRY HILI., NJ 08034 

1·8oo·MY·LEMON {B56> 354·2119 

'MEI-1BER OF PA AND NJ BARS 1-600-695-366& 

l"1EMSER OF PA AND NY BARS 
PITTSBURGH O .... ICE 

215-665-7660 

FAX 215·563·8738 1900 ALLEGHENY BI.OG. 

4<!S1 .-ORSES AVENUE 

www.MyLamon.com PITTSBURGH, PA 1521$1 

412·894·$1970 

,-AX 412-694·9963 

May 23,2012 

Ford Motor Company 
c/o CT Corporation 
116 Pine Street 
Suite 320 
Harrisburgh. PA 17101 

RE: 	 Foley vs Ford Motor Company 
DOCKET # 2012-C-2201 

Dear Sir/Madam: 

Pursuant to the current Rules of Civil Procedure, we enclose herein the copy of the Civil Action 
Complaint, the original of which has been filed by our office in connection with the above 
referenced matter. 

YOLI are hereby notified that you have been sued in Court and that you must take action within 
twenty (20) days from your receipt of this letter or a default judgment may be entered against 
you. 

DJG/mk 
Enclosure 

CERTIFIED MAIL - RETURN RECEIPT REOUESTED 

RECEIPT NO.: 7010278000352159042 
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LEHIGH ",-__ County 

FOT Prod,onomry Use Only: 

Docket No: 

,The in/anna/ion collected on this fonn is used solely faT COllrl admfnl'stratiDn purposes. TI,is fonn does not 
supplement or replace the .filingand ifp ea 1 d} . d b I aw or ru es a 1coun.service 0 ings or ot ler papers as require ~ I 

. Commencement of Action: 

S 
[X Complaint 0 Writ of Summons 
o Transfer from Another Jurisdiction 

o Petition 
o Declaration ofTaking 

E 
C Lead Plaintiff's Name: 

TIMOTHY FOLEY 
Lead Defendant's Name: 
FORD MOTOR COMPANY 

T 
I Are money damages requested? OCYes o No 

Dollar Amount Requested: 
(check one) 

Etwithin arbitration limits 
o outside arbitration limits 

o 
N Is this a Class Actioll Suit? Cl Yes [JNo Is this an MDJ Appeal? o Yes [J: No 

A Name ofPlaintiff/Appellant's Attorney: QAVID J. GORBERG 

0 Check here if you have DO attorney (are n Self-Represented (pro Se] Litigaut) 

Nature of the Case: Place an "X"to the leftoftbe ONE case category that most accurately describes your 
PRIMARY CASE. Ifyou are making more than one type of claim, check the one that 
you consider most important. 

i \ 

PROFESSIONAL LIABLITY 
o Dental 
o Legal 
o Medical 
o Other Professional: 

CONTRACf (do not inc:illdeJudgmenlS) 
~ Buyer Plaintiff 
o Debt Collection: Credit Card 
o Debt Collection: Other 

CIVIL APPEALS 
Administrative Agencies 
o Board of Assessment 
o Board ofElections 
o Dept. ofTnmspo$tion 
o Statutory Appeal: Other 

r-.:IS 
E 
C 
T 
I 
o 
N 

B 

TORT (do not inclllde Moss TorI) 
o Intentional 
o Malicious Prosecution 


. 0 Motor Vehicle 

o Nuisance 
o Premises Liability 
o Product Liability (doe:; /lot include 

mass tort) 
o SlanderlLibell Defamation 
o Other: 

MASS TORT 
[j Asbestos 
o Tobacco 
o Toxic Tort - DES 
o Toxic Tort - Implant 
o Toxic Waste 
o Other: 

c.:>o Employment Dispute: ! - .---~ 
J -,".)Discrimination 

:r:::o Employment Dispute: Other D Zoning Board .. , ;p0
-<: ... '- ..D Other: 

- I'J 
N 

, . ,o Other: , 
- ~-:t: 

<2-
~-

REAL PROPERTY 
o Ejectment 
o Eminent Domain/Condemnation 
o Ground Rent 

D LandlordlTenant Dispute 

o Mortgage Foreclosure: Residential 
o Mortgage Foreclosure: Commercial 
o Partition 
o Quiet Title 
o Other: 

. 
MISCELLANEOUS 

o Common LawlStatutory Arbitration 
o Declaratory Judgment 

D Mandamus 

o Non-Domestio Relations 

Restraining Order 

D Quo Warranto 

D· Replevin 

D Other: 


Updated 11112011 
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IN THE COURT OF COMMON PLEAS OF LEHIGH COUNTY, PENNSYLVANI1( 

CIVIL DIVISION 
Timothy Foley 
214 Laureen Road 
Schwenksville, PA 19473 

Plaintiff 

vs. File No. 
Ford Motor Company 
clo CT Corporation 
I j 6 Pine St Suite 320 
Hanisburg, P A 17101 

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 a 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 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 to 

you. 
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YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE. IF YOU DO 

NOT HAVE A LAWYER, GO TO OR TELEPHONE THE OFFICE SET FORTH BELOW. 

THIS OFFICE CAN PROVIDE YOU WITH INFORMATION ABOUT HIRING A LAWYER. 

IF YOU CANNOT AFFORD TO HIRE A LA WYER, THIS OFFICE MAYBE ABLE 

TO PROVIDE YOU WITH INFORMATION ABOUT AGENCIES THAT MAY OFFER 

LEGAL SERVICES TO ELIGIBLE PERSONS AT A REDUCED FEE OR NO FEE. 

LEHIGH COUNTY BAR ASSOCIATION 


LA WYER REFERRAL SERVICE 


1114 WALNUT STREET 


ALLENTOWN, PENNSYLVANIA 18102 


DAVID J. GORBERG 

(Name) 

700 Times Bldg. Ardmore, P A 19003 
(Address) 

215-665-7660 
(Telephone Number) 
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DAVID 1. GORBERG & ASSOCIATES, P.c. 
By: DAVID J. GORBERG Attorney for Plaintiff 
Identification No.: 53084 
32 Parking Plaza 
Suite 700 
Ardmore, P A 19003 
215-665-7660 

Timothy Foley 
214 Laureen Road 
Schwenksville, PA 19473 

COURT OF COMMON PLEAS 

vs. 
Lehigh 

Ford Motor Company 
CIO CT CORPORATION 
116 PINE STREET 
SUITE 302 
HARRISBURGH PA 17101 

COMPLAINT 

1. Plaintiff, Timothy Foley, is an adult individual citizen and legal resident 

of the Commonwealth of Pennsylvania, residing 214 Laureen Road, 

Schwenksville, PA 19473 

2. Defendant, Ford Motor Company is a business corporation qualified to do 

business and regularly conducts business in the Commonwealth of Pennsylvania and can be 

served clo CT Corporation, 116 Pine Street, Suite 320, Harrisburg, PA 17101. 
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BACKGROUND 


3. Plaintiff incorporates by reference paragraphs 1 and 2 as fully as if set forth here 

length. 

4. On or about January 10,2012, Plaintiff purchased a new 2011 Ford Escape 

(hereinafter referred to as the "vehicle"), manufactured and warranted by Defendant bearing the 

Vehicle Identification Number IFMCUODG6BKB18159. The vehicle was purchased and 

registered in the Commonwealth of Pennsylvania. 

5. The price of the vehicle, including registration charges, document fees, sales tax, 

but, excluding other collateral charges not specified, totaled $30,558.22. 

6. Plaintiff avers that as a result of the ineffective repair attempts made by Defendant 

through its authorized dealer, the vehicle cannot be utilized for the purposes intended by Plaintiff 

at the time of acquisition and as such, the vehicle is worthless. 

7. In consideration of the purchase of the above vehicle, Defendant, issued to 

Plaintiff several warranties, fully outlined in the warranty booklet. 

8. On or about January 10,2012, Plaintiff took possession of the above mentioned 

vehicle and experienced nonconformities, which substantially impaired the use, value and/or 

safety of the vehicle. 

9. Said nonconformities consisted of but was not limited to defective engine. Copies 

of repair receipts are attached hereto and marked as Exhibit "A". 

10. The nonconformities violate the express written warranties issued to Plaintiffby 

Defendant. 

11. Plaintiff avers the vehicle has been subject to repair more than two (2) times for 
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the same nonconformity, and the nonconformity remains uncorrected. 

12. Plaintiff has delivered the nonconforming vehicle to an authorized service and 

repair facility of the defendant on numerous occasions. After a reasonable number of attempts, 

Defendant was unable to repair the nonconformities. 

13. In addition, the above vehicle has or will in the future be out of service by reason 

of the non-conformities complained of for a cumulative total of thirty (30) days or more. 

14. The vehicle continues to exhibit defects and nonconformities which substantially 

impair it's use, value and/or safety. 

15. Plaintiff avers the vehicle has been subject to additional repair attempts for defects 

and/or nonconformities and/or conditions for which the Defendant and or it's authorized service 

center, may not have maintained records. 

16. Plaintiff has been and will continue to be financially damaged due to Defendant's 

failure to comply with the provisions of its' warranty. 

17. Plaintiff seeks relief for losses due to the nonconformities and defects in the above 

mentioned vehicle in addition to attorney fees and all court costs. 

COUNT I 
PENNSYL VANIA AUTOMOBILE LEMON LAW CLAIM 

18. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint 

by reference as if fully set forth at length herein. 

19. Plaintiff is a "Purchaser" as defined by 73 P.S. §1952. 

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

21. Plaintiffs vehicle is a "New Motor Vehicle" as defined by 73 P.S. § 1952. 

22. Said vehicle experienced non conformities within the first year of purchase, which 
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substantially impairs the use, value and safety of said vehicle. 

23. Defendant failed to correct and or repair said nonconformities. 

24. The vehicle continues to exhibit defects and nonconformities which substantially 

impair it's use, value and/or safety. 

2S. Defendant does not require participation in any informal dispute settlement 

program prior to filing suit. 

26. As a direct and proximate result of Defendant's failure to repair the 

nonconformities , Plaintiff has suffered damages and, in accordance with 73 P.S. §] 9S8, Plaintiff 

is entitled to bring suit for such damages and other legal and equitable relief. 

27. Plaintiff avers that upon successfully prevailing upon the Lemon Law claim 

herein, all attorney fees are recoverable and are demanded against the Defendant. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against 

the Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, 

plus all available collateral changes and attorney fees. Amount not in excess of $SO,OOO.OO. 

COUNT II 
MAGNUSON-MOSS FEDERAL TRADE COMMISSION IMPROVEMENT ACT 

28. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint 

by reference as if fuBy set forth at length herein. 

29. Plaintiff is a "Consumer" as defined by IS U.S.C. §2301(3). 

30. Defendant is a "Warrantor" as defined by IS U.S.c. §2301(S). 

31. Plaintiff uses the subject product for personal, family and household purposes. 

32. By the terms of the express written warranties referred to in this Complaint, 

Defendant agreed to perform effective warranty repairs at no charge for parts and/or labor. 
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33. 	 Defendant failed to make effective repairs. 
34. As a direct 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. §231O(d) 

(I), Plaintiff is entitled to bring suit for such damages and other legal and equitable relief. 

35. 	 Section 15 U.S.c. §2310 (d) (1) 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 ofcosts 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. 

36. Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss claim 

herein, all attorney fees are recoverable and are demanded against the Defendant. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 

Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 

available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

COUNT III 
UNIFORM COMMERCIAL CODE 

37. Plaintiff hereby incorporates all the paragraphs of this Complaint by reference as 

if fully set forth at length herein. 

38. The defects and nonconformities existing within the vehicle constitute a breach of 

contractual and statutory obligations of the Defendant, including but not limited to the following; 

a. 	 Breach of Express Warranty 

b. 	 Breach ofImplied Warranty of Merchantability; 

c. 	 Breach ofImplied Warranty of Fitness For a Particular Purpose; 
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d. Breach of Duty of Good Faith. 

39. The purpose for which Plaintiff purchased the vehicle include but are not limited 

to his personal, family and household use. 

40. At the time of this purchase and at all times subsequent thereto, Plaintiff has 

justifiably relied upon Defendant's express warranties and implied warranties of fitness for a 

particular purpose and implied warranty of merchantability. 

41. At the time of the purchase and at all times subsequent tht'(reto, Defendant was 

aware Plaintiff was relying upon Defendant's express and implied warranties, obligations, and 

representations with regard to the subject vehicle. 

42. Plaintiff has incurred damages as a direct and proximate result of the breach and 

failure of Defendant to honor its express and implied warranties. 

43. Such damages include, but are not limited to, the purchase price of the vehicle 

plus all collateral charges, including attorney fees and costs, as well as other expenses, the full 

extent of which are not yet known. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 
Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 
available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

COUNT IV 
PENNSYLVANIA UNFAIR TRADE PRACTICES AND 


CONSUMER PROTECTION CLAIM 


44. Plaintiff hereby incorporates all the paragraphs of this Complaint by reference as 

if set forth at length herein. 

45. The Unfair Trade Practices and Consumer Protection Law defines unfair methods 
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of competition to include the following: 

(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. 

46. Plaintiff, as a Pennsylvania resident, believes, and therefore, avers Defendant's 

failure to comply with the terms of the written warranty constitutes an unfair method of 

competition. 

47. Section 201-9.2(a) ofthe Unfair Trade Practices and Consumer Protection Law, 

authorizes the Court, in its discretion, to award up to three (3) times the actual damages sustained 

for violations of the Act. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 
Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 
available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

RBERG, ESQUIRE 
Attorney for Plaintiff 
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VERIFICATION 

The undersigned, after having read the attached pleading verifies that the within Civil Action 

Complaint is based on information furnished to counsel, which information has been gathered by 

counsel in the course of this lawsuit. The language of the Civil Action Complaint is that of 

counsel and not of signer, Signer verifies that he has read the within Civil Action Complaint and 

that they are true and correct to the best of the signer's knowledge, information and belief To the 

extent that the contents of the Civil Action Complaint are that of counsel, verifier has relied upon 

counsel in taking this verification. This verification is made subject to the penalties of 18 Pa. C.S. 4904 

relating to unswom falsification to authorities. 

Date: 
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John Kennedy Ford Lincoln Mazda 
3189 W. Ridge Pike - Pottstown. PA 19464 - (610) 495-7100 

" \ .... 

CELL: 
"[ 

74467 STEVEN HERNANDEZ 69597 429 04/18/12 
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ENGINE-MINOR 	 TECH(S):64622
CUSTOMER STATES TAPPING IN ENGINE. FEELS SLUGGISH 
VEfIFJED NOISE FROM ENGINE. CHECK OIL PRESSURE. CQNTACTEO 
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John Kennedy Ford lincoln Mazda 
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JOHNI(E~NEDY 

~ _ { ) DEALERSHIPS' 

- ... ' ..... '; ,1'''',1.) 

Optional Product Disclosure 

Dealer Narr)e: 

Dealer Address: 

Buyer Nome: 
.-----------------~---. 

RE: ntract To -------- .-.--.--------...--

VIf'J#: 

We offer the follO\>ving optional pruducts in CCllnect!on v.Iith your purchase of a rnOlor 

Vehicle Service Contract f~03.d Hazard (Tire & Wheel) 

Paint Sealant Key acement 

o Undercoating n ~.! 1 P!an- DentJOing/TirelVVindsheiid 

o Fabric Protection Herling/Comprehensive Auto ReplElcement PitH! 

GAP Insurance Other --------------
D Alarm/SkyGuard o 

By Signing below, you acknowledge that 

1 _ 	We gave you the above dIsclosure verba!!):' and in INriting prior to execution by you or by us 01 
the installment contract IdentIfied above (tile "Contract") 

2. You received this written disclosure and an unexecuted copy of the contract and the same time_ 

Signature of the Buyer 	 Date 

Signature of the Co- Buyer 	 Date 
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Last Handling 
Date! 

Issue Status 
5121/2012 

CLOSED 

4/5/2012 
CLOSED 

ISSUE LIST 

Name! 
Reason Desc 

 
DEALER GENERATED INFORMATION 
ISSUE 

 
CLP  IN - BUYBACK - OBC 

Vin! 
Case No. 

Model Year and Vehicle 
Line 

1FMCUODG6BK  2011 ESCAPE 

592420962 

1FMCUODG6BK  2011 ESCAPE 
592420962 

Issue 
Type 

03 

01 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCUODG6BK  Year: 2011 Model: ESCAPE Case: 592420962 
Name:  Owner Status: Original WSD: 2012-01-10 
Symptom Desc: Primary Phone:  
Reason Desc: DEALER GENERATED INFORMATION ISSUE Secondary Phone:  
Issue Type: 03 CONCERN Issue Status: CLOSED 
Initial Customer Contact: 05/09/2012 

--~..-------------
Action: ESCALATED HANDLING REQUIRED - REQUESTING CCT-CSM SUPPORT 
Dealer: 01330 JOHN KENNEDY FORD POnSTOWN Origin Desc: DEALER 
Odometer: 5037 MI Comm Type: VISIT 
Analyst Name: DEBBIE WAGNER Analyst: D-WAGN17 
Action Date: 05/08/2012 Action Time: 15.02.49.668 Action Data: No 

Comments VEHICLE HAS HISTORY OF 3REPAIRS. 1ST REPAIR DATED 412112- FOR NOISE IN ENGINE. BOTH 
CYLINDER HEADS WERE REPLACED-VEHICLE DOWN FOR 18 DAYS...MILEAGE 3906..2ND REPAIR DATED 5/1/12 
MILEAGE 4997-CHECK ENGINE LIGHT ON- HAD P0302 CYL 2MISFIRE, PERFORMED SSM 21703-FOR MISFIRE 
NEUTRAL RECAL. VEHICLE CAME BACK 5/3/12 MILEAGE 5037 WITH CK ENGINE LIGHT BACK ON, FOUND 
CYLINDER P0302 AGAIN- FOUND DEFECTIVE VALVE IN NEW CYLINDER HEAD, ORDERED ANOTHER NEW HEAD, 
VEHICLE STILL AT SHOP 5 DAYS...TOTAL DAYS OUT APPROX 24 DAYS, CUSTOMER SEEKING BUYBACK OR 
FINANCIAL ASSISTANCE FOR PAYMENT WHILE VEHICLE IS DOWN. CUSTOMER HAS BEEN PROVIDED LOANER ON 
ALL OCCASIONS. 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POnSTOWN TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL Analyst: MSPALL1(MSPALL1),MARILYN 

Action Time:Action Date: 05109/2012 Action Data: Yes11.02.42.840 

Comments _...... CSM WILL REVIEW CASE WITH COM...•• (DLR ONLY CASE )-SET FU FOR THUR 5/10/12 BY EOD 
(DLR ONLY FU ) 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-10-2012 
TIME OF FOLLOW UP (HH:MM): 18:00 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POnSTOWN 
TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL 

Analyst: MSPALL1(MSPALL1),MARILYN 
Action Time:Action Date: 05/10/2012 Action Data: No10.51.20.023 

Comments '''CASE REVIEWED WITH COM OK TO GIVE 1VEH PYMNT*'" 

Action: CREATE FOLLOW UP 

Origin Desc: CUSTOMER CARE SOLUTIONS 

PE13-003.4 000452LC



Dealer: 01330 JOHN KENNEDY FORD POnSTOWN TEAM 
Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL 
(MSPALL1),MARILYN Analyst: MSPALL1 

Action Date: 05/1012012 Action Time: 
10.53.31.199 Action Data: Yes 

Comments OBC TO DLR; JOHN KENNEDY FORD POnSTOWN 610-495-7172 SlM DEBBIE-LEFT MESSAGE VOICE 
MAIL NEED TO GET CUST VEH PAYMENT INFO-SET FU FOR FRI 5/11/12 BY EOD (TO ALLOW DLR TIME TO GET 
VEH PYMNT INFO) 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-11-2012 
TIME OF FOLLOW UP (HH:MM): 18:00 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POnSTOWN 
TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL Analyst: MSPALL1(MSPALL1),MARILYN 

Action Time:Action Date: 05/11/2012 Action Data: Yes09.28.01.805 

Comments OBC TO DLR; JOHN KENNEDY FORD POnSTOWN 610-495-7172 SIM DEBBIE-VEH IS REPAIRED, WE 
HAD ANOTHER DEFECT CYLINDER HEAD THE LAST ONE WAS REPLACED ABOUT 1000 MILES AGO-I ASKED CUST 
TO GET HIS VEH PAYMENT INFO TO ME SO I CAN GET IT TO YOU-IF I DON'T HEAR FROM HIM BY MONDAY IWILL 
CALL HIM-CSM STATED IF I DON'T HEAR FROM YOU BY MONDAY I WILL CALL YOU TUE -SET FU FOR TUE 5115/12 
BY EOD (TO GO OVER VEH PAYMENT REIMBURSEMENT) (DLR ONLY FU ) 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-15-2012 

TIME OF FOLLOW UP (HH:MM): 18:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POnSTOWN TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL Analyst: MSPALL1(MSPALL1),MARILYN 

Action Time:
Action Date: 05/15/2012 Action Data: Yes09.31.41.611 

Comments OBC TO DLR; JOHN KENNEDY FORD POnSTOWN 610-495-7172 SlM DEBBIE-SIM STATES SHE WAS 
OUT YESTERDAY AND HAS NO MESSAGES FROM CUST-WILL CONTACT CUST AND INFORM HIM IF SHE DOES 
NOT HAVE THE INFO BY TOMORROW (5/16/12) THE OFFER WILL GO AWAY-SET FU FOR WED 5/16/12 BY EOD (TO 
GO OVER VEH PYMNT REIMBURSEMENT) (DLR ONLY FU ) 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-16-2012 

TIME OF FOLLOW UP (HH:MM): 18:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONS 
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Dealer: 01330 JOHN KENNEDY FORD POTTSTOWN TEAM 
Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL 
(MSPALL1),MARILYN 	 Analyst: MSPALL1 

Action Time:
Action Date: 05/16/2012 	 Action Data: Yes

09.41.17.660 

Comments OBC TO DLR; JOHN KENNEDY FORD POTTSTOWN 610-495-7172 SlM DEBBIE-I ADVISED HIM LAST 
WEEK THE OFFER HAD ALIMITED TIME FRAME-I WAS OFF MONDAY SO I DID NOT CALL HIM TILL YESTERDAY TO 
REMIND HIM -WE HAVE NOT HEARD BACK FROM CUST -I WILL CALL HIM AGAIN TODAY -CSM ADVISED WILL FU 
TOMORROW -IF CUST HAS NOT RESPONDED -THE OFFER IS OFF THE TABLE AND WILL CLOSE THE CASE-S/M 
AGREED-SET FU FOR THUR 5/17112 BY EOD (TO GO OVER VEH PYMNT REIMBURSEMENT OR CLOSE CASE) (DLR 
ONLY FU) 

Data Element Name 	 Data Value 

DATE OF FOLLOW UP: 05-17-2012 

TIME OF FOLLOW UP (HH:MM): 18:00 


Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POTTSTOWN TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL Analyst: MSPALL1(MSPALL1),MARILYN 

Action Time:
Action Date: 05/17/2012 	 Action Data: No09.10.51.989 

Comments OBC TO DLR; JOHN KENNEDY FORD POTTSTOWN 610-495-7172 SIM DEBBIE-LEFT MESSAGE VOICE 
MAIL -REQUEST RETURN CALL RE THIS CASE 

Action: AWAITING ASSISTANCE - CUSTOMER SERVICE MANAGER 
Dealer: 01330 JOHN KENNEDY FORD POTTSTOWN Origin Desc: DEALER 
Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: DEBBIE WAGNER Analyst: D-WAGN17 
Action Date: 05117/2012 Action Time: 11.02.04.342 Action Data: No 

Comments RECEIVED CUSTOMERS PAYMENT STUB, FAXED TO 866 379 6882,5/17112 AMOUNT IS $ 347.57 RO 
NUMBER IS 289417 LINE 01. WTG ON PROGRAM CODE AND AUTH CODE. THANKS 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POTTSTOWN 
TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL 

Analyst: MSPALL1(MSPALL1),MARILYN 
Action Time:Action Date: 05/17/2012 	 Action Data: No11.39.24.317 

Comments ****RECEIVED FAX FROM DLR FOR VEH PAYMENT IN THE AMOUNT OF $347.57 *.. 

Action: CONCERN ADDRESSED 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POTTSTOWN 
TEAM 

Odometer: 5037 M I Comm Type: PHONE 
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Analyst Name: SPALL Analyst: MSPALL1{MSPALL1),MARILYN 
Action Time:Action Date: 05/17/2012 Action Data: Yes11.43.14.549 

Comments OBC TO DLR; JOHN KENNEDY FORD POTTSTOWN 610-495-7172 S/M DEBBIE-P&A 01330, RO 289417, 
LINE 01,IN THEAMOLINT OF $347.57, APPROVAL CODE M04NS, PRGM CODE P11-CASE CLOSED 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 71 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) N 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) Y 
-ESTIMATED REPAIR COST(@WARR RATES) ($) 347.57 
--CUSTOMER'S SHARE OF REPAIR COST ($) o 
-DEALER'S SHARE OF REPAIR COST-P18 ($) o 
-DEALER'S SHARE OF REPAIR COST-OTHER($) o 
--FORDS'S SHARE OF REPAIR COST-P11 ($) 347.57 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) N 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01330 JOHN KENNEDY FORD POTTSTOWN TEAM 

Odometer: 5037 MI Comm Type: PHONE 
Analyst Name: SPALL Analyst: MSPALL1(MSPALL1),MARILYN 

Action Time:Action Date: 05/21/2012 Action Data: No09.41.54.905 

Comments IBC TO DLR; JOHN KENNEDY FORD POTTSTOWN 610-495-7172 WIA WENDY-STATES GETTING ERROR 
MESSAGE INVALID CODE-CSM RERAN AND GOT DIFFERENT CODE (SEE NEW INFO BELOW) -P&A 01330, RO 
289417, LINE 01,IN THE AMOUNT OF $347.57, APPROVAL CODE M04AZ, PRGM CODE P11-CASE CLOSED 

Ford Confidential 
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All Action Details for Issue 

VIN: 'IFMCUODG6BK Year: 2011 Model: ESCAPE Case: 592420962 
Name:  Owner Status: Original WSD: 2012-01-10 
Symptom Desc: UNKNOWN SOURCE NOISE FRONT EXTERIOR Primary Phone:  
Reason Desc: CLP - IN - BUYBACK - OBC Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: BUYBACK - DEALER HELP DENIED 
Dealer: 01330 JOHN KENNEDY FORD POnSTOWN Origin Desc: US CONCERN CASE BASE 
Odometer: 3800 MI Comm Type: PHONE 
Analyst Name: GEARHART, CHELSEA Analyst: CGEARHA4 
Action Date: 04/0512012 Action Time: 16.27.21.821 Action Data: No 

Comments CUSTOMER SAID: -BROUGHT VEH IN FOR INSPECTION AND MAINTENANCE-ALSO CUST HEARD SOME 
TAPPING-VEH AT DLRSHIP -ITS GOING ON AWEEK THAT VEH IS AT DLRSHIP -DLR CALLED TODAY AND ADVISED 
THEY PULLED OFF VALVE COVERS AND THERE IS SOME SCORING-FEELS THERE MAY BE MORE ISSUES WITH 
VEH-SEEKING FOR POSSIBLY ANOTHER VEHDEALER SAID: JOHN KENNEDY FORD PonSTOWN3189 WEST 
RIDGE PIKEPOnSTOWN PA 19464(800) 790-8132CRC ADVISED: FORD WILL NOT REPLACE YOUR VEHICLE. IF 
YOU HAVE MECHANICAL CONCERNS THAT ARE NOT RESOLVED. WE SUGGEST YOU CONTACT YOUR LOCAL 
FORD OR LINCOLN-MERCURY DEALERSHIP TO REPAIR THE VEHICLE. 

Ford Confidential 
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Server: AWS Prod 
Claims loaded through: 30-MA Y-2012 

Vehicle Information Report 

GENERAL VEHICLE INFORMATION: (Related Claims) (QLS Concerns) 
VIN: 1 FMCUODG6BK Vehicle Lin. WERS: T1M7. ESCAPElTRlBUTEIMARINER·LHD [07.12] Engine: TISG· J.OL4VOHC V6DURATEC 2JOHP 

Model Y.ar: 2011 V.hiele Lin. A W5: MI·ESCAPE Global Engine: E0916· DURATEC GAS V6 FWD· CP2 

Vehicl. Type: T Vehicle Line (;Iobal: M4 • ESC APE (LESS HYBRID) (NA) Engine Plant: EN09. CLEVELAND #2 RFF 

Inv. Dealer: Drive Code: TIA·2 WHL LIH FRONT DRIVE Transmission: TIW6 • 6 SPD AUTO TRANS 6F MlJ)..RANGE 

Vehicle Status Code: 800 Body Cab Style: TIWE • 5 DOOR LIGHT TRUCK Global Trans; AlIOS· AT ·6F35 - VDP 

Market Derived: F·FORD Version/Series: TIEF· FORD SERIES Trans 'Iant: ATlI· AfrVAN DYKE 

BUILD INFORMATION: 
Region Built: NA· NORTH AMERICA Assembly Plant: Al· KANSAS CITY PLANT BUILD Vehide Load Dote: 05·JAN·201 

Country Built: USA. UNITED STATES Production Date: 0)·JAN·2011 

SALE INFORMATION: 
Region Sold: N A • NORTH AMERICA Arrival Date: I I.JAN-201 I Red Carpet Lease: 


Country Sold: USA· UNITED STATES Sale Date: IO·JAN·2012 FleetlRetalilCo. L....: R 


Vehicle (:ount Flag; Y Warranty Start Dftte: IO·JAN-201 2 Modified Vehide: 


Selling De.ler StlProv: PA Origin.l WSD: 10-lAN-2012 Warranty Status Ind: 


Selling D ••ler [code]: JOHN KENNEDY FORD [116036. 'J Vehide E.port Flag' N 


VOC: 
-,.-------1-.......-----2-- ..""-----3---------4-.....------5--......-----6--........ ----7------- ...-8---------9 .....------ ...0..--..-----1--....... - ..--2------- ....3--------....---------5---------6------ ..-

lJOODJ:lI1815910337D 4R.2 l$L5063 HL E SK635 53 AN 6 2ZJ:HS SSBB 316A0091 5 UX 101 WUM4 B BG11'HC6HO 202A 9GElNJ 

EOC: 
--- .. "' ... ---1-........-----2--- ......----3-----·---4-........-----5----..----6---------7------ ......-8---------9-.....------0--.......----1----......---2----- ...........)---------.---------5-........-----6--------

INSTALLED OPTION INFORMATION: 
Air Conditioning: TiB • MANUAL AIR CONDITIONER Color(Trim): OOOY9 - CHARCOAL Navis Engine Serial #: 210)01271056 

Alternator Amp Rating: q Delivery Type: o Paint: PN4AG • INGOT SILVER METALLIC 

Audio Disk: Drive.haft Cod.: Power Antenna: A V • SATELLITE ANTENNA (SDARS) 

Axle Ratio: EGABK - 3.51 FINAL DRIVE RATIO Front Seat: TIB SEAT-INDlVlDUAL-LiB DRVIPASS Radio: AZ - ELETR AMlFM STROIDISCICLK 

A.leType: , -[NIA] Fuel Type: AK • FLEX FUEL ETHANOL Sound System: '  [NIA] 

noU.ry Amp noting' C Fuel Type Engin.: G-Gas Tire Manufacturer; Al • MICHELIN 

Brake Code: '·INIAJ GVW Class Codet C Tire Brand: 7PJ7HX -' 

nr.~e Code(Service): , ·tNlAl Instrumentation: , -[NiA] Tire Size: D31U6 - P23SnOR.16T BSW A·S 

Calibration Code: AM7JF30A Mirror{Driver Side): AS • DRV PWR MAN FLDIBLND SPOT MIRR Traction Control: , • [NIA] 

Color(Acc.nt), '. [NIA] Mirror(Psngr Side): AS - PAS PWR MAN FLDIBLND SPOT MIRR 

TRAC~ABILITY INFORMATION 
---. 
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Rpt. Analysis Home Report Mqmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

'!tUi(,billilltahL't 'UIW2bb~" mill .,". 'irJfm';JQinl" 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File ReJlOrt To A Folder Folder Number: 
Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : CDBA2014 NHL Received: 04/02/2012 

CCRG/EPRC: Reviewed Status: Date: 

Vehicle: 2011,ESCAPE 4X2 (99 
12),4X2,XLT,MPV,lFMCUODG6BK  Build Date: 01/03/2011 

Odometer: 5,037 M Engine: 3.0L IVCT Calibration: AM71F30A 

Transmission: 6SP 6F MID Axle: 3.51 RATIO A/C: YES 

Dealer: USA 01330 John Kennedy Ford Pottstown Phone#: (610) 495
7172 

City: Pottstown State: Pennsylvania Country: USA 
Originator: ROBERT STOHR 

Symptom: 5 51 9 12 DRV PERF,IDLE QUALITY,ROUGH,COLD 

Status: 
VFG: V40 GOOD IDLE QUALITY 

Additional CYLINDER 2 MISFIRE Symptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: MWEBER72 Phone: 313317-9383 Regn Cd: N3 Philadelphia 

Engineering: Phone: TAR: 

Dlr Contact: ROBERT STOHR Phone: 000 000-0000 Title Cde: T 
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KOEO: 

KOEC: P0302 P0316 


KOER: 


Comments: 


REPAIR 	 04/02/2012 10:27AM MATTHEW WEBER MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN:OWNER STATES TAPPING IN ENGINE AND FEELS 

SLUGGISH. DIAGNOSTICS: VERIFIED ENGINE TAPPING NOISE. PARTS 

REPLACED:CHANGED OIL AND FILTER TECH QUESTION:I PERFORMED AN OIL 

CHANGE ON AN 11 ESCAPE 3.0V6 AND NOW HAS A TAPPING NOISE IN ENGINE 

AREA. COMES AND GOES AND SOUNDS LIKE A LIFTER TAP. NO TSBS OR SSMS. 

ANY KNOWN CONCERNS OR PAST REPORTS? 

RECOMM 	 04/02/2012 10:27AM MATTHEW WEBER MSS - FCSD - TECH SVC HOTLINE 
ROBERT, IF NOT PERFORMED WITH PREVIOUS DIAGNOSTICS, RECOMMEND 

ATTEMPTING TO ISOLATE THE SOURCE OF THE NOISE TO A SPECIFIC AREA, AS 

CLOSE TO THE ACTUAL SOURCE OF THE NOISE AS POSSIBLE. CANCELING 

CYLINDERS (IN PAIRS ALSO), AS WELL AS THE USE OF A STETHOSCOPE/ENGINE 

EARS MAY AID IN NOISE ISOLATION. IF THE NOISE IS NOT SPECIFICALLY 

ISOLATED EASILY, RECOMMEND ALSO REMOVING THE FEAD BELT FOR TESTING. IF 

THE NOISE IS NO LONGER PRESENT, RECOMMEND INSPECTING THE FEAD 

COMPONENTS FOR RUNOUT/BINDING; REPLACE QUESTIONABLE COMPONENTS/PULLEYS 

IF FOUND AND RETEST. RECOMMEND ALSO MONITORING VCT OPERATION AND 

VERIFYING OIL PRESSURE IS 25 PSI AT 1500 RPM. IF NO CONCERNS ARE 

FOUND, A SPONGY HYDRAULIC LASH ADJUSTER, BROKEN VALVE SPRING, OR 

STICKING VALVE MAY CAUSE SIMILAR NOISE BUT IS LESS COMMON WITH LOW 

MILES. IF NO OTHER CONCERNS ARE IDENTIFIED, RECOMMEND INSPECTING THE 

VALVE TRAIN, AND REPLACING LASH ADJUSTERS IF FOUND SPONGY/SPRINGS IF 

BROKEN AND RETESTING. IF NO CONCERNS ARE NOTED WITH LASH ADJUSTERS, 

SPRINGS, VALVES, FEAD COMPONENTS, OIL PRESSURE, OR VCT OPERATION, AND 

STETHOSCOPE/ENGINE EAR USE DOES NOT PINPOINT THE NOISE, CYLINDER HEAD 

REPLACEMENT MAY BE REQUIRED. 

ADD-ON 	 04/02/2012 10:27AM MATTHEW WEBER MSS - FCSD - TECH SVC HOTLINE 
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CONSULTANT: JORDAN DODDS 

REPAIR 04/03/2012 09:52AM MATTHEW SCHMIDT MSS - FCSD - TECH SVC HOTLINE 
RIGHT NOW THE TAPPING NOISE WILL COME AND GO AND DOES NOT LAST VERY 

LONG SO TRYING TO ISOLATE IT IS DIFFICULT TO DO. I WILL HOOK UP AN OIL 

PRESSURE GAUGE AND SEE WHAT IT READS. 

RECOMM 04/03/2012 09:52AM MATTHEW SCHMIDT MSS - FCSD - TECH SVC HOTLINE 
THANKS FOR THE UPDATED INFORMATION. PLEASE UPDATE THIS FORM IF YOU 

NEED FURTHER ASSISTANCE. 

REPAIR 04/03/2012 03:27PM SHAWN FERRET MSS - FCSD - TECH SVC HOTLINE 
OIL PRESSURE IS OK AND I MONITORED VCT PIDS, ALL APPEARED NORMAL. 

RECOMM 04/03/2012 03:27PM SHAWN FERRET MSS - FCSD - TECH SVC HOTLINE 
ROBERT, ISOLATE THE EVAP PURGE VALVE AND PCV VALVE, AS THESE CAN BOTH 

CREATE NOISES THAT SOUND ENGINE RELATED. PLEASE CONTINUE WITH THE 

PREVIOUSLY RECOMMENDED DIAGNOSTICS INCLUDING CANCEUNG CYLINDERS, 

REMOVING OF THE FEAD BELT, AND INSPECTION OF THE VALVE TRAIN. IF 

CYLINDERS CANNOT BE CANCELED USING THE IDS POWER BALANCE FUNCTION, 

INJECTORS WILL NEED TO BE DE-PINNED ONE AT A TIME AT CllO. A NOISE 

THAT CHANGES WHEN CANCEUNG A CYUNDER INDICATES A LOWER ENGINE 

FAILURE. IF FURTHER ASSISTANCE IS NEEDED, UPDATE THIS FORM WITH 

THE RESULTS OF ALL THE DIAGNOSTICS THAT HAVE BEEN RECOMMENDED. 

AUDIT 04/03/2012 03:27PM SHAWN FERRET MSS - FCSD - TECH SVC HOTLINE 
SYMPTOM 4, 48, 0, 00 CHANGED TO 4, 48, 1, 39 BY SFERRET 

REPAIR 04/05/2012 03:47PM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 
R+R RH VALVE COVER SINCE THE NOISE WAS MOSTLY IN THAT AREA. REMOVED 

THE LAST CAM CAP ON THE EXHAUST SIDE AND IT HAD MINOR SCORING BUT 

COULD BE FELT WI MY FINGERNAIL. 

RECOMM 04/05/2012 03:47PM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 
ROBERT, EXCESSIVE SCORING OF CAM CAPS WILL REQUIRE CYUNDER HEAD 

REPLACEMENT. PLEASE COMPLETE ALL THE PRIOR RECOMMENDATIONS PRIOR TO 

CYLINDER HEAD REPLACEMENT TO DETERMINE IF THE CAUSE IS ANOTHER SOURCE. 

REPAIR 04/09/2012 10:04AM ALEC MCENTEE MSS - FCSD - TECH SVC HOTLINE 
I ALSO REMOVED THE LH VALVE COVER AND INSPECTED THE CAM CAPS. THEY 

PE13-003.4 000460LC



ALSO HAVE SOME SCORING. IS THERE A PORT TO CHECK OIL PRESSURE AT THE 

HEAD? ANY REASON WHY BOTH HEADS HAVE SCORING ON THE CAM CAPS ON A LOW 

MILAGE ENGINE? 

RECOMM 04/09/2012 10:04AM ALEC MCENTEE MSS - FCSD - TECH SVC HOTLINE 
ROBERT, TO BETTER ASSIST WITH YOUR QUESTION ON THE SCORING PRESENT, 

PLEASE VERIFY IF THE ENGINE OIL WAS AT THE CORRECT LEVEL WHEN THE 

VEHICLE FIRST CAME TO THE DEALERSHIP FOR THE OIL CHANGE. VERIFY THE 

USAGE OF THE VEHICLE (HIGH IDLE TIMES). EVERY HOUR IDLING IS EQUAL TO 

33 MILES, WHICH COULD AFFECT THE OIL CONSUMPTION (ESPECIALLY DURING 

THE ENGINE BREAK IN PERIOD). NOTE IF THE CUSTOMER FOLLOWED THE ENGINE 

BREAK IN RECOMMENDATIONS, CHECKING THE OIL LEVEL APPROXIMATELY EVERY 

TIME THE VEHICLE WAS RE-FUELED (THE ENGINE BREAK IN PERIOD IN ROUGHLY 

THE FIRST 1,000-2,000 MILES, DEPENDING ON THE USAGE OF THE 

VEHICLE). NOTE IF THERE WAS ANY DEBRIS PRESENT WHEN THE CAM CAP 

INSPECTION WAS PERFROMED. SOME SCORING CAN BE NORMAL WEAR, 

DEPENDING ON THE USAGE/MAINTENANCE OF THE ENGINE. VERIFY IF THE 

SCORING CAN BE CAUGHT WITH YOUR FINGERNAIL (IF THE SCORING CAN BE 

CAUGHT WITH A FINGERNAIL IT WOULD BE CONSIDERED EXCESSIVE). THE 

OIL PRESSURE TO THE CYLINDER HEADS CAN BE CHECKED. THE OIL PORT ON THE 

RH BANK (BANK 1), IS LOCATED ON THE REAR OF THE CYLINDER HEAD. THE OIL 

PORT ON THE LH BANK (BANK 2), IS ON THE SIDE OF THE CYLINDER HEAD, BY 

THE FRONT COVER AREA, BY THE CYLINDER #4 LOCATION. THE CYLINDER HEAD 

OIL PRESSURE SHOULD BE AT LEAST HALF OF BASE ENGINE OIL PRESSURE. IF 

THERE IS EXCESSIVE SCORING TO THE CYLINDER HEAD, IT WILL AFFECT THE 

OIL PRESSURE TEST RESULTS TO THE CYLINDER HEAD. DUE TO THE SCORING 

WILL CAUSE THE OIL PRESSURE TO BLEED OFF (NORMALLY, DEPENDING ON HOW 

SEVERE THE SCORING IS, IT WILL CAUSE A 2-5 PSI FLUCTUATION IN THE OIL 

PRESSURE). IF THERE IS NO SIGNS OF A LACK OF MAINTENANCE CONDITION 

AND THERE IS EXCESSIVE SCORING PRESENT, REPLACE BOTH CYLINDER HEADS 

AND THEN RE-EVALUATE. THE NEW CYLINDER HEADS WILL COME AS BARE 

CYLINDER HEADS (HEADS AND CAM CAPS), THE REMAINING VALVE TRAIN 

COMPONENTS WILL ALSO HAVE TO BE ORDERED. THE ONLY VCT COMPONENT THAT 
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WILL HAVE TO BE REPLACED ALONG WITH THE CYLINDER HEADS ARE THE vcr 
SOLENOIDS. WHEN INSTALLING THE vcr SOLENOIDS, PRIOR TO INSTALLING THE 

SOLENOIDS MAKE SURE THAT THE VCT SOLENOID COUNTER-BORE PIN IS PROPERLY 

LUBRICATED (IF NOT LUBRICATED PROPERLY IT COULD CAUSES A vcr RELATED 

ISSUE). SOAK THE vcr SOLENOID COUNTER-BORE PIN IN SW-SO OIL FOR AT 

LEAST 20 MINUTES. THEN CONTINUE WITH THE INSULATION OF THE vcr 
SOLENOID. ONCE THE CYLINDER HEADS ARE INSTALLED, CHANGE THE 

OIL/FILTER, AND THEN RE-EVALUATE. 

REPAIR 05/04/2012 09:55AM CASEY WAGONER MSS - FCSD - TECH SVC HOTLINE 
WEB FORM DATA - CONCERN:OWNER STATES THAT THE CHECK ENGINE LIGHT IS 

ON AND RUNS ROUGH. DIAGNOSTICS: VERIFIED CONCERN, VEHICLE RUNS 

ROUGH FOR ABT 30 SECONDS WHEN COLD. WHEN IT WARMS UP VEHICLE RUNS 

FINE. RETRIEVED CODES P0302 AND P0316. R+R INTAKE AND SWAPED NUMBER 2 

COIL AND PLUG TO NUMBER 5. STILL HAS MISS ON CYLINDER 2. COOLANT LEVEL 

IS FULL AND CLEAN. SPARK PLUG LOOKED FINE. RELATIVE COMPRESSION WAS 

GOOD, 0% LEAKAGE. PARTS REPLACED: PREVIOUS REPAIR HEADS WERE 

REPLACED FOR TICKING/KNOCKING NOISE. TECH QUESTION:IS THE NEW HEAD 

HAVE AN INTERNAL PROBLEM W/ A STICKING VALVE GUIDE OR VALVE SEAT 

SEALING? ANYTHING ELSE TO CHECK? 

RECOMM 05/04/2012 09:55AM CASEY WAGONER MSS - FCSD - TECH SVC HOTLINE 
ROBERT, IT IS POSSIBLE THAT THERE IS A CONCERN WITH THE NEW CYLINDER 

HEAD. FOR TESTING PURPOSES, PLEASE SWAP THE INJECTOR FROM CYLINDER 2 

TO A DIFFERENT CYLINDER ON BANK 2. WHILE THE INTAKE IS REMOVED, PLEASE 

PERFORM A MANUAL COMPRESSION TEST ON ALL BANK 1 CYLINDERS AND COMPARE 

TO BANK 2. IF COMPRESSION IS LOWER ON CYLINDER 2 WHEN THE ENGINE IS 

COLD, PLEASE PERFORM A CYLINDER LEAKAGE TEST TO DETERMINE WHERE THE 

COMPRESSION IS BEING LOST. ALTHOUGH A LITTLE MORE INTRUSIVE, IT 

MAY BE NECESSARY TO PERFORM A RUNNING COMPRESSION TEST TO CATCH A 

SEALING ISSUE WITH ONE OF THE VALVES IN CYLINDER 2. RUNNING 

COMPRESSION SHOULD BE AT LEAST 50% OF MANUAL COMPRESSION. ANYTHING 

LESS INDICATES A SEALING CONCERN WITH ONE OF THE VALVES. EVEN 

THOUGH THE COOLANT LEVEL IS FULL AND CLEAN, PLEASE PRESSURIZE THE 
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COOLING SYSTEM WHILE THE ENGINE GOES THROUGH A THERMAL COOL DOWN 

CYCLE. PLEASE THEN INSPECT CYLINDER 2 WITH A BORE SCOPE TO SEE IF 

THERE ARE ANY SIGNS OF COOLANT INTRUSION. IF COOLANT IS FOUNDI SUSPECT 

THERE IS A CONCERN WITH THE HEAD GASKET. 

AUDIT 05/04/2012 09:55AM CASEY WAGONER MSS - FCSD - TECH SVC HOTLINE 
SYMPTOM 41 481 11 39 CHANGED TO 51 511 91 12 BY CWAGONEl 

AUDIT 05/04/2012 09:55AM CASEY WAGONER MSS - FCSD - TECH SVC HOTLINE 
ODOMETER 3745 M CHANGED TO 5037 M BY CWAGONEl 

REPAIR 05/04/2012 01:33PM ROBERT ABERCROMBIE MSS - FCSD - TECH SVC HOTLINE 
FOUND OIL RUNNING DOWN THE ONE INTAKE VALVE GUIDE IN CYLINDER TWO. 

WHEN THE VALVE IS CLOSED IT PUDDLES UP. LOOKS LIKE ILL BE REPLACING 

THE CYLINDER HEAD AGAIN. Download Options 

RECOMM 05/04/2012 01:33PM ROBERT ABERCROMBIE MSS - FCSD - TECH SVC HOTLINE 
ROBERT, THANK YOU FOR PROVIDING US WITH YOUR FEEDBACK ON WHAT WILL 

FIX THE VEHICLE CONCERN. PLEASE FILL OUT THE SURVEY ONCE THE VEHICLE 

IS REPAIRED TO HELP US MONITOR COMMON TRENDS AND EMERGING CONCERNS. 

THANKS AGAIN FOR YOUR RESPONSE. 

Folder Number: File Report To This Folder File ReJ)Ort To A Folder 

rtPgpP'i1iMI\t' 'M'MUJI!>j mill .ti• 'nW'@Ma! 

Requester: DWASHI49 31-May-2012 

Report Summary Ford Proprietary, Private Retention: None 

Server: ECCWS686 
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-- ,. COpy
Citation for P~rsonal Service -RESIDENT NOTICE (CERTIFIED MAIL) 

Cause Number: 2013DCV-365S~C 

THE STATE OF TEXAS 

NOTICE TO DEFENDANT: You have been sued. You may employ an attorney. If you or your attorney 
do not file a written answer with the clerk who issued this citation by 10:00 a.m. on the Monday next following the 

expiration of twenty days after you were served this citation and petition, a default judgment may be taken against 

you. 

TO: Ford Motor Company 
Served Through Its Registered Agent CT Corporation 
350 N St Paul St Suite 2900 
Dallas Tx 75201 

the Defendant, 

GREETING: You are commimded to appear by filing a written answer to the Plaintiff's Origina) Petition And 
Request For Rule 194 Disclosure; Civil Case Information Sheet at or before 10;00 o'clock a.m. of the Monday 
next after the expiration of 20 days after the date of service of this citation before the Honorable Bobby Galvan, 
94th District Court of Nueces County, Texas at the Courthouse of said County in Corpus Christi, Texas. Said 
Petition was filed on the 24th day of July, 2013. A copy of same accompanies this citation. 
The file number of said suit being Number: 2013DCV-3658-C 

The style of the case is: Gloria Franco vs. Ford Motor Company 

Said Petition was filed in said court by Andrew Ross, attorney for Plaintiff, whose address is Krohn & Moss Ltd 
ION Dearborn St 3rd FI Chicago, IL 60602. 

The nature of the demand is fully shown by a true and correct copy of the Petition accompanying this 
citation and made a part hereof 

The officer executing this writ shall promptly mail the same according to requirement of law, and the 
mandates thereof, and make due return as the law directs. 

Issued and given under my hand and seal of said court at Corpus Christi, Texas, this 29th day of July, 
2013. 

PATSY PEREZ, District Clerk 
901 Leopard 

Corpus Ch sti, Texas 78401 
ue cs County, Texas 

-\J'---if--4=I----40.l--=---=:!..-- 0 EPUTY 
VERONICA ADAMS 
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---------

RETURN OF SERVICE 


2013DCV-365S-C GLORIA FRANCO 94TH DIStRICT COURT 
VS. 

FORD MOTOR COMPANY 

Name 

ADIHUtss FOR SERVICE 
Ford Motor Company 
Served Through Its Registered Agent cr Corporation 
350 N St, Paul St Suite 2900 
Dallas, TX 7520 I 

OFFICERj~LOR AUTHORIZED PERSON'S RETURN 

Came to hand on the day of ,20___, at . o'clock ~"_. m., and executed in 
Counly, Tex.as by delivering to the within named defendant irl person, a true copy ofthis Citation with the 

date of delivery e~gorsed thereClfi, together with the accompanying copy of the _______..,....-__:--_ 
___,,--_____' at the following tlme1i and places, to-wit: 

NAME DATErrIME PLACE, COURSE & DISTANCE "'ROM COURTHOUSE 

.--------. 
And not executed as to the defengal1l(s), _~~___________. ___.____________
The diligence used in finding said defendant(s) 

______ 

and the cause of failure to c]tccuie this process k 
-------  ---------- 

the ilifonnation received as to the whereabouts of said defendant(s) 

----- 

Fees: 

Serving Petition and Copy 

Total 

~ -~--------------

--~, 

By ______"______________._, 

Officer 

County, Texas 

Depuly 

COMPLETE IF YOU ARE A PERS.ONOTHER THAN A SlIERIFF. CONST.AB.L.E" OR CLERK OF THE COURT, 

In accordance \vllh Rule 107: The officer or authorized person who servlls; or attempts to serve, a citation shall sign the return. The 
signature is not requited to be verified. If the return is signed by a person other than a sheriff, constable, or the clerk of lhe court, the 
return llhaJl he siglled under penalty of perjury and contain the followins statement: ' 

"My name j(ol ~,--_:--c-:-:-:-:----,--~-.-------,~--------' my date of birth i:; _~~_______~_, and my 
(First, Last) 

add~ssis _______________~-----~,---~-~~-------------------------------.-, 
City, State; 

f nrC] ,ARf. tINDER PENALTY OF PERJURY THAI' nn:. FORGOING IS TRUE AND CORRECT. 

Executed in ~____ County, State on the ,.___ dayof----, 

Declarant Authorized Process Server 

& Expiratloh of Certification 
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GLORIA FRANCO § IN DISTRlCT COURT 
Plaintiff, § 

§ 

VS. § 
§ ~'thJUDICIAL DISTRICT 
§ 
§ 

FORD MOTOR COMPANY, § 
Defendant. § NUECES COUNTY, TEXAS 

PLAINTIFF'S O.RIGINAL PETITION AND REQUEST FOR RULE 194 DISCLOSURES 

TO THE HONORABLE JUDGE OF SAID COURT: 

COMES NOW GLORIA FRANCO, Plaintiff in the above entitled and numbered cause, 

by and through Plaintiffs attorneys, KROHN & MOSS, LTD., and files Plaintiffs Original 

Petition and Request for Rule 194 Disclosures, complaining of Defendant, FORD MOTOR 

COMPANY, and fOf cause would show as follows: 

D~~~QVERYCONTROLPLAN 

1. Plaintiff intends to conduct discovery under Level 2 of Texas Rule ofCivil 

Procedure 190. 

PARTIES 

2. Plaintiff. GLORIA FRANCO ("Plaintiff"), is an adult individual and legal 

resident of the State ofTexas, residing at 4650 Mildred Dr, Corpus Christi; TX 78411. 

3. Defendant, FORD MOTOR COMPANY (<<Defendant"), is a business corporation 

qualified to do and regularly conducting business in the State of Texas and is engaged in the 

manufacture. sale, and distribution of motor vehicles and related equipment and services. 

Defendant is also in the business of marketing, supplying and selling written warranties to the 

public at large through a system of authorized dealerships; including Sames Ford Lincoln 
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("Seller"), Defendant can be served at crr Corporation Systems, 350 North Saint Paul Street, 

Suite 2900, Dallas, IX 75201. 

JURISDICTION AND VENUE 

4. This court has jurisdiction over Defendant as it either conducts busim~ss in Or 

personally resides in the State of Texas. 

5. The amount in controversy is within the jurisdictional1evels of this Court. 

6. Venue is pennissible in Nueces County as Defendant can be served here andJor 

because the vehicle was purchased and/or repaired in said County. 

BACKGROUND 

7. On or about September 27, 2012, Plaintiff purchased from Seller, a 2013 Ford 

Escape (UEscape"), manufactured by Defendant, Vehicle Identification No 

1FMCUOJ93DUB14809, for valuable oonsideration, (See copy of Plaintiffs Buyer's Order, 

attached hereto as Exhibit "A"). 

8. The price of the Escape totaled more than $34,280.00. 

9. In consideration for the purchase of the Escape, Defendant issued and supplied to 

Plaintiff its written warranty that included three (3) year or thirty-six thousand (36,000) mile 

bumper-to-bumper coverage, as well as other standard warranties fully outlined in Defendant's 

Warranty booklet. 

10. Defendant engages in nationwide advertising campaigns to sell vehicles, including 

the Escape, to the public through a system ofauthorized selling agents of Defendant, including 

Seller herein. 

11. Defendant's authorized selling agents, including Seller herein, are required by 

Defendant to post Defendant's name and logo on a sign outside of Seller's place of business. 
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12. Defendant's authorized selling agents, including Sellet herein, are required by 

Defendant to produce to Seller's customers brochures for the sale of Defendant's vehicles that 

are printed and authored by Defendant. 

13. Defendant's authorized selling agents, including Seller herein j are required by 

Defendant to enter into a sales and service agreement with Defendant that is reduced to a writing. 

14. Defendant requires all authorized selling agents; including Seller herein5 to 

provide customers, including Plaintiff herein. with Defendant's written warranty described above 

at the time of sale. 

15. In requiring Seller to provide Defendant's written warranty, Defendant 

undertakes, at the time of sale, the responsibility of repairing its vehides, including the Escape, 

and makes the accompanying proIllise to repair in consideration for the sale of the Escape. 

16. Defendant issues and supplies to consumers, including Plaintiff herein, its written 

warranty described above as an inducement for the sale of the Escape. 

17. Defendant provides Seller with a hidden rebate/commission after Plaintiffs 

purchase of the Escape that is not reflected on Plaintiff's purchase documents, which acts as an 

incentive for Seller for selling Defendant's automobiles as an ageIlt of Defendan1. 

18. The retail price of the Escape is determined by Defendant and not Seller. 

19. On or about September 27,2012, Plaintiff took possession of the Escape and 

shortly thereafter experienced the defect listed below that substantially impairs the use, value 

and/or safety of the Escape. 
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20. The defect described below violates Defendant's written warranty issued to 

Plaintiff, as well as the implied warranty of merchantability. 

21. Plaintiff brought the Escape to SelleI', and/or other authorized service dealers of 

Defendant, for the following defect including, but not limited to: 

a. 	 Defective engine as evidence by the intermittent illumination of the check 
engine light and hesitation on acceleration; 

b. 	 Any additional complaints made by Plaintiff, whether or not they are 
contained on any dealer repair orders. 

22. Plaintiff provided Defendant, through Seller and/or other authorized dealers of 

Defendant:, sufficient opportunities to repair the Escape. 

23. Defendant, through its authorized dealers, was unable and/or failed to repair the 

Escape within a reasonable number of attempts. 

24. Plaintiff justifiably lost confidence in the Escape's safety and reliability and said 

defect has substantially impaired the use, value and/or safety of the Escape to Plaintiff. 

25. Said defect could not have reasonably been discovered by Plaintiff prior to 

Plaintiff's acceptance of the Escape. 

26. As a result of the defect, Plaintiff revoked acceptance of the Escape in writing on 

May 8, 2013 (See May 8, 2013 correspondence, attached hereto as Exhibit US"). 

27. At the time of revocation. the Escape was in substantially the same condition as at 

delivery, except for damage caused by its oWn defect and ordinary wear and tear. 

28, Defendant refused Plaintiff's demand for revocation and has refused to provide 

Plaintiff with the remedies to which Plaintiff is entitled upon revocation. 
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29. The Escape remains in a defective and unmerchantable condition and continues to 

exhibit the above mentioned defectthat substantially impairs its usc, value andlor safety. 

30. Plaintiffhas been and will continue to be financially damaged due to Defendant's 

failure to comply with the provisions of its written warranty and its failure to provide Plaintiff 

with a merchantable Escape. 

COUNT I 

BREACH OF WRITIEN WARRANTY 


pURSUANT TO THE MAGNUSON-MO£SW ARRANTY ACT 


31. Plaintiff re-alleges and incorporates by reference as though fully set forth herein, 

paragraphs 1-30 of this Petition. 

32. Plaintiff is a purchaser of a cOilSUIiler product who received the Escape during the 

duration of a written warranty period applicable to the Escape and who is entitled by the tenns of 

the written warranty to enforce the obligations of said warranty against Defendant. 

33. Defendant is a person engaged in the business of making a consumer product 

directly available to Plaintiff. 

34. Seller is an authorized dealership/agent ofDefendant designated to perform 

repairs on vehicles under Defendant's written warrMty. 

35. The Magnuson-Moss Warranty Act, Chapter 15 U.S.C.A., Section 2301, et. seq. 

("Warranty Act") is applicable to Plaintiff's Petition in that the Escape was manufactured, sold 

and purchased after July 4, 1975, and costs in excess often dollars ($10.00). 

36. Plaintiffs purchase of the Escape was accompanied by a written warranty for any 

defects in material or workmanship, which comprises an undertaking, in writing and in 
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connection with the purchase of the Escape, to repair the Escape or take other remedial action 

free of charge to Plaintiff, with respect to the Escape, in the event that thc Escape failed to meet 

the specifications set forth in said undertaking. 

37. Defendant's written warranty was the basis of the barga.in ofllie contract between 

Plaintiff and Defendant for the sale of the Escape. 

38. Said purchase ofPlaintitrs Escape Was induced by, and Plaintiff relied upon, 

Defendant's written warranty. 

39. Plaintiff has met all of Plaintiff's obligations and preconditions as provided in 

Defendant's written warranty. 

40. As a direct and proximate result of Defendant's failure to comply with its written 

warranty. Plaintiff has suffered damages and in accordance with 15 U.S.c. § 231 O(d), Plaintiff is 

entitled to bring suit fOr such damages and other legal and equitable relief. 

WHEREFORE, Plaintiff prays for judgment against Defendant as follows: 

a. 	 An amount equal to Plaintiff's actual damages up to and including the 
"full purchase price" of the vehicle, including collateral charges, finance 
charges, incidental and consequential damages; 

b. 	 Monetary relief of $1 00,000 or less and non~monetary relief; 
c. 	 InoUlted and/or needed costs of repair; 
d. 	 All reasonable attorneys' fees, witness fees and all court costs and other 

fees incurred; and 
e. 	 All the other relief to which Plaintiff may be justly entitled to. 

COUNTlI 

BREACH OF IMPLIED WARRANTY 


PURSUANT TO THE MAGNUSON..MOSS WARRANTY ACT 


41. Plaintiff re-alleges and incorporates by reference, as though fully set forth herein, 

paragraphs 1-30 oftMs Petition. 
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42. The Escape purchased by Plaintiff was subject to an implied warranty of 

merchantability as defined in 15 U.S,C. § 2301(7), running from Defendant to Plaintiff 

43. Defendant is a supplier of consumer goods as a person engaged in the business of 

making a consumer product directly available to Plaintiff. 

44. Defendant is prohibited from disclaiming or modifying any implied warranty 

when making a written warranty to the consumer j or when Defendant 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. 

45. Pursuant to 15 U.S.C. § 2308, Plaintiffs Escape was impliedly warranted to be 

substantially free ofdefects in both material and workmanship and thereby fit for the ordinary 

purpose for which the Escape was intended. 

46. The 'Escape was warranted to pass without objection in the trade under the 

contract description and was required to conionn to the descriptions of the Escape contained in 

the contracts and labels. 

47. The above described defect in the Escape renders the Escape unfit for the ordinary 

purpose for which the Escape was intended. 

48. 	 As a result of the breach of implied warranty by Defendant, Plaintiff has suffered 

and continues to suffer various damages. 

WHEREFORE, Plaintiff prays for judgment against Defendant as follows: 

a. 	 An amount equal to Plaintiffs actual damages up to and including the 
"full purchase price" of the vehiclct including collateral charges, finance 
charges, incidental and consequential damages; 

b. 	 Monetary relief of $1 00,000 or less and non-monetary relief; 
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c. Incurred and/or needed costs of repair; 
d. All reasonable attorneys' fees, witness fees and all court costs and other 

fees incurred; and 
c. All the other relief to which Plaintiff may be justly entitled to. 

JURy DEMAND 

* Plaintiff hereby requests a trial by jury on all issues of fact in this case and herewith 
tenders the jury fee. 

REQUEST FOR RULE 194 DISCLOSURES 

Pursuant to Rule 194 of the Texas Rules of Civil Procedure, you are requested to disclose 

within fifty (50) days of service of this request, the infonnation or material as sct forth in Rule 

194.2. A response to a request under Rule 194.2(1) is due according to Rule 1952 of the Texas 

Rules of Civil Procedure. 

The disclosures must be signed in accordance with Texas Rules ofCivH Procedure, Rule 

191,3, and delivered to the undersigned attorney. If you fail to comply with the requirements 

above, the Court may order sanctions against you in accordance with the Texas Rules of Civil 

Procedure. 

Respectfully Submitted, 

Andrew Ross 
John D, Barker 
Attorneys for Plaintiff 

Andrew Ross; Texas Bar No.; 24079246 
John D. Barker; Texas Bar No.: 24072753 
Krohn & Moss, Ltd. 
ION. Dearborn St., 3rd FL 
Chicago, IL 60602 
phone: (312) 578-9428 
fax: (866) 289-0898 
e-mail: atoss@consumerlawcenter.com 
ih..arker@consumerlawcenter.com 
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Krohn & Moss, LtJ. 
~ 0IIite 

10N.~8t.3J~ 
~,IL606O£ 

-.Ja..Ju...a.b.uua.DtllIl 

W.liillP'.. J);,..,iN.-.J-. 

($11) 578-9d8~ 2M l..iun=11D proctke only iii: 

W.n1z:r'. Du-IP--.;J., 
 ThIw 
(866J.-Z89,.()898 
WnillP. Duet.lB-M.iJ 
_@__.J.-.iIIP._ 
_ __iNA_~ 

May 8, 2013 

SENT VIA CERTIFIED MAIL 

ford Motor Company 
Customer RelatioIiship Center 
16800 txecutive Plaza Drive 
PO Box 6248 
Dearborn, MI 48121 

RE: Gloria. Franco v. Ford Motor Corn.pafi! 
Vehicle: 2013 Ford tscape 
YIN; 1FMCUOJ93DUB14B09 

Deal' Sir or Madam: 

Please be advised thai this office represenb the ahove.named llidMdtial regarding claims against 
your company pUfiluant to the State Lemon Law and/or the Federal Magnuson-Moss Warranty Act with 
regard to the above-listed vehicle. please direct all future contacts and correSpondence to otit office. 

Having 1eeh fOfifiillly.nntiHgJ of our representation. you are instruclerLn.ru to contad 
otu' cknLnndcr any circumstances. Direct all inquiries to this office. If you fail to act ih 
confonrtity with fhi" directin.inlunctive relief will be sought aia.inst you. 

Pursnant to 15 U.S.c. 231O(dL you are hel'ehy,,11(.!.tified that any settlement made with 
our client requires paf.1neru 01 our attorneys' feelS. If YOli settle Jueclly with our rlte~~t and. do 
noLmakc arrangements fOr payment of our attorneys' fees. we will file suit against you. In 
addition. JOU aIC hereby.nonfieJ of our attcn'neys' Hert. 

There is a defect and non-confofitiity present in my client's automobJe for which relief is sought, 
and numerous attempts to repair the vehicle have been unsuccessful. "The defect and hon-conformity 
includes, but is not limited to: 

]. 	 Defective engine as evidence by the intermittent illumination of the check engine light and 
hesitation on acceleration; and 

2. 	 Any addiHonal complaints made by our client, whether or not they are contained in yOUI' 
company's records or on any dealer repair orders, 

The defect and hOii-confonnity l.i.sted above constitute a substantial impilufiHmt of the use, value 
and/or safety of the vehicle. Should you elect to make a Hnal attempt ~o repair the defect, please contact 
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Page 2 May 8, 2013 

m~ directly within the next seven daye. Because of the defed and non-conformity, my client has 

justifiably losi confirlenc:r:l in the vehicle. As one court has stated: 

For a majority 01 people the purchase of a new Car is a major investment; rationalized by 
the peace of mind that flowe from iti; dependability and safety. Once their faith iB lihaken, 
the vehicle loses not only its real Villue in their eyes, but become~ an instrument wbos€ 
integrity is substanHally impaired and whose operation is frauliht with apprehension. 
Zabriskie chGYrolct. Inc. v. Smith, 240 A2d 195. 

Concerning the amoiint of ~rief a person must endure, one court ex:ptessed th~ consumer's lament 
in the following manner: 

There comes a time when waugh ie enough - when an automobile purchaser, after having 
to take his car into the shop for repairs an inotdinate number of times and experiencing 
all of the attendant inconvenience, is entitled to say, "That's all," and revoke, 
notwithstanding the rcp€ated good faith efforts to fix. the car. Rester v. Morrow, 491 
So.2d 204. 

My client's repair history cl~al'ly shaWl! thete was a bteach of hath written and implied ....arranties: 

baBed upon the generally accepted rule that an unsuccessful effori to remedy defects fourtd 
to exist renders the warrantor liable; the buyer is not bound to allow him the opportunity 
or permit bim to tinker with the arlicle indefinitely ill the hope that it may ultimately be 
made to comply with the warranty. Kure v. Chevrolet. MoiorDnillion. 5tH p.2d 603. 

Therefore, you are hereby notified that my client ll; revbkrn~ acceptance of this vehicL~. My client 
has directed me to demand the caDcellation of the contracts and the return of all funds paid towards this 
vehicle, including any trade-in value ~iven, all collateral chal'ges, banee char~es and incidental and 
consequential damages. 

Pleas~ be advised that pursuant to Uniform Commercial Code § 2-711(3) my client has a security 
interel:lt in the vehlcle for return of the amounts described above, plus expenses in handling and in5pecting 
the vehicle. Until YOIl pay this amount, my client will hold the cal' and use it to the extent necessary to 
prnscrve it, to proted the security interest, and to minimize your damages, Moreover, my client needs 
relurn of the monies listed ahove before a substitute vehicle can be acquired. In additiori, any atlempt by 
you or your ag~nts to repossess the car will be wrongful and may subject you to liability for conversion and 
for wrongful repossession under Unifonn Commercial Code §§ 9-503 and 9-507, as well as aDY other 
applicable remedies. 

H the seller bt, if applicable, the assignee, or any creditor subject to the FTC Holder Rule has filed il 

financing statement covering the goods, I demand, pursuant to Unifonn Commercial Code § 9-404, that 
you file a termination statement within ten (10) days to terminate your security interest, and fOlWard a 
copy to me. Since my client has revoked acceptance, there l.s no butstandinli secured obligation, If you do 
not file a tennination 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 YOUt failure to do so. 

To i1void any litigation, my client merely requests a refund for the defective vehicle, plus payment of 
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our aHorneya' fel!s pursuant to the fee-shifnng provisions of the State Lemon Law and lhe Federal 
Magnuson-Moss Warranty Ad. Our attomey!!; fees are minimal at this ~tase and we would prefer to 
resolve this maHer without the need for any more time spent on QUI' part or gn the part of YOll! aHomeys. 
A great deal of time, money and effort could be saved by all parties involved with Ii qukk resolution of this 
clairrL 

Accordingly, if you wish to resolve thla matter amicably! please feel free to contact my office. If 
the matter has not 1een rellolved within fourleen (14) days {mm the date of this letter. it lawsuit will be 
filed. 

Sincerely, 

Andrew Ross 

Attorney at Law 
ARlrd 
cc: Gloria Franco 
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~\~~~1SE I~~ATl(}N SHEET g'!)r 
CAllSI': NtlMBER (fORCl.ERK USE ONLY): ~30~ COURT (FOil CLERK USE ONLY):_~. 

STYLED GLORiA FRANCO V. FORD MoTOR COMP-ANY 
(e.g., John Smilb v, All Amefican !nsutallce CG, In re Mary Ann Jon~5; In th~ Maltcr "rlhe Estate ofGeorllc Jackson) 

A civil ellS( information sheet must be completed and ~ubmitted whejj l!lI original petition or application is liIed to initiate a new civil, family law, probate, Of nt<::l1UiI 
health case or when a posi'jlldgmenl petilion for mOdificatiojj or motion for enforcement is filed in II family law case. The infotrrtallon should be the best available at 
the time of 

Name: Email: 

...Mdtew RosS'--______ aross@consllrnerlawcenlercom 

Address: Telephone: 

...l,!l..NQ!:l! Dcarll\2lii SIf~pU~ 
~~ 

City/SltlteJZir' 

(J 12) 57g~428 

Fax: 

--.J866 289,0898 

Signature 

/7.. /.. ·· .. 17,.~~ 

Stale Bar No: 

14{)79141l 

Foreclosure 
Dllome Equity-Expedited 
DOlher Foreclosure 

DFrarjchiMc 
Dlnsutanc~ oLandl(lrdiTenant 
DNon-CompetitiOli 

Partnership 

lract: 


Malpractice 
DAccountirll:l 

DLcgal 

DMcdical 

DOther Professional 


Liability: 

DMoior Vehicle Accident 
DPremises 
ProdUct Liability 

DAsoostoS/Silica 

Dallier Proouct liability 


.,Lis! Prndul:lt: 

Plaintiff(s)lPetitioner(s): 
Gloria Pranco 

Additional Patties in Child Suppon Case: 

Oefendant(S)/Re5jXjndent(s): Custodial Parent: 
Ford Motor Company 

----."~----------

Non-Custodial Parent: 

Presumed Father 
--------""~-----

of Hiiow Cotpu!"":" 
Pre-indittmtnt 

DOthe~litj~ti iJrDarnage: OOthllr: _~~-~.. ~.. __ 

DAdministrlltive Appeal DLawyer Discipliilc 

DAntifnlSllUiitalr' t:Jperpetuate testimony 


Competition D8elluritics/8tock 

lations DTortious Interference 

udgmertl DOlher: ----


Judgmllllt 
DHai:leM Cgrpu~ 
DNamcCnlifige 
DProtl!cliv!: Ord~r 
DRemoval ormsabilities 

of MiiJ6riry 
DOther: 
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Case Print Report 
Case Number CAS-2594540-N8F9W1 

Case Opened Date 5/20/20138:50 AM 

Case Closed Date 7/22/2013 

Case Status Resolved 

Case Last Modified 7/22/201312:41 PM 

Responsible Team Tier 3 DRP 

Case Classification Consumer Intervention> DRP/BBB > DRP-Vehicle 
Repu rchase/Replacement Request 

Customer Name  

Customer Number  

 

CHICAGO  

Email  

Dealer 

VIN 1FMCUOJ93DU  

Year 2013 Make FORD 

Model ESCAPE Body Style UOJ - TITANIUM 4X2 4-DR 

Symptom 

Level 1 

Level 2 

Level 3 

LeveJ4 
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Case Print Report 


Note Last Modified 

Robert Gray 5/20/2013 11:41 AM 

Robert Gray 5/20/2013 12:56 PM 

Robert Gray 5/22/2013 2:51 PM 

FSE inspection, 30 day test drive, 5/100 P'train Care ESP on satisfaction 

Robert Gray 7/1/2013 10:13 AM 

Robert Gray 7/1/2013 10:14 AM 

Robert Gray 7/2/2013 8;01 AM 
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,Case Print Report 
Case Number CAS-2594540-N8F9W1 

Activity Modified , Activity Last 
By ! Modified 

Robert Gray 7/2/20138:04 AM 

Robert Gray 7/2/20138:05 AM 

ford prdload 1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

ford prdload1 7/22/201312:41 PM 

Acti 

fmc_bbbstatearbitration 
smallclaimprocessing 

fmc _ clpdecision 

fmc _ bbbstatearbitration 
smallclaimprocessing 

fmc _ closecase 

fmc _ bbbstatearbitration 
smallclaimprocessing 

fmc _ bbbstatearbitration 
smallclaimprocessing 

fmc _ bbbstatearbitration 
smallclaimprocessing 

incidentresolution 

fmc _ bbbstatearbitration 
smallclaimprocessing 

Interim Repair 
Decision 

Interim Repair Attempt 

Assumed Rejection Of 
Decision 

Case Resolution 
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Ica;e Print Report . 
Case Number MRS-14919932424201000000 01 

------------------------------------------~ 

Case Opened Date 11/19/20122:39 PM 

Case Closed Date 11/19/2012 

Case Status Resolved 

Case Last Modified 11/19/20129:57 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> 42> CORRESPONDENCE 
CORRESPONDENCE 


Customer Name  

Customer Number  

 

CORPUS CHRISTI TX  

Email  

Dealer 

VIN 1FMCUOJ93DU  

Year Make 

Model Body Style 

Symptom 

Level 1 

Level 2 


Level 3 


Level 4 
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Case Print Report 
Case Number MRS-14919932424201000000 01 

Historical Case Origin Description ~nMOdified By !Action Last 

Action Type I I Modified 


ADD ATTACHMENT MANUAL Binetou Gueye 11/19/20122:39:00 
TO ISSUE CORRESPONDENCE PM 

CSR 

CUSTOMER SAID: SALES SURVEY - WAS TOLD FORD WOULD FINANCE VEH AND IT WAS 
NOT. TOOK DOWNPAYMENT FROM INC WARENITY AND DID NOT TELL ME UNTIL LATER 
WHEN SHE HAD SAID SHE DID NOT WANT TO GIVE MONEY DOWN. DEALER SAID: =CROW 
FORD LlNCOLNCRC ADVISED: SEND MANUAL LTR - NEGATIVE DLR FEEDBACK 
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lease Print Report 
lease Number MRS-14919932424201000000 01 

ford prdload1 1217/2012 12:39 AM letter 
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BBB AUTO LINE 


~ 
•
BBB.
Mi·· 

July 22, 2013 

BOB GRAY 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1319366  vs Ford Motor Corporation 1FMCUOJ93DU  

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, 

Edith Newton at Extension 512 

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 1, 2013 ~ •BBB. 
MM. 

  
   

CHICAGO IL  

Re: FRD1319366 vs Ford Motor Corporation 1FMCUOJ93DU  

Dear : 

Enclosed is the arbitrator's Decision and Reasons for Decision for your case. 

We have also enclosed an Acceptance/Rejection Form that must be Llsed to 
accept or reject the decision. Please complete the form and return it to us so that 
we receive it in our office within --1.4... days from the date of this letter. We 
recommend that you call to confirm receipt of this form a few days after you send 
it to us. 

You may either mail the form to: 

3033 Wilson Blvd., Ste 600 


Arlington, VA 22201 

or 


Fax it to 1.703.247.9700 


Please do not make any changes or additions to the 
Acceptance/Rejection Form as we will consider that a rejection of the 
decision. 

If you have any questions about the decision, or if I may be of help to you, please 
feel free to call me at 800.955.5100. You may also fax the signed form to me at 
703.247.9700. 

Sincerely, 

Edith Newton at Extension 512 

Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 500 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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ACCEPTANCE OR REJECTION OF DECISION -I 

BBB. 


Date: 07/01/13 Case Number: FRD1319366 

Customer:  State: TX 

Business: Ford Motor Company 

Mfr-Info: 6700 TX IFMCUOJ93DU  

Enclosed is the Arbitration decision in your case. We hope you have found the efforts of our staff and the 
volunteer arbitrator(s) to be satisfactory. Please call us if you have any questions about the decision. 

COMPLETE THE FOLLOWING AND RETURN IT TO US IMMEDIATELY 

Note: If this form is not received at the eBBS office within 14days from the date of the cover 
letter, the decision will be considered rejected and the manufacturer will be notified. You may 
want to return the form via certified mail or fax it to the eBBB at 703.247.9700. We suggest 
you call your case specialist to confirm receipt. 

Please check one of the following. 

I ACCEPT THE ARBITRATION DECISION. I understand this means: 

* 	 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. 

I REJECT THE ARBITRATION DECISION. I understand this means: 

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. 
3033 Wilson Boulevard, Suite 600· Arlington, VA . 22201 . Phone 800.955.5100· Fax: 703.247.9700 
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BBB AUTO LINE 


~ 
•
BBB.
.... 
 July I, 2013 

BOB GRAY 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1319366  vs Ford Motor Corporation IFMCUOJ93DU

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 Decision. 

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, 

Edith Newton at Extension 512 

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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Submitted Date: 07/01/13 

FRD1319366 

VIN: IFMCUOJ93D

Customer:  - Hearing Date: 07/01/13 

Arbitrator: David Walsh 

Question 1 
Vehide {Year'fMake/Model}; 

Question 2 
The m~mJf"ctul"€1" shall rep'I!!", within 30 days from the manufClctUl"€r's receipt of 
the customer's acceptance ofthis Decision, the following components/symptoms 
II;! the above named ("vehicle") owned Or' leased by the c\istomer, 

{Ust all comj:Hmentsjsymptoms 1:0 be repaired} 

Engine/E:lect!ica1 " check or ser\i1ce engine PQht H!uminated 
i ntern~i:.:Lentiy 

c 

d 

h 

, 
.l 

Th~~ manufactun~r will cimi:act the ClJst<,.lm$1" to mi~!{t~ i~1I ,B-r'<ingemeo!:s for' the 
OlmpletlOl1 of these repairs whkh shaH take place at a de<Jlership chosen by the 
mam.!f':lcturer. 

The customer wi!! have 30 days to test drive the 'ltellicie after the repairs have 
been comp!et:ed. If the repairs ~re not completed pl"opedy, the (:ust()m.~r must 
!~otify the SSB in writing before the test drive period expires. The arbitrator wil! be 
informed and will make a dedsion in your case. Before making a decision, the 
arbitrator{s) will reconvene the hearing;, If the customer does not notify the BSa 
within the test drille period, this decision will becmne final, 

CASE:FRD1319366 Customer:  

Arbitrator: David Walsh Date: 07/01/13 
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sl':(f"IoVS :.:t:at the di::a!!?rs:':1p has unable to verify Cr" rep:-Oduce tr:t: pr-cb;ern an the t:-:lrd 
v isit; hut t:-,e Arbitrator be~i~ve ,evIdence suggests y-,()t the cr-,ec~ ef1g1r;~ ,':9 ht Dr. , 
ser~~i:ce engine fight be:ng i!HJrnlnared ;nterrn:ttentiY prOb:ern ex:srs._ anc r.r:e prOD;ern 
re~na;ns. as a potentia~ current prob!ern ~N;ttl  verlicle_ 

Based UDOr: t~:e ~;uqqest!Gn in the docurnerrts subrnitted by the rnanufactuP::f as "'vel: 
as the consumer, t'h-e .Axbitrator believes the rrwnufccture. has additlona i resources 
to i::'lestigate the prnb:enl further and a focused pet"lad of concentrated eva:uat:on 
of   vehlcle could heip to di,a~;nf)s(;; this potential probiern. Basl::Q upon 
the tot,;:ity of the evidence, the decision to oi-de!- the manufactu,er to fu,-the, 
inve~;i:i9E<te i..~nc! r"epo!r the veh!(:e is a fa:r' and just de(;sion unDer CirCUiYlstE!nCes. 

It 15 the decision (if the arl}ltrator that t::e manuracru!"er be aHol;ved to further 
i!"lVCStlQ3te, dja9:~ose end repair the v'(:;h!c!e \Nitf1in th!r'ty (30) d.fY~iS ~~fte! the 
n:anufac~un~r received notice t:-:E deciSion nas been accepte(..l by the C00su:r-:er. 

Derded (8ody C!nd Trim) 

No doc~~:nent~~:y ev~der:ce presented tD the arbit.rator supports a current problem 
e-J;"·'r---' a' j-hi'- 1-''-''''' 'e,-,,,,,---l:,v,J t'''e l',,-,:-j-, ~,'!;j 0';',,, n:-o')lefY! I,'" ad''':j;-,,' r"', p'·ob'e"·!
r(c'~~~~'i~19 '8~d'~ '~;~'d ~ri~;"~~~s- n~'teQ'~t}tt~~ tj~1';'~/th~ ';e;~ici~';i~5;;~~ti~;~; ~~~ 07:01',
2.013 

Question 2 

If >ilw«ding .(! n~purchase/repi>il(:ement, id(;rJtify the pr<;o!em{s; upon which th<::~ 
award 's bas'=!d arid the ntlmber of repair att'=!mpt5 for each problem. 

Question 3 
P~eas~ indicate th~ cumulative ntlmb~r of days the vehicle was out or se,vl;;e 1'0, 
al! prohiems 

17; b~1:::t ~s {nffjcu~t to bE exact b~52d upon tr:E docu:ller:t3t~on P;-o\/:ded 

Question 4 

Was t,na! notice given? (Yes! No! Not Applicable) 

'{es 

Question 5 

P!(:>ilse identify the mi!eag~: or. the vehide i~l: tl;«, time of the ht~adn9/jn5pecUon; 

6,540 

CASE:FRD1319366 Customer:  
Arbitrator: David Walsh Date: 07/01/13 
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BBB AUTO LINE 

= BBB. 
'11'" 

Date: 06/24/13 Case Number: FRD1319366 

Customer:  

Business: Ford Motor Company 

Mfr-Info: 6700 TX lFMCUOJ93DU  

You have been selected to serve as Arbitrator in a dispute involving the above parties. Unless you are 

not able to accept this responsibility or feel you cannot give an impartial decision in this matter, please 

sign this Arbitrator's Oath. With this form you will receive a copy of the Agreement to Arbitrate, which 

outlines the dispute and establishes the limits within which you must make your decision. To maintain 

the integrity of this entire process, please disclose any relationship you may have had with any of the 

parties named above or with their attorneys (if any). Financial, professional, commercial, competitive,. 

social, or family relationships, no matter how remote, should be revealed. 

Oath 

I, ~__~---->'o\-<-LQN~~\"S>~_\JJ-C..-_A-_C_S=b\-,---__"________, hereby accept 

appOintment as Arbitrator of the dispute concerning the Parties named above. I swear/affirm that I will 

act faithfully and impartially, to the best of my ability, to hear and examine the issues in dispute, and 

conduct the proceedings and render a deCision pursuant to the Rules of the Better Business Bureau 

AUTO LINE Arbitration Program and, to the best of my abllity, within the time allotted. 

Signature of Arbitrator: _______-=~=-- W o0d\.~ __"'~__ ________. ________ 

Council ofBetter Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600· Arlington, VA· 22201 • Phone 800.955.5100 • Fax: 703.247.9700 

e&OOwp&w Qf!l f f * M4i8ikii WJiOiiiHkBWBF 
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Texas liability Insurance Card 
PloqJ~ls",itJe ((Iunty fv1utUtl! In', (0 EHt!c1ive Date: 

PROGRESSIVE" 
Mar lO, 2013· Sep 20, 2013 

1200,876·5:)81   
CH!\Pb. ~lUi" iUS i'.!:":Y 

Named InsufC!ds 

(OfHl C~ 1Hi~; ,T J: 

V~h;(k Idt:nnfiriitiUn No. 

1GeE (" 1:1V'i/SVV?
I lI-!:(l}0)(nDU
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BBB AUTO LINE 

NonCE OF INSPECTIONITEST DRIVE ONLY 
ALL TESTIMONY SUBMITTED IN WR.ITlNG ONLY 
NO ORAL ARGUMENTS WILL BE PRESENTEDBBB.... = 

Date: 06/24/13 

Case Number: FRD1319366 

Customer: 

Manufacturer: Ford I'vlotor Company 

Mfr Info: 6700 TX lFMCUOJ93DU

Arbitrators: Mr. David Walsh 

Inspection Date, Time, Place: 	 07/01/13 10:00 a.m. CST 
BBB serving Central, Coastal, Southwest Texas and the Permian Basin 
719 5. Shoreline, Ste. 304 
Corpus Christl, TX784010000 

Hearing Site Phone: (361) 852-4954 

AUTOLINE Director Phone: (512) 206-2824 Fax: (512) 445-2096 

INSTRUCTIONS 

1. 	 Notify your Dispute Resolution Specialist at once jf 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. 

2. 	 Current vehicle registration and insurance is required for all test-drives. 
3. 	 If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately. 
4. 	 Refer to How BBB AUTO UNE Works for more detailed information on the inspection process. 

Council ofBetter Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600· Arlington, VA· 22201· Phone 800.955.5100· Fax: 703.247.9700 

NO! 
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--
BBB AUTO LINE 


• AGREEMENT TO ARBITRATE -
BBB. 

Date: OS/20/2013 Case Number: FRD1319366 
Customer:
Business: Ford Motor Company 

lII1fr-Info: 6700 TX 1FMCUOJ93DU  

The decision of the arbltrator(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 : Escape 

Year : 2013 


All parties named above submit to arbitration the following: 

* Engine/Electrical
* Body and Trim 

The parties have come to agreement on the following: 

N/A 


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. 
3D33WIIson Boulevard, Suite 600· Arlington, VA • 22201 . Phone 800.955.5100· Fax: 703.247.9700 

tf AMW 4+ -,.,.,,8_0"*& iMP 

ATA 
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Inspection Report FRD1319366 

Ford Motor Company Case#: __________Customer: 

Manufacturer: 


Arbitrator's Name: 1)~"O lAJ~s\f Date of Inspection: _uL .?-Pl3 

Location of Inspection: ~l \.q 2, s~~ I <,&"tf\1"',) Cln.t~,;,.D 1~~ol 

Vehicle Information: Make: ~e1:). Model: __ESC=--:::=---"-M-,-,,-~=--__~______ 


Year: _~J3_ Mileage: _~~'-'iCL__- VIN: .1..tlf\ ~~ 0 :r q 1) U.   

Parties Present at Inspection: [ ] Technical Adviser [~Arbitrator ¥Customer r ] Manufacturer lbJ&5 ~o~ 

Conditions or Components Inspected; -:v\.~ 


Q,<f.<'" .Qt\...t.....:s- co.--Q ,-b""" 

~as a test drive conducted? [\/{Yes [ ] No HO'N long was the test drive? Minutes 

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

Exterior 

Overall condition of the vehide's exterior (Rate as "Excellent," "Good/' "Fair/' or "Poor.") : Il(t~\\.t"'-T 
What is normal wear and tear? 

Please indicate damage below: 

Interior 

Overall condition of the vehicle's interior (Rate as "Excellent," "Good, H "Fair/' or "Poor.") : f)cc.el\..tll\r 
What is beyond nonnal wear and tear? 

Council ofBetter Business Bureaus; Inc. 
3033 Wilson Boulevard, Suite 600· Arlington, VA· 22201· Phone 800.955.5100' Fax: 703.247.97S0 

MW i§lup'*FitFM § t*fe&t±ht5&¥ii&M""trHt*eeesfB"'f"'i"m- £ 1,ere.;¥M 
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BBB AUTO LINE 


BBB~ 
MQ. 

Date: OS/24/13 Case Number: FRD1319366 

Customer: 

Business: Ford Motor Company 

Mfr-Info: 6700 TX lFMCUOJ93D

You have been selected to serve as Arbitrator in a dispute involving the above parties. Unless you are 

not able to accept this responsibility or feel you cannot give an impartial decision in this matter, please 

sign this Arbitrator's Oath. With this form you will receive a copy of the Agreement to Arbitrate, which 

outlines the dispute and establishes the limits within which you must make your decision. To maintain 

the integrity of this entire process, please disclose any relationship you may have had with any of the 

parties named above or with their attorneys (if any). Financial, professional, commercial, competitive, 

social, or family relationships, 110 matter how remote, should be revealed. 

Oath 

_______________________________, hereby accept 

appointment as Arbitrator of the dispute concerning the Parties named above. I swear/affirm that I will 

act faithfully and impartially, to the best of my ability, to hear 2nd examine the issues in dispute, and 

conduct the proceedings and render a decision pursuant to tne RLJles of the Better Business Bureau 

AUTO LINE Arbitration Program and, to the best of rry ability, within the time allotted. 

r;-\ _-r; 1(\~ 
Sig nature of Arbitrator: ______________ _____=c_____V-J\C'-J~"__ _________________ 

Council of Better Business Bureaus, Inc. 
3033 Wilson BO:.Jlevar::l, Suite 600 . Arlington, VA ·22201 . Phone 300.955.5100 . Fax: 703.247.9700 
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BBB AUTO LINE 


~ 
•
BBB. 

EH8IM 

June 24/ 2013 

CHICAGO IL

Re: FRD1319366 Franco vs Ford Motor Corporation 1FMCUOJ93D

Dear  C/O Andrew Ross: 

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 800.955.5100. Thank you for 
your continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

Council of Better Business Bureaus, Inc. 
3033 WH50n Boulevard, SUite 600 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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BBB AUTO LINE 

~ •BBB, 
ARBITRATOR SELECTION LIST,W* 

Customer:

Case Number: FRD1319366 

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: David Walsh 

Arbitrator's Occupation: 

Arbitrator's Biography: 
David Walsh is a native of South Texas having been born and raised in Corpus Christi. David is an active 
community volunteer and also provide pro bono assistance through the Volunteers Lawyers Project of 
Texas Rio Grande Legal Aid, Inc. He actively practices litigation, mediation, probate matters and 
appellate work. David's legal experience includes first chair trial work in state and federal court as well 
as handling large volume dockets for corporations and individuals. 

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 FRD1319366 

Customer: 
Ford Motor Company 

Manufacturer: 

Arbitrator's Name: ____________________ Date of Inspection: 


Location of Inspection: 


Vehicle Information: Make: ____--_---- Model: 


Year: __~...... __ Mileage: ____~......_ VIN: 


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, :enc. 
3033 Wilson Boulevard, Suite 600· Arlington, VA . 22201 . Phone 800.955.5100· Fax: 703.247.9700 
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BBB AUTO LINE 


~ 
• Record of Arbitration Hearing 
(To Be Completed by Arbitrator)BBB.--I 

Below please list any/all evidence you received from the parties during the hearing and after the initial 
packet that accompanied the Notice of Hearing and summarize the testimony of the parties and their 
witnesses. 

Case No: FRD1319366 Date of Hea ri n g: _---"O-'-ZJ.J/Ou..1.l..J/uJL-3'--____ 


Consumer and Attorney (if any): _

Company and Representative Name: Ford Motor Company 


Arbitrator(s): ..~_________~ 


Hearing Location/Address: ~___~....~_____________________ 

1. Type of Hearing 

Consumer: n In Person Company: o In Person 

o Written 	 o Written 

o Telephone 	 o Telephone 

2. 	 Consu mer and Witnesses Summary of Relevant and Material Testimony 
of the consumer and any witnesses 

---~-...---. 

--_..._---------- 

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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FRD131~366 

3. Witnesses for Company 

Name of Witness Summary of Relevant and Material Testimony 

--.~-...-----

4. Impartial technical expert or other witnesses 

Name of Witness Summary of Relevant and Material Testimony 

.--_..... _-_..... ------

5. PLEASE ATTACH ALL DOCUMENTARY EVIDENCE INTRODUCED AT THE HEARING. 

Record filled out by: 

(Signature) 

(Printed Name) 

(Date) 
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BBB AUTO LINE 

NOTICE OF INSPECTION/TEST DRIVE ONLY 
ALL TESTIMONY SUBMITTED IN WRITING ONLY 
NO ORAL ARGUMENTS WIll BE PRESENTEDBBB. 

• H 

Date: 06/24/13 

Case Number: FRD1319366 

Customer: 

Manufacturer: Ford Motor Company 

Mfr Info: 6700 TX 1FMCUOJ93D

Arbitrators: Mr. David Walsh 

Inspection Date, Time, Place: 	 07/01/13 10:00 a.m. CST 
BBB serving Central, Coastal, Southwest Texas and the Permian Basin 
719 S. Shorellne, Ste. 304 
Corpus Christi, TX784010000 

Hearing Site Phone: (361) 852-4954 

AUTOLINE Director Phone: (512) 206-2824 Fax: (512) 445-2096 

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. 


2. Current vehicle registration and insurance is required for all test-drives. 
3. If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately. 
4. Refer to How BBB AUTO LINE Works for more detailed information on the inspection process. 

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 


June 24, 2013 ~ •
BBB . . BOB GRAY 

FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1319366  vs Ford Motor Corporation 1FMCUOJ93D

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 91 if the customer fails to appear for the scheduled 
inspectionl 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 l please contact me at 800.334.2406. Thank you for 
your continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

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 LINEb•BBB. ARBITRATOR SELECTION LIST 
WM. 

Customer: 

Case Number: FRD1319366 

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: David Walsh 

Arbitrator's Occupation: 

Arbitrator's Biography: 

David Walsh is a native of South Texas having been born and raised in Corpus Christi. David is an active 
community volunteer and also provide pro bono assistance through the Volunteers Lawyers Project of 
Texas Rio Grande Legal Aid, Inc. He actively practices litigation, mediation, probate matters and 
appellate work. David's legal experience includes first chair trial work in state and federal court as well 
as handling large volume dockets for corporations and individuals. 

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 


~ 
•

BBB . 
..... 
 June 19, 2013 

BOB GRAY 
fORD MOTOR COM PANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: fRD1319366  vs Ford Motor Corporation 1fMCUOJ93DU

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, 

Edith Newton at Extension 512 

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 

June 3, 2013 b•BBB, 

CHICAGO IL

Re: FRD1319366  vs Ford Motor Corporation lFMCU0J93D

Dear 

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 program, 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 800.955.5100· Fax: 703.247.9700 
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DIRECTIONS TO 


CORPUS CHRISTI, TEXAS 

BETTER BUSINESS BUREA1J 


The Corpus Christi, Texas Better Busmess Bureau has recently relocated. Please note the 
new address on the enclosed Notice 0/ Hearing. 

If you are unsure of the lo:ation ofrhe 'leW office. please call  ,It 

361.852.4954 

3.11.00 
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BBB AUTO LINE 


~ 
•
BBB. 

ill • 

June 3, 2013 

CHICAGO IL

Re: FRD1319366  vs Ford Motor Corporation lFMCUOJ93DU

Dear

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. 

5incerelYI 

Edith Newton at Extension 512 

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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MANUFACTURER RESPONSE FORM 

Will participate - In Writing t8l By Phone 0 


Case Number: FR
Customer Name: State: Texas 
VIN: lFMCUOJ93DU Warranty Start Date: 9-27-2012 
Vehicle year/model: 2013 Escape 
Current mileage: 5,772 miles 

Purchased: IZJ New 0 Used (1v1ileagelDate) 0 Lease~Tenns) 
This claim is: iZl IN Brn Warranty 0 IN Diesel Warranty D IN Powertrain Warranty

D Out ofAll Warranties 
Extended Service Plan: 18I NO DYES 

SETTLEMENT INFORMATION 
'What, if anything. was offered to the customer to settle this dispute? 

On 5-22-2013, Ford placed an offer with the BBB of: 

1) An inspection of the vehicle for the current concerns listed on the Customer Claim Form 
(CCF) by a FORD Fi01d Service Engineer (FSE). This would be a FMC employee mther than n 
technician from the local dealership. The FSE is specially trained"to diagnose difficult issues 
and is kept apprised ofthe latest repairs. especially on those issues difficult to resolve. The FSE 
will detennine if any repairs are necessary and the warranty status ofllie repair. Ifwarrantable, 
the FSE will direct the appropriate repair under Ford Warranty and Policy guidelines. 

2) Following repairs that are satisfactory to the customer, and the completion of a 30 day test 
drive, the placement of a 5 year, 100,000 mile Power Train care ESP for the vehicle as 
goodwilL This plan covers 29 critical components of the vehicle. The ESP would begin at the 
warranty start date and run for 5 years or 100,000 miles whichever comes first. The ESP carries 
a standard deductible of$lOO. Roadside assistance and rental carreimbursem.entis provided at 
set amounts. 

Please indicate the customer's response below: 
~ The customer rejected the offer on: 5-24~2013 
o The customer has not indicated a response to the offer. 

The Agreement to arbitrate (ATA) lists the following concern(s}: 
• EnginelElectrlcal 
• Body and Trim 

PE13-003.4 000514LC



MANUFACTURER'S POSITION: 

Ford Motor Company respectfully asks that our customer's request for a repurchase andlor replacement 

be denied. 


According to the  own Customer Claim Fonn (CCF)~ the vehicle does not meot the 
guidelines for repurchase or replacement under the BBB Auto Line Program Summary. under which 
the BBB case would be heard. 

Listed are three visits for the very moad category ofEnginelElectrical and a single visit for Body and 
Trim. Ford would note that. of these. there is one visit for a check engine light alone. one for the check 
engine light with a hesitation under acceleration and one for the Service engine now message. In 
examining the Repair orders, on the first repair 5,156 miles) the Mass Air Flow Sensor or MAP was 
replaced. On the second visit for the light and a hesitation. a bug was found trapped ill the FICM 
module, causing the concern. The bug was removed and the system checked and returned to our 
customer. Ford would note that this visit was not charged against Ford as defect and is not listed in the 
attached Standard Claims Form that tracks such warranty reimbursement requests. On the third visit 
(5,565 miles) there was no verification ofthe light alld 110 problem fOUlld with the vehicle. Thus, we 
have one repair for defect. one for an environmental concern (bug) and one where no concern was 
found with the vehicle. 

The visit listed for Bodytrrim is listed as being for "TAP Claim" which would actually be for rental, or 
"Transporta.tion Assistance Program" 

Ford would argue that the days out of service include some maintenance work as well as work for non
defect items such as recalls.   does not list days out ofservice beyond the RO dates as an 
issue, leaving them. off ofthe summary sheets and her Customer Claim Fonn. Ford feels that the days 
out of service was not a prime consideration for our customer, and not a substantial impainnent to the 
vehicle. The repair order open Iclose dates only rare]y capture the actual days out of service for a 
vehicle. Because the dealerships that sell Ford vehicles are not ovmed by the manufacturer, they have 
the right and ability to make business decisions on their own. This freedom. extends to their policies 
regarding when a repair order is opened, often before work is expected to be perfonned or the vehicle 
NEEDS to be there, and when they close the repair orders as well. The "close dates" for any given 
repair order sbould not be expected to be totally accurate as to when the vehicle work was completed 
andlor the consumer was notified. There are several reasons why repair ordErs remain open. It is 
common practice among some dealerships to close a repair order after Ford has paid the dealer for their 
warranty claim> not when the vehicle is completed. Furthermore, dealers often utilize a warranty 
administrator service to process warranty claims. Not every dealership has an "in housen dedicated 
warranty clerk. Tho warranty administrator may collect warranty claims from the dealer and processes 
these claims at the end of each month. In some cases, the. warranty clerk only bills Ford and closes the 
repair order once or twice a month. Some warranty clerks have other obligations. while some 
dealerships hire independent clerks to provide that service which is often bi-monthly. Also, some 
procedures require that several members of the dealership sign off on the actual order, before it can be 
closed. This can take time while the order makes its way through that process. Besides differing 
dealership practices> not all consumers make appointments: dropping off the vehicle so that work can 
be performed "when possible." The repait' order may be opened when the vehiCle is taken into the 
dealer, for insurance purposes, when there is no expectation ofwork being performed. 

~~=="'...~~,.,-......~.~ _ ..........:.._,- _. _. 
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Many customers fail to return in a timely manner after the repair bas been completed, with the repair 
order being kept open, again for insurance purposes. Ford would note that, according to the attached 
Standard Claims List, that tracks warrantable concerns, there is a total of one hour oftota} labor time 
for the vehicle at this point. ford does not feel that the dealershlp InIOut days accurately reflect da.ys 
out of service and does not feel that the vehicle has been out of service for repairs to defect for over 30 
days. 

The issues do not consist ofunusual or substantial issues being considered within the spectrum of 
"normal" warranty concerns. I think that most ofus can empathize with having to have repairs 
accomplished under the New Vehicle Limited Warranty (NVLW). There is little in our lives (aside 
from family and computers) that can affect how we feel about our lives like having vehicle issues. The 
NVL W exists, however, because it has to be accepted that any mechanical entity can develop 
unforeseen issues, regardless ofhow high the production values or the amount ofquality control that is 
put in place. Ford. like other manufacturers, doesn't have a guarantee that promises a full refund if there 
are issues, we have the NVLW, promising to repair the defect or non-confonnity. Ford feels that. as the 
manufacturer, Ford has lived up to the letter and intent ofthe New Vehicle Limited Warranty) 
addressing ea.ch concern IlS it WIlS presented, in good faith, and resolving the ooncern. The vehicle is 
considered to be operating as designed at this time. 

Ford would note that our customer is carrying a substantial amount ofnegative equity on the vehicle 
loan tl..."1d that there was n rebate on the vehicle. Many customers mistakenly feel thnt the negative equity 
will be absorbed if a repurchase is allotted. and may not realize that the rebate is not refunded by the 
process. In Ford's experience, our customer would be responsible for the negative equity and rebate, as 
well as the mileage fee for usage, which may be considerable, should a repurchase be awarded. Ford is 
not only concerned about repurchasing a vehicle that we feel does not meet the requirements, but that 
the outcome requested by our valued customer may. ultimately not be the best outcome for them. 

DOCUMENTATION PROVIDED 

D Technical Service Bulletins 

D Recall Notices 

Ford Field Service Engineer Report 
o Dealer Report 

181 Other: Standard Claims List 


List amount of any over allowance Inegative equity: $1,000 Rebate +$6.415.55 Negative Equity 

To: Edith Newton 
BBB AUTO LINE Completed by: Bob Gray Date: 05-24-2013 
Fax: 703-247-97QO Fax: 866-433-7972 
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Claims List Report Page 1 of2 r, 
c 
c. 
, 

[lJServer: AWSProd '< 

Claims loaded through: 17-MAY-2013 
c 

hSTANDARD CLAIMS LIST 
c.. 

AWS Online Report 
.; 

, 
o 

Run Date: 20-MAY-13 
-, 
D 

Note: All Costs are. in US Dollars Server Name: AWS Prod Claims loaded through o 
, 
(] 

r 
VIM AWS 

VL 
WEnS MKT BODY YBR DRlVI' "PLANT mANS ENG PROD W AIm. SELUNG SELL TIS wee PREP BASE ::lUFF VRT VRT 
VL DER CAB SERlES TYPE CD CD COD DATE DATE DEAU!R CNT NA ROW 

16 '1:1

VFG CCC CD o 
:3 

-0
P.' 
::J 

IFMCUOJ93DU  M1 T/1I.12 F TIWE l1C6 TIA AN T!W6 TflP SEP SEP 152061 USA 6 lG02 AGSZ 9F419 A F04 811 V7!) El9 42 "< 

2012 2012 C( 

o 
C'l 

I 
Qf L. 

AWS Claim I(feY: 

Drr Cd-Sub Cd: 

134079.:s Do4: II: fl1S272A Tn: Code: 

05653-" Name: SAMES FORD 

S07 

Pb: 

uborHrs: .7 

~1-8517600 ~ 

LaborCcm: 

Ctry USA
Cd: 

62.11 Material C&st: J8.75 Total
Cost: 

Reg Cd: NA Repr Date:21-MAR
2013 

&0.36 

DlST{Mile}:5l58 

u 
o 

o 
U 

I~t 

st~.).1l.. 

Cust Comments: 

Tech CDmmtll1:s: 

CUSTOMER STATES CHECK ENGINE UGIfl' IS 0 N 
VERIFY CONCERN OF MILL UGHT ON PERFORMED ECC TEST KOEC(P0106) RAN OASIS FO~DNO SSM OR TSB THAT FIT CONCERN 
PBRFORMED PINPOlNT TEST OM-OM] ANY OTHF..R. CODES PRESENT ONLY POI06 •DM2-YES OM9-NO REPLACED MAP SENSOR AS PER. 

LC 

PINPOJNT1EST REPERFORMED KOEO AND KORR 'mSTALL PASSES . CJ:..BARIID CODES RESTKAM . 

Hi· t:/
1rM.C110J~3DUB  MJ TIM2 F TIWE T/C6 TIA AN T!W6 TlIP SEP- SEP· 152061 USA 6 t ,. .. • FOg sxx VOO" '" 

2012 2012 
~c¥t AWS Claim Kt~:y: 1340']9.<l Doc #: fl1&Z72B Tn: Code: 12A04 Labor fIrs: 3 Labor Cost: 26.62 M.aterial Cost; 11)3.39 ~~:; 130m 

U~'~t Olr Cd.Sub Cd: 05653-* NIllIle: SAMES FORD PfI: :361-8517600 ~ g:; USA Reg CiI: NA ~r{Date:2!-MAR· DIS'£{Mile):S158 

Cust O:Immen1s: 12A04 SYNC WITH MYFORDlMYUNCOU'.JTOUCH -APPLICATIONPERFORMANCB UPGRADB ./' 
TeclJ COr:JlID!.mts: PERFORMED RECAlL lUM REPROGRAM SYNC AND JNSTALLIID NEWNAV CAJID /' 

16- 27 ..IFMCUOJ930U  MI T1M2 F T/\VE TICG T/A AN TIW6 TlIP SEP- SBP- 152{161 USA II * '" • F{)9 SXX YOO" • 
2m2 2012 

. Toml

)( A WS Claim Key: J631920 Doc": (fJ 104002 Ttl: Codc: l2Y03 Labor Hrs: <I LaborOH1: o Matenal Cost: 81.72 Cost: 81.12 

Dlr Cd-Sub Cd: 61800-. NIllIlt: .FORD COMPONENT Pit: "-I< St: MI g~; USA IUlg CCI: NA ~j; Date:04-MAY~ DIST(l\'me:):l u 
SALES.LLC o 

5120/2Q13 
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Claims List Report Page 2 of2 - r-, 

c' 
,I 

Cutt eo••enl5: 
'<'" 
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I' 
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o 
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I~ 

o 
'1 

CJ 

• .1 
'-<: 
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o 
o 
lJ 

o 

o 
u 
I,( 

o 

o 

=lF... 512012013 
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Krohn & Moss, Ltd. 
M. 0J"&n, 

10N. Do..,j""'.IiI St, 3"/Fl__ 
ClUtNV.~ n.,. 6060,2 

_.~_J.._II.DIIIa 

Wn· .... ~Dir-tN_jt:ll!' 


(8'1!1) 679..9"'28'&;' !I&I LklmSM tD praaiu onj,y in: 

W.rit-:' Du-IF--.uJ. T~ 

(866}-!l89.-0898 

W.ri_:'~E-M.aiI 
_U@t:rOM......J.__.
..............Ir.:..A._"-_•.C7WII 


May 29,2013 

Edith Ne",1on Sent via Fax: (703) 2479700 

Council of Better Business Bureau, Inc. 

3033 Wilson Boulevard. Suite 600 

Arlington, VA 22201 


RE: FRD 1319366  v. Ford Motor Company 1FMCUOJ93DU

Dear ~lii. Newton, 

To memorialize our OOlT>ersation today, my olients 11ave not accepted the decision 
rendered by the BBB. Further, the cover letter cLtted May 22, 2013 that 4CCompanied the BBB 
decision was incorrect in statini' tllat my clients or their attorneys accepted the BBB decision. If 
you lIave any questions or if this is not your understandini', please feel free to contact me. 

Sincerely, 

...... j . 

/" / ,tr""' /)
{ •.e'-'I' ,," ......,J..-. .__ 
\..->1'" 

Andrew Ross 

Attorney 4t La.w 


AR/ 
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Due to system issues I'm having...this is being sent again ... Bob, please see below and advise (the reason I'm asking is because 

you have a and a  case). 

Ford Motor Company ® 
Terrie Stone I Regulatory Compliance Specialist IDispute Resolution Program 
tstone26@ford.com WVYW.ford.com 
office: 321-435-1207 
fax: 866-414-9069 

From: Stone, Terrie CT.) 
Sent: Thursday, May 23, 2013 10; 16 AM 
To: Gray, Robert CR.); enewton@council.bbb.org; fax=17032479700@fordfax.com 
Subject: RE: Settlement Offer FRD1319366/ CAS-2594540-N8F9Wl 

Bob in the subject line you indicate the consumer is  however, the case number you have provided is for a consumer by 
the name of ...which case is this offer for? 

Ford Motor Company ® 
Terrie Stone I Regulatory Compliance Specialist IDispute Resolution Program 
tstone26@ford.com WVYW.ford.com 
office: 321-435-1207 
fax: 866-414-9069 

From: Gray, Robert CR.) 
Sent: Wednesday, May 22, 2013 2:49 PM 
To: enewton@council.bbb.org: Stone, Terrie (T.); fax=17032479700@fordfax.com 
Cc: Gray, Robert (R.) 
Subject: Settlement Offer  FRD1319366/ CAS-2594540-N8F9Wl 
Importance: High 

Edith, 

Attached is Ford's offer for . I have sent it to the BBB main Fax as well. 

Ford Motor Company ® 
Robert Gray IDispute Resolution Specialist IDispute Resolution Program 

rgl"ay72@ford.com WVYW.ford.com 
office: 866-567-6518 x77244 
fax: 866-433-7972 

Case Number FRD1319366/ CAS-2594540-NBF9Wl 
VIN lFMCUOJ93DU  

PE13-003.4 000520LC
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Name  

City-State-Zip Chicago,ll6D6D2 

Phone # 3125789428 

Specialist Edith Newton 

enewton@council.bbb.org ext: 512 


Ford DRS Bob Gray 
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Edith. 


For clarification, the offer below was meant to be for  FRD1319366/ CAS-2S94540-N8F9Wl 


-NOT-


 FRD1316234. 


I am sorry for spreading any of my confusion! 


Ford Motor Company ® 

Robert Gray I Dispute Resolution Specialist IDispute Resolution Program 

rgray72@ford.com www.ford.com 
office: 86&-567-6518 x77244 
fax: 866-433-7972 

From: Gray, Robert (R.) 
Sent: Wednesday, May 22,2013 2:49 PM 
To: enewton@council.bbb,org; Stone, Terrie (T,); fax==17032479700@fordfax,com 
Cc: Gray, Robert (R.) 
Subject: Settlement Offer  FRD1319366 I CAS-2594540-N8F9Wl 
Importance: High 

Edith, 

Attached is Ford's offer for . I have sent it to the BBB main Fax as well. 

Ford Motor Company ® 
Robert Gray I Dispute Resolution Specialist I Dispute Resolution Program 

rgray72@ford.com www.ford.com 
office: 86&-567-6518 x77244 
fax: 86&-433-7972 

Case Number FRD1319366/ CAS-2594540-NBF9Wl 
VIN lFMCUOJ93DU  
Name  
City-State-Zip Chicago, IL  
Phone tt  
Specialist Edith Newton 
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enewton@council.bbb.org ext: 512 


Ford DRS Bob Gray 
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Manufacturer Settlement Offer 
BBB Fax# 1 703 247 9700 

05-22-2013 
FRD1319366/1FMCUOJ93DlJ  

 c/o Krohn & Moss 
BBB Specialist Edith Newton 
Ford DRS Bob Gray 

According to the Customer Claim Form, the vehicle does not meet the guidelines for 
repurchase or replacement under the BBB Auto Line Program Summary, under which the 
BBB case would be heard. 

Ford greatly appreciates the loyalty to the manufacturer that is shown in  
utilizing the BBB to resolve the issues with the vehicle rather than taking his 
transportation needs elsewhere, as Ford knows is ahvays an option. Vv'e would like to 
resolve the issues as quickly as possible so that We might continue the positive 
relationship that has developed between Ford and our valued cllstomer. 

Pord Motor Company (FMC) would like to offer the following to resolve his/her case: 
1) An inspection of the vehicle for the current concerns listed on the Cus(Omer 
Claim Forn) (CCF) by a FORD Field 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 appdsed of the latest 
repairs, especially on those issues difficult to resolve. The FSE will determine if 
any repairs are necessary and the warranty status of the repair. If warrantable. tile 
FSE will direct the appropriate repair under Ford Warranty and Policy guidelines. 

2) Following repairs that are satisfactory to the customer, and the completion of a 
30 day test dri ve, the placement of a 5 year, 100,000 mile Power Train care ESP 
for the vehicle as goodwill. This plan covers 29 critical components of the 
vehicle. lbe ESP would begin at the warranty start date and nm for 5 years or 
100,000 miles whichever comes first. The ESP carries a standard deductible of 
$100. Roadside assistance and rental car reimbursement is provided at set 
amounts. 

Thank you for your consideration. 

Ford Motor Company ® 

Robert Gray / Dispute Resolution Specialist I Dispute Resolution Program 
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Manufacturer Settlement Offer 
BBB Fax# 1 703 247 9700 

05-22-2013 
FRD1319366/1FMCUOJ93D1.J  

 clo Krohn & Moss 
BBB Specialist Edith Newton 
Ford DRS Bob Gray 

According to the Customer Claim Forn1, the vehicle does not meet the guidelines for 
repurchase or replacement under the BBB Auto Line Program Summary. under which the 
BBB case would be heard. 

Ford greatly appreciates the loyalty to the manufacturer that is shown in  
utilizing the BBB to resolve the issues with the vehicle rather than taking his 
transpoltation needs elsewhere, as Ford knows is always an option. We would like to 
resolve the issues as quickly as possible so that we might continue the positi ve 
relationship that has developed between Ford and Ollr valued cllstomer. 

Ford Motor Company (FMC) would like to offer the following to resolve hislher case: 
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 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 stams 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, and the completion of a 
30 day test drive, the placement of a 5 year, 100,000 mile Power Train care ESP 
for the vehicle as goodwill. This plan covers 29 critical components of the 
vehicle. The ESP would begin at the warranty start date and run for 5 years or 
100,000 miles whichever comes first. The ESP carries a standard deductible of 
$100. Roadside assistance and rental car reimbursement is provided at set 
amounts. 

Tbank you for your consideration. 

Ford Motor Company ® 
Robert Gray I Dispute Resolution Specialist I Dispute Resolution Program 
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BBB AUTO LINE 

May 20, 2013 

BBB.
..... 

CHICAGO IL

Re: FRD1319366  vs Ford Motor Corporation 1FMCUOJ93DU

Dear  C/O Andrew Ross: 

We have received your documents and your claim has been opened. Please 
review the enclosed brochure How BBB AUTO LINE Works. This booklet explains 
the BBB AUTO LINE program and contains the rules that will be followed in 
arbitration. 

It will help us to resolve your dispute if we have all of the available information 
about your case. Please send us a copy of the following with your case number 
referenced at the top: 

-X- No further documentation is required at this time 

Your signed Customer Claim Form 

PLEASE NOTE; Your case will not be arbitrated unless we receive a 
Customer Claim Form signed by the customer or signed by the attorney 
and accompanied by proof of the customer's authorization of 
representation. If we have not received this form within 10 days from 
the date of this letter, this case will be closed. 

Repair orders relating to your complaint 

Your current registration 

Your bill of sale (purchase contract) 

Your lease agreement 

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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You can fax the documents to 703.247.9700 to expedite the process or mail 

them to the address listed above. 


Sincerely, 


Edith Newton (Ext. 512) 
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BBB AUTO LINE 


~ 
•

BBB~ 

MM-

May 20, 2013 

BOB GRAY 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL32901 

Re: FRD1319366  vs Ford Motor Corporation IFMCUOJ93DU  

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); 
* 	 Oath 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 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 issuest 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? 

* 	 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 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 
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Your written position must include all supporting documents (Le., 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 
dose 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 BBB 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 questions. Thank you for your cooperation in this matter. 

Sincerely, 

Edith Newton at Extension 512 
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BBB AUTO LINE 

May 20, 2013 
Re:W-C2 FRD1319366:  vs Ford Motor Corporation 
lFMCUOJ93DU  

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

Dear Andrew Ross: 

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 CCFto us with any necessary corrections or 
additions. 

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

* 	 Oath 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 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. 
3033 Wilson Boulevard, Suite 600· Arlington, VA . 22201 . 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 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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BBB AUTO LINE Case number: FRD1319366 

Customer Claim Form Contact Date: 05/17/13 
Start Date: OS/20/13 

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 l'.CUSTOMER INFORMATION 

Titled owner: 

Mailing address: 

City: Chicago State: IL Zip code: 

Day phone:  EveninQ phone: Cell phone: 

Fax: (  E-mail address:  

SECTION 2: VEHICLE INFORMATION 

Make: Ford Model: Escape Year: 2013 Current mileaqe: 5772 

f-fIIame(s) that appears on the vehicle title:  

ISelling dealer/city/state: Same, TX 

Primary Servicing dealer/city/state: Sames Ford, 

Acquired as IZJ new o used o demo o leased Is the vehicle in vour possession? lXl yes 0 no 

Purchase/lease date: 09/27/12 1\1ileaqe at purchase/lease: 

First repair attempt date: 03/21/13 First repair attemet mileage: 5158 
How often is the vehicle used Number of vehicles owned Transmission type: 
for businesspurposes (percentaqe): 0 ~~ or leased by the business: [6] Automatic 0 Manual 

Has the vehicle been in an accident/had body damaQe? Dyes ~no Date of accident: 

Description of damaqe: 

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

Vehicle Repurchase plus $2,500 for inconvenience and $2,500 for loss of use. 

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

VEHICLE INDENTIFICATION NUMBER 1FMCUOJ93DU  

lienholder/leasing Company _____________ Phone Number_________ 

Account Number _________________________ 

Page 1 
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case I\!umoer: rKUl.H':::Ijbb
SECTION 4: VEHICLE PROBLEMS (List primary problem first) 

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

f h • tt •t 7• • 

Example: 
4/23/06 3,500 miles 5 days 

Ale won't cool properly Any Dealer, Inc. 2. 6/10/07 12,700 miles 1 day yes 

I 

Engine/Electrical 

Body and Trim 

3 

1 

yes 

yes 

i 

I 
i 

I 

I 

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 aU 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 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax:~R?e~47-9700 
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BBB AUTO LINE 


~ AGREEMENT TO ARBITRATE•BBB. 
WPM 

Case Number:Date: OS/20/2013 FRD1319366 

Customer:  

Business: Ford Motor Company 

IVlfr-Info: 6700 TX lFMCUOJ93DU  

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 : Escape 
Year : 2013 

All parties named above submit to arbitration the following: 

* Engine/Electrical
* Body and Trim 

The parties have come to agreement on the following: 

N/A 


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. 
3033Wilson Boulevard, Suite 600 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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From: TA:10.100.0.2:11583,6i93301898 Page: 1115 Date: 5/16/2013 2:58: 17 PM 

VIA FACSIMILE I 703·447-9700 May 16, Z013 

(With Delivur Colli"nmation) 


Cottncll of Better BUlLiness Bureau, Inc. UJ '\Z- \ c.. ' 
Attn.: Maury Umanzor . 

4Z00 Will!lon Boulevard 
 r(2DI3\q t>6G 
Suite 800 

Arlington, VA 22203-1838 


RE  v Ford Motor COm1'4ny 

D... M •. U_" /}fAY 2 (} 201 
--'Pt~ie1ln.nmr,!tm~t1e corresponding document/! for the referenced ctliJe. We are re'luel'titlit a 'J 

6-464.3755). My ollenb' written pOllition hajJ ken IItAted in thill lnitial 
She requli!lIts und or replaoement WIder the TX Lemon Law a~d the Magnuson-Mo811 Aot 

--~o,fI.el::I....a""-':ta.l-am;jt""trrlhe vehicle. 

Ple~se ilend noticell fax only; ple~se do not fiend ft.ny p~per form of notices In Qllr oHiQe ill pft.perless. 

'IhAtlk you for your cooperll.tion in t1ili mAtter t.o our reque.llt. 


Chris Hyatt 

Krohn & Moes, Ltd 

10 N. Dearborn St. 

3rd Floor 

Chioago,lL 60602 

(312) 578-9428 Ext 206 
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From: TA:10.1 00.0.2:11583,6193301898 Page: 2/15 Date: 5/16/20132:58:17 PM 

5/16/2013 10:42:08 AM PAGE 4/005 Fax ServerDriscoll Childrens 

BBB AUTO LINE 
Customer Claim Form 

Case number: 
Contact Date: 

Start Date: 

Please make any n~cesflarv corrections to the Information below, .IIdaf: or verify your V:lN number 
add lIenholder/I•••ldO company InfOrmation at the bottom of this page, and eomplete the missing 
Information In Seetlon 4 on the next page (attach addltlona' sheets as "eeded). 

S~CTION 1: CUS1"OMl!R INFORMATION 
... 

.. 

,-~ .....~ .......... ,,,,,..,,.,,......,,~ ,...... ~"~ ..  " 'H ~,... ~.,,' ,,,.,,, .. , 

Titled owner:  

" .........-.. .. ,,..... -,,~ ..... ... ," . 

Malllna.8dlir~s5l   ......... .. - ,.".. - .... " 

Cltv: Chlcatjo State: IL '112 cgge:  

Day phol1~  Eventna.Phone:  Cell ohone: 

Fax:  e.mall add~sB:  

Make' ford Model: Esca (>~ Year: 2013 

Name(s) thatHpears on the vehIcle title:  

AC uired as new used mo I@ased no 

f_pWu",-r"",Ch"",lI,-,<,SeJ",-""le~as::.:e,-,d""a=te=:_S~e.;....p_te_m_b_e._r_2_7_,_2~O_12__~_--,M'-.l;II.I.:I!e=aJll:ge"-.a~t:..tp!-",u"-,rc"-,ha",-,s,,,,,e:L!1l~ea~s.:::.e:L2_3___~_~._._.__ 

FirJ!t r~palr attempt date: March 21, 2013 
How often Is the vehicle used () 
fgr business purQQ!ies (eercentage): .r % 

HilS the vebli;le been In an accident/had body d!!mage? 

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

VIN:1PMCUOJ93D 9/ vehicle RepurchasG plus $2,500 !'or Inconvenience and $2,500 for loss of use. 

Please complete the missing Id'ormatlon In the box below and on page 2. 

VEHICLe INDI!NTIFICATION NUMBeR I t~' IV\ C \..J 0 :.r q :-SJ),I.\   

LienholderI LeasIng Company"LS) r i flY, \(\{..<, 

Account Number 
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Page 3/15 Date: 5116{2013 2:58:18 PMFrom: TA:10 100.0.211583,6193301898 

Driscoll Childrens 5/16/2013 10:42:08 AM PAGE 5/005 Fax Server 

Total days out Of ServIce for all prOb',mSi ____ 

Signature of Titled Owner(s) Date «;,. / ~ / 'Zl' / .? 
l am submitting this dispute tor resolution In the BBB AUTO LlNe program, and I agree to a bltrate the dispute 
under the BBB AUTO LIN E Arbitration Rules, 

Ple&!lliG mall or fax thIs completed form with copl•• of all available repair orderll, your vehicle 
regl5tratJon, vour .aiel5lllgreement or leilse agreement, ilnd any other relevant documents (e.g., 
written correspondence with the manu'~oturer, etc.) to: 

BBB AUTO LINE 
4200 Wilson Blvd., Suite 800 

Arlh"bton VA, 22203·1838 
Fax: 703*247~9700 
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From: TA:10.1000.2:11583,6193301898 Page: 4/15 Date: 5/16/20132:58'18 PM 

03121/13-03127/13 5,158 

03129/13·04/20/13 5,200 

04129113-05/03/13 5,555 

Check engin e light is on 

Cheok en gino IIghiNOhlofo hesItating under 
acceloratlon 

Service engine now message coming on 

Eng)n elEleclrical 

Engin elEtectric!l1 

EnglnelElectrical 
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From: T A: 1 0.100.0.2:11583,6193301898 Page: 5115,, 
Dale: 5116/20132:58:18 PM 

m6f,:1.. .iJJ[-f W'ARRANTlnS . 

ThS.Il®.:v~--d~s~rihW.~Iti¢I~~lilld W .~~:~~~,~"~~,,, ~'...?ut}11t1Jl1r::~~~ ,Qt: ·t~~ranl:l~' p,f'~I"r:~ln!J:bf Si:!II4lr. J1a~lMI~ 


. .'-'!l!S, ~fmct!~b.4"~bU:~(Jr nt~~r • ~yer Wlll'h\!ll&l' dB! eJlIIN'.~X;f,lltInll(> .. t, oprl.'d~l1g ~"1Y ~e.[~ :I,!~Jn?:n!~d~ 
,IJ, . (~YJ m:dll!! v(lbl,<::I~:r'~nlCS6' ~''Wrltr~n 'W;lrr~~'1.'~r, ,q,r :c. ~~~nlmirt Vol 1""c,lWerll:lg thill.dli:$t!tI:b.ed, 'o(chrcLe,llI deh to 
tr , " 'tlrt'wilit.<lt wdMr.r go, ~ridhlt~I'~' tfitr. t'iffi¢ . s~l~,'b~V~M~~ VChidcc~r ~ny'~1f,tt~'POA;mJ~nent.p~rts'I]1~)l. b"'::l!iubj4~: 
:fq 'W,IlJ;rIll\ty~' tb~,glBJ.1!Jfugt~~r:U!,~rll'(),t ' ' . 

:W)kTlle:,j).lIllii,rlJ ., d~rsdi ~9.~'I~'~i 111' 
:'i\'fitd' .Il.itmld by ~ ~e:~~rit.Ua," ~~~~ 
~ ~~":mll!lt hr';tb~;d~.ll!n'O',tl1f,'~mW'f)ff. 

"~ t~lf: d~lllf for ~.d VQJ~r4!mtR'" 9D ibmdtor.11hl,,1t ,~'f'tA.tii?';l'bt:'rhul'JI'l:J 
(o.,r~~ n9{:-a ~~I,"nJPllsOO :o~ ~~~U!3I~~.b.v t"~ J,.~.mro~I~,~a~f~iJ not re~i.dn..'d. 

,t!l¢;d!1!lvt?:X(lftJllt·l~il>ic.rLl'alld:Jlmll1lr 
.flf~lIiilW~qI' 
ill'to-:!lo !tb. " 
11I~~'(I:Itc,dn.,J'IiS',\Ir, Dri. r 

~~~~I~~;~i~'(I(![)(I'('iIiiIPi~1 ~1J(j:1 
"'Ill~J!l. CIN:\'!!l\:IIJui6t!:;II:,Mii:~I~IJt, 

, , [~IlI.~,,~~,~t!lIiI\~ ~lW,HC(!liIir:i~'" t>f Ib<8Il19jitil~ ,iuii(·iIIl'I;)' 
... ' . . . .' ., 'If(lr'u~pluih~lli,ll\1i)jI~1lIl t~'lIl1i~.ID fli..:i;iiillio'I'iJf\l'\il, \l.'<:
:~~I\J!:\lf~~;l:il.rJ~!1l\,r. {~~!i!d ~q!tmll'll'Ib!,~J lt~ ,t:.<'~~1I1)i~,,~ ~~~fU~M 1o!1'!lJj:It~u.'C 
',.'~f,!IlI.f.!).,. .. . 

, , 1'~.ill\ililili.lii'~()I>J .1:I~"r,i~JI"" IIJl(r*"~T ~~~Jrr 'ht:~~l,~r~:n~ 
'Piltll( lu~q.lr~,{:~rc"I'111 diu. nl14);1~lJ,WI}.II~.Ij.';"'lIild.~~-tJ,li!,!!'i Il~' 

~~'"": hM ITllr-ti)f ·1~1Id1 (!l¢'.. '" 
Huycp_;lf,':OOJ ~'~1l1Do.·~Q\!".If4J<I#·/il~w., 

PE13-003.4 000539LC



FiOm TA:10100.0.2:11583,6193301898 Page: 6/15 Date: 5/16/20132:5819 PM 

CUS·!JlOi'11ER # :F43566 

'CRRI~T X 
 

'," 

",, , 
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From TA:10.100.0.2:11583,6193301898 Page: 7115 Date: 5/16/20132:58:19 PM 

SiiIIIeS· 
··"T!.....".Jn~.I!l. .f'Ji~ ..J-.hi . .~~~ w _It~ .IJ. 

PAGE 2 
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From: TA:10 1000.211583.6193301898 Page: 8/15 Date: 5116120132:58:20 PM 

", ;:... ". J;"':""~-
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From: TA:10.100.0.2:11583,6193301898 Page: 9/15 Date: 5116120132:58:20 PM 

., ... 

., 
.. ,"~ ! ,," • ;. ; .•:. " ii' j'", ,.; '." 

-:: ..~ .' . , ' , 
.&.Q.t) .... 

" ;",:" 

.: . 

': :,.~... ,:l!:' . .' ... ;' . ' ::. I . : , • t. • " •. >_ ' i::. ":," .. : ',j , ", ' . " 

.~R.~s~. "A;~:q::".,~o;'.~: ....:.,:,,:. ,~:.~.O ... O~B.~~. !9.~.~a .. ~A4.. ~f~S':'~~.. '.. »,' '''' ~L 0,0 
~lG'~l RMSD RECALl\:, l;lilAU 'REPROORJIiM ,s::at€, Al!W 

;..'r, ',. :.. '" ,
.,' ......'~.TA· ': .. :
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From: TA:10.10Q,02:11583,619330189a Page 10/15 Date: 5f16J2013 258:20 PM 

/1~ ,,)317) 

ctqSTOMli!Rj': F4:~~9~ t~i 6./lC.. :~a"06.0.5, 

'It::c.NV9.l:C!,W, 
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From: TA:10.100.0.211583,6193301898 Page: 11/15 Date: 5116/20132:5821 PM 

1f;~J::¢S"" 

l{,tni>.Lt~'t$. ~ 
:p'~l5. + 
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From TA:1O.100.0.2:11583,6193301898 Page 12/15 Date: 5116/2013 2:58:21 PM 

OOPLlCAl'm .1 . ··~Ail$..~: .. 

I: ,: 

PE13-003.4 000546LC



From: TA:10.100.0.2:11583,6193301898 Page: 13/15 Date: 5/16{2013 2:58:21 PM 

Krolm & MOBs, LtJ. 
Mu.. OUililJ 

10N. .n.....J.an. St, SJlI'.Io
CA~, IL 60601 

_.!r.b..,.laaNI.H.I1Il 

W",,·6r~.!Jms,iN ..'fIIt' 
(812) 57tl.9438&i .28-1 
W.ni6. i IJD.-IP-mnltJ 
(866)489.0898 
W.ni6!Jt.\tIJu.w,tB.M.u 
..........bda____
-'@-'-----"'" 


Ma.y 8, 2013 

SENT VIA CERTIFIED MAIL 

Ford Motor Company 
Customer Relationship Center 
16800 Executive plaza Drive 

PO Box 6248 
Dearborn, MI 48121 

RE;  y, Pord Motor Companx; 
Vehicle: 2013 Pon! Escape 

YIN: lFMCUOJ93DU  

Dear Sir or Madam: 

plaMe be advised that this office represents the above-named individual regarding claims aga.inst 

your company pLml.1ant to the State Lemon Law and/or the Federal MagnuIIOll-Mo~1I Warranty Act with 
regard to the above.li~ted vehicle. please direct all future contaotlland correspondence to our office. 

Ha.ving been formL'tlly notified of our re,l?rellenfAtion. you lu;e imtructed not t9 contAct 
our client under Any cirCUlttllt&nCe!l. Direct &11 ingub:ie! to this office. If yeu f4il to ACt in 
oonformity with thi~ direotiY<l, injWlctiYe relief will be souiht Iliiainit you. 

The~e ill /l. defeot and non-oonformity pr6~ent in my client'l! liutomobile for which relief ill /!lought, 
and nume!Ou~ attemptiJ to repair the vehicle have been l.1nllUCCeallful. The defect and nou-conformity 
lnolude~1 but ill not limited to: 

1. 	 Defe<:!iive engine ae evidence by the intermittent illumination of the dheck engine light and 

hesita.tion on accelerationi and 

2. 	 Any additional complain!6 made by our dient, whether or not !hey aN contained in reur 

company's reoords or on any dealer repair ordeN. 

The defect and non-conformity hsted above constitute II. Imb8tantial impairment of the U8e, value 
and/or IJll.fety of the vehiole. Should you elect to make 11 final attempt to repair the defect, pleMe contact 

PE13-003.4 000547LC
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From: TA:10.100.0.2:11583.619330189S Page: 14/15 Date: 5/16/20132:58:22 PM 

Page 2 May 8, 2013 

me directly within the nex!: sewn days. Because of the defect and non-conformity, my client hM 

jUGtifiably lost oonfidence in the vehicle. As one oourl has stated: 

FOl: a majority of people the purohll.l!e of a new car ill a major invel!tment, ratiol'lalh:ed by 

the peace of mind that flowe from itl! dependability a.nd j1a.fety. Once their faith i~ ~haken, 
the vehiole IOJlell not only itl! real value in their eye~, but becomell an iu"trument wholle 

integrity ill llublltantiaily impaired and who/le operation i" fraught with apprebenllion. 

Zabri~kie C1Jevrolet, Inc. v. Smith, 240 A.2d 195. 

Concerning the amount of grief a perflQn must endurer one dou:d: expreued the donsumer's lamed 

in the following manner: 

There <;Iomes a Hme when enoUi/h i6 enough - when an automobile purClhaserr after hayini/ 

to take his car into the shop for repairs an inordinate number of time.. and experiencin~ 
all of the attendant inoonvenience, i6 entitled to say, "That's all," and revoke, 

notwithstanding the repealed good faith efforts to fix the (Jar. Rester v. Monow, 491 
So.2d 204. 

My client'~ repair hi~tory clearly IJhow8 there Will! Ii breaoh of hath written and implied warranties: 

balled upon the generally accepted rule that an un/luoceliliful effort to remedy defectll found 

to exil!t randel'Jl the wllrrantor liable; the buyer ill not bound to allow him the opportunity 

OJ: permit him to tinker with tIle artiole indefinitely in the hope that it may ultimately be 

made to ~omply wHh the warranty. Kure v, Chevrolet Motor Diyi(1ion. 581 p.2d 603. 

Therefore r you are hereby notified that my dient is revoking aC!C!epta.nce of thill vehicle. Myalient 

has directed me to demand the canC!eHation of the OonttadUl and the return of all funds paid iowardfl this 

vehicle, including any trade-in value given r an oollateral charges, fina.nce chargM and incidental and 

C!onsequential damages. 

PleBJIe be a.dvilled that pur~ua.nt to Uniform Commercial Code 8 2.711 (3) my client ha~ II. /lecurity 

iutel'el't in the vehiole for return of the amount~ deacribed above, plus expenlles in handling and in)!pecting 

the vehiole. Until you pay this amount, my ohent will hold the oar a.nd lI~e it to the extent necea~ary to 

preserve it, to protect the security interel!t, Iilld to minimize your clalnagel!. Moreover, my olient needi 

return of the moni~ hllted Above before Ii substitute vehiole can he acqUired. In aJJition, any attempt by 
you or your tlgenh to repos~eJ!1l the cal: will be wl'ongful And may subject you to liability for conver~ion and 

for wl'ongful repo!l88J!sion under Uniform Commercial Code 88 9·503 and 9-507, as well as o.ny other 

applicable remediell. 

If the seller or, if applidable r t.he alisiii/nee, or any <lreditor subject to the PTC Holder Rule ha.s fiIed a 

financing sta.tement <loYering the goods, I demand, pursua.nt to Uniform Commer<lial Cocle § 9-404, that 

you file a. termination statement within ten (10) da.ys to terminate your Ele<1urity interest, and fOr'WMd a 

(lOpy to me. Since my client has revoked iKlC€ptance, there is no outstanding secured obligation. If you do 

not file a termin<J.iion statement within ien (10) daYIl and cooperate in removing the lien, you may be 

liable under Uniform Commercial Code S 9-404(1) in the amount of $100.00, pIul! any loss caused to 

my client by your failure to do so. 

To avoid auy litigation, my client merely requellt~ a refund for the defective vehicle, plu~ Fayment of 
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om attorneys' fees pursuant to the fee-shifting provisions of the State Lemon Law and the Federal 
Magnu~on-Moss Warraniy M. Our aHomeys' fees are minimal at this stage and we would prefer to 
re.solve this matter wtthout the tleed for any more time IIpent on our part or Oll the pm of your attorney!!. 

A great deal of time, money and effort could be saved by all partie!! involved with a qUick resolution of thil3 

claim. 

Accordingly, if you willh to re~olve tbi~ matter amicably, pleLi~e feel free to contact my office. If 

the matter hila not been re~olved within fourteen (14) day/! from the date of tbis letter, a lll~uit will be 

filed. 

SinC!e:rely, 

AndrewRou 
Attorney at Law 

AR/rd 
CD: 
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BBB AUTO LINE PROGRAM SUMMARY 

Ford Motor Company - Texas 

Ford Motor Company has agreed to arbitrate certain warranty claims through BBB 
AlTrO LINE. Ford's participation in BBB AtJTO LI)l'E 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 vvill not be handled by BBB AUTO LINE. 

Please note that although most customers choose to represent themselves in the BBB 
AUla LI)l'E process, customers may also be represented by an attorney at their o\vn 
expense. 

AGE/MILEAGE REQmREMENTS 

Claims seeking repurchase or replacement of a Ford or Mercury vehicle mtL':;t be filed 
with BBB AUTO LINE "",ithin three years or 36,000 miles - whichever occurs tirst 
after the vehicle's warranty start date. 

Claims seeking repurchase or replacement of a Lincoln vehicle must be tiled "<'lith BBB 
Aura 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 vvith 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 vVarranty. 

ELIGIBLE VEHICLES 

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

• 	 Ov.ned or leased in the name of an individual or owned or leased bv a business that 
owns or leases no more than three vehides; 

Ford Texas 5/2006 
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Currently registered in Texas; and• 
Purchased or leased in the United States and normally operated in the United • 
States. 

The follovving 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.• 
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 \Varrantyonly if Ford or its dealer declined to 
repair the defects undenvarranty 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 follmving conditions: 

• 	 The defect(s) in material or workmanship covered by the Ford New Vehicle Limited 
\Varranty was first reported to Ford or an authorized dealer vvithin 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 to the 

reasonable consumer. 


Ford Texas 5/2006 
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If the arbitrator tinds that the claim meets these conditions, the arbitrator must award a 
repurchase or replacement that will consist of the follovving remedies: 

• 	 Repurchase If the vehicle was purchased, Ford will refund the actual amOlmt 
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 '.'1ill also provide the pay-off 
amolmt to the lienholder or lessor in accordance \'\'1.th 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 "vill 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 ofa vehicle purchased or leased new - The customer "l;\rill 
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 
vvill 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 "l;\rill be required to pay the difference between the 
I'vlanufacturer's Suggested Retail Price (M.S.RP.) 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 Rxtended 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 5/2006 
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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 


• 	 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 x 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 vvill 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 dovvn payment or 
capitalized cost reduction. 

CUSTOMER RESPONSIBILITIES 
At the time of the repurchase or replacement transaction, the customer's vehicle must 
be cWTent1y registered to the customer who applied to BBB AurO LINE. The customer 
will be responsible for turning over the vehicle "vith all of the original equipment, and 
vvithout abnormal wear or damage evident on the vehicle (e.g., cracked windshield). 
The customer \'\111 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 
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CLAIMS THAT ARE NOT ELIGIBLE 
The following claims are not eligible for arbitration in BBB AUTO UNE: 

• 	 Claims involving a vehicle no longer ovvned or leased by the customer. 

• 	 Claims not covered by the Ford New Vehicle Limited Warranty, including but not 
limited to: 

( I) 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 'l,"lith 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 "vith 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 
AtTfO UNE claim or at any other time - that the vehicle defect has (1) caused 
bodily injury, or (2) caused an accident or tire that resulted in damage to any vehicle 
or damage to property. 

• 	 Allegations of fraud. 

• 	 Claims seeking punitive damages or compensation for loss of \'\rages, personal injury 
or mental anguish. 

• 	 Claims that are the subject of a la\v 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 
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Rpt. Analysis Home Report Mqmt Primary Report Mqmt Querv Report Mqmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 3 


Query Name: REPORT RETRIEVAL 


File Report To This Folder file Report To AFolderFolder Number: 

Download Optionsf:tlllIi:'liihWlilftl 'YW'N!!r) m.III alP 'tHm'Mg!UII' 

Report Detail Section: View Details Attachments: 0 

Report# : CJDBT008 NHL Received: 10/04/2012 

CCRG/EPRC: Reviewed Status: Date: 

20 13,ESCAPE 4X2 (2013 Vehicle: Build Date: 09/16/2012
) ,TITAN ,4X2 ,MPV ,lFMCUOJ93DU  

Odometer: 159 M Engine: 
2.0L 
GTDI 

Calibration: DM21A20A 

Transmission: 6SP 6F MID Axle: 3.07 
RATIO A/C: YES 

Dealer: USA 05653 Sames Ford Phone#: (361) 851
7600 

City: Corpus Christi State: Texas Country: USA 

Originator: ADRIAN GARZA 

Symptom: 2 27438 AID/INFO,WNG IND/MESS/C,AIRBAG,INOPERATIVE 

Status: 
VFG: V17 ELECTRICAL ASSESSORIES 

Additional 
VHR RESTRAINTS+ DRIVER ASSISTA Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: DGREE247 Phone: 313 322-1291 Regn Cd: C2 Houston 

Engineering: Phone: TAR: 

Dlr Contact: ADRIAN GARZA Phone: 000 000-0000 Title Cde: OT 
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KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR 	 10/04/2012 01:44PM DAVID GREEN MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN:CUSTOMER STATES GOT HEALTH REPORT ABOUT 

RESTRAINTS AND DRIVER ASSISTANCE SERVICE REQUIRED DIAGNOSTICS: 

PERFORMED ECC TEST ON ALL MODULES NO CODES SET ALL SYSTEM PASSES NO 

HISTORY CODES PRESENT IN ANY MODULE AND CHECK EVERY MODULE INSTALLED 

ON VEHICLE SPOKE WITH CUSTOMER AND CUSTOMER SAID HE DIDNT SEE ANY 

LIGHTS COME ON OR ANYTHING BUT GOT EMAILED TO CHECK VEHICLE HEALTH 

REPORT .. SO HE BROUGHT VEHICLE IN PARTS REPLACED:NONE TECH 

QUESTION:CHECKING FOR ANY KNOWN CONCERNS OR IS THERE AN UPDATE THAT 

NEEDS TO BE DONE? 

RECOMM 	 10/04/2012 01:44PM DAVID GREEN MSS - FCSD - TECH SVC HOTLINE 
ADRIAN, WE HAVE A FEW ISOLATED REPORTS OF THIS CONCERN. TYPICALLY IT 

IS RELATED TO THE LANE DEPARTURE WARNING SYSTEM. THIS VEHICLE IS NOT 

EQUIPPED WITH THIS SYSTEM SO THIS IS A FALSE MESSAGE. THIS CONCERN IS 

CURRENTLY UNDER INVESTIGATION BY ENGINEERING. AT THIS TIME IF THERE 

ARE NO DTCS AND THIS IS THE ONLY CONCERN PLEASE EXPLAIN TO THE 

CUSTOMER THAT THIS IS A FALSE MESSAGE AND THERE ARE NO CONCERNS WITH 

THE VEHICLE AT THIS TIME. 

ADD-ON 	 10/08/2012 01:07PM BRADLEY KREIN(CCE) MSS - FCSD - VSP C/P SVC ENG 
CONTACTED DEALER AND REQUESTED A VHR REPORT BE RUN AGAIN. SERVER 

CHANGES HAVE BEEN MADE TO PREVENT A LANE KEEPING AID FAULT. DEALER 

WILL CONTACT BRAD KREIN AT 313-322-7060 TO CONFIRM IF VHR IS NOW 

SUCCESSFUL WITH NO FAULTS. 

File Report To This Folder File Report To AFolderFolder Number: 

Blniiti1i1iili4nt;! IHlWiuNj mill .,1. 't]Frn'@iN" 

Download Options 
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Requester: DALBANIC 14-Aug-2013 
Report Summary Ford Proprietary, Private Retention: None 
Server: FCVWS962 
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Rpt. Analysis Home Report Mqmt Primary Report Mqmt Querv Report Mqmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 2 of 3 


Query Name: REPORT RETRIEVAL 


Folder Number: File Report To This Folder File Report To AFolder Exists in FOlder(s) 

rpfD1 U@H!" Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : DD3AGOll NHL Received: 04/29/2013 

CCRG/EPRC: Reviewed Status: Date: 

2013,ESCAPE 4X2 (2013 Vehicle: Build Date: 09/16/2012
) ,TITAN ,4X2 ,MPV ,lFMCUOJ93DU

Odometer: 5,555 M Engine: 2.0L 
GTDI 

Calibration: DM21A20A 

Transmission: 6SP 6F MID Axle: 
3.07 
RATIO A/C: YES 

Dealer: USA 05653 Sames Ford Phone#: (361) 851
7600 

City: Corpus Christi State: Texas Country: USA 

Originator: ADRIAN GARZA 

Symptom: 2 27 Q 68 AID/INFO, WNG IND/MESS/C,ENGINE IMAGE,STAYS ON 

Status: 
VFG: V29 CHECK ENGINE LIGHT 

Additional 
CHECK ENGINE MESSAGE Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: NBEAMER1 Phone: 313 317-4303 Regn Cd: C2 Houston 

Engineering: Phone: TAR: 

Dlr Contact: Phone: Title Cde: T 
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KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR 04/29/2013 10:22AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES SERVICE ENGINE NOW MESSAGE 

COMING OUT ON DISPLAY DIAGNOSTICS: PERFORMED ECC TEST NO CODES 

PARTS REPLACED: NONE TECH QUESTION: I HAVE BEEN CHASING A MAP 

SENSOR ISSUE WITH THIS VEHICLE (POI06) VEHICLE COME TO SHOP SEVRAL 

TIMES FOR CONCERN .. EACH TIME VHEICLE HAS BEEN BACK BEEN SAME CODE 

BUT HAD A CHECK ENGINE LIGHT ON .. FOUND ON LAST VISIT A LOOSE 

CONNECTION AT MAP SENSOR. THIS TIME VEHICLE LIGHT IS NOT COMING ON 

BUT INSTRUMENT CLUSTER READS SERVICE ENGINE NOW ON DISPLAY .. RAN ECC 

TEST NO CODES PRESENT IN ANY MODULE. CHECKING FOR ANY KNOWN CONCERNS 

? 

RECOMM 04/29/2013 10:22AM NATHANIEL BEAMER MSS - FCSD - TECH SVC HOTLINE 
ADRIAN, THE WARNING IN THE MESSAGE CENTER COULD BE INDICATING THAT 

THE VEHICLE NEEDS AN OIL CHANGE IF IT IS AN OIL SERVICE MESSAGE. IF IT 

IS A MESSAGE STATING THAT THERE IS A VEHICLE FAULT YOU MAY NEED TO 

INDIVIDUALLY SELF-TEST EACH MODULE AS OPPOSED TO CHECKING FOR ALL 

CMDTCS. IT IS IMPORTANT TO UNDERSTAND IF THIS WARNING IS CURRENTLY ON 

AT ALL TIMES WITH NO VEHICLE SYMPTOMS OR FAULTS, OR IF IT IS 

INTERMITIENT. IF THE POI06 HAS RETURNED THE MAP SENSOR AND THE 

TCBP SENSOR SHOULD BE INSPECTED FOR WATER OR OIL CONTAMINATION. IF THE 

SENSORS ARE CONTAMINATED THEY SHOULD BE REPLACED. 

REPAIR 05/07/2013 01:05PM BRANDON KARBUM MSS - FCSD - TECH SVC HOTLINE 
QUESTION WHAT IS A TCBP SENSOR CANT FIND ON WORK SHOP MANUAL ????? 

/> 
RECOMM 05/07/2013 01:05PM BRANDON KARBUM MSS - FCSD - TECH SVC HOTLINE 

ADRIAN, THE TCBP/CACT IS THE TURBOCHARGER BOOST PRESSURE/CHARGE AIR 

COOLER TEMPERATURE SENSOR. THIS SENSOR IS LOCATED ON THE SIDE OF THE 
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CHARGE AIR COOLER(CAC). THIS SENSOR CAN BE REFERENCED IN WIRING 

DIAGRAM CELL 24-5. IF A CONCERN IS STILL SUSPECTED WITH THE MAP 

SENSOR IT IS RECOMMENDED TO USE THE IDS TO VIEW THE MAP_V PID. REFER 

TO WIRING DIAGRAM CELL 24-4 TO LOCATE SPLICES S108 AND S109. LOCATE 

WHERE THESE SPLICES ARE ON THE ENGINE HARNESS AND GRAB THE HARNESS AT 

OR NEAR THESE LOCATIONS. WIGGLE AND TWIST THE HARNESS AND WATCH FOR 

THE MAP _V PID TO CHANGE. IF ANY CHANGE IS NOTED WHILE MANIPULATING THE 

HARNESS PLEASE OPEN THE HARNESS AT THE FAULTY SPLICE POINT AND REPAIR 

AS NECESARRY. IF NO FAULT IS LOCATED IT IS RECOMMENDED TO REPLACE 

THE MAP SENSOR CONNECTOR PIG TAIL AND RETEST. IF ANY FURTHER 

ASSISTANCE IS NEEDED PLEASE UPDATE THIS REQUEST. 

Download Options
Folder Number: File Report To This Folder file Report To AFolder Exists in Rllder(s) 

r£nnlibliili@lim 'H'4TmHl'1 IIlIlII .,if- IrmJ1@lUul 

Requester: DALBANIC 14-Aug-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCVWS962 
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Rpt. Analvsis Home Report Mqmt Primary Report Mqmt Querv Report MQmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 3 of 3 


Query Name: REPORT RETRI EVAL 


File Report To This Folder File ReJlOrt To A Folder Ex ists in FOlder(s)Folder Number: 

Download OptionsWlD"t!!l!mSUm ';o@N!'" IIlI!I .,. 'M1l1InR iHJI' 

Report Detail Section: View Details Attachments: 0 

Report# : DDOCL016 NHL Received: 04/15/2013 

CCRG/EPRC: Reviewed Status: Date: 

2013,ESCAPE 4X2 (2013 Vehicle: Build Date: 09/16/2012
) ,TITAN ,4X2 {MPV ,lFMCUOJ93DU

Odometer: 5{210 M Engine: 2.0L 
GTDI 

Calibration: DM21A20A 

Transmission: 6SP 6F MID Axle: 
3.07 
RATIO A/C: YES 

Dealer: USA 05653 Sames Ford Phone#: 
(361) 851
7600 

City: Corpus Christi State: Texas Country: USA 

Originator: ADRIAN GARZA 

Symptom: 5 57 2 39 DRV PERF,HESITATES/STUM,ACCEL,INTERMITIENT 

Status: 
VFG: V52 DRIVEABILITY 

Additional 
HESITATESSymptom: 


Fix: Causal Component: 


Condition Code: 


Hotliner: KMART171 Phone: 000 317-9381 Regn Cd: C2 Houston 

Engineering: Phone: TAR: 

Dlr Contact: ADRIAN GARZA Phone: 000 000-0000 Title Cde: OT 
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KOEO: POSOS P0606 P0106 


KOEC: 

KOER: 


Comments: 


REPAIR 	 04/15/2013 04:46PM KEVIN MARTIN MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES MILL LIGHT ON HESITATESWHILE 

DRIVING DIAGNOSTICS: PERFORMED ECC TEST KOEC(P0106) KOER POSOS 

MONITOR MAP PID VOLT 1.0 PARTS REPLACED: REPLACED MAP SENSOR ON 

PREVIOUS VISIT TECH QUESTION: CHECKING FRO ANY KNOWN CONCERN PIG 

TAIL LOOKS GOOD PERFOMRED WIGGLW TEST WHILE MONERTING PID . PERFORMED 

TAP TEST ON SENSOR PID VALUE NEVER CHANGES FROM NORMAL. 

RECOMM 	 04/15/2013 04:46PM KEVIN MARTIN MSS - FCSD - TECH SVC HOTLINE 
ADRIAN, WITH THE P0106 RETURNING AFTER SENSOR REPLACEMENT, PLEASE 

VERIFY THAT MAP AND BARO PIDS ARE WITHIN APPROX. 1PSI OF ONE ANOTHER 

AT KOEO. IF THEY ARE NOT THEN A SENSOR OR RELATED CIRCUIT CONCERN 

WOULD BE SUSPECT. IF THE TWO ARE READING AS EXPECTED THEN IT WOULD 

BE RECOMMENDED TO THOROUGHLY INSPECT FOR ANY LEAKS IN THE INTAKE 

SYSTEM THAT COULD CONTRIBUTE TO THE P0106 AND POSOS SETTING. THE 

INTAKE CAN BE SMOKE TESTED AND FOLLOWED WITH APPROX. lSPSI OF 

REGULATED SHOP AIR TO HELP IDENTIFY ANY CONCERNS IF NECESSARY. IF 

NO LEAKS ARE FOUND OR THE MAP CIRCUITS ARE SUSPECT DUE TO THE MAP/BARO 

CORRELATION AT KOEO, RECOMMEND OVERLAYING EACH CIRCUIT PIN-TO-PIN FOR 

TESTING WHILE RE-EVALUATING FOR THE CONCERN. REFER TO CELL 24-4 OF THE 

WIRING DIAGRAMS. NOTE THAT A P0606 APPEARS TO HAVE BEEN ENTERED 

INTO THE FORM, HOWEVER IT IS SUSPECTED TO BE A TYPOGRAPHICAL ERROR. IF 

THE P0606 IS SETTING HOWEVER, RECOMMEND VERIFYING THAT THE PCM IS AT 

THE LATEST CALIBRATION AND CHECKING FOR ANY EXCESSIVE RESISTANCE (OVER 

5 OHMS) ON THE PCM POWER AND GROUND CIRCUITS DURING A WIGGLE TEST. IF 

THE P0606 RETURNS AFTER ANY REPAIR OR REPROGRAMMING THEN THE PCM WOULD 

BE SUSPECT. 

nnwnln,u! Ontinn<:: 
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May 8,2013 

SEl\1J' VIA CERTIPIED .MAlL 

Ford Motor Company 

Customer Relationsllip Center 

16800 I::xecutive plaza Drive 

PO Box 6248 

Dearborn, MI 48121 

RE:  v. Pord Motor Company 

Vehicle: 2013 Ford Escape 

VIN: IFMCUOJ93DU

Dear Sir or Madam: 

please be advised that this office represents the above-named individual regarding claims against 

your company pursuant to tI1e State Lemon Law and/or tIle Federal Magnuson-Moss Warranty Act witl1 

regard Lo the above-listed vehicle. please direct alJ future contacts and correspondence to our oHice. 

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 vou fail to act in 
conformity with this directive, injunctive relief will be sought against vou. 

Pursuant to 15 U.S.C. 2310(d). you arc hereby notified that any settlement made witlI 
our client requires payment of our attorneys' fees. If you settle directly with our dient and do 
not mal~e arrangements for payment of our attorneys' fees, we will file suit against you. In 
addition, you are hereby notified of our attorneys' lien. 

There is a defect and non-conformity present in my client's automobile for which relief is sought, 

and numerous attempts to repair the vehicle have been unsuccess:fuL The defect and non-conformity 
includes, but is not limited to: 

1. 	 Defective engine as evidence by the intermittent illumination of tbe check engine light and 
besitation on acceleration; and 

2. 	 Any additional complaints made by our client, whether or not they are contained in your 
cotnpany's records or on any dealer repair orders. 

The defect and non-conformity listed above constitute a substantial impairment of tbe use, value 
and/or safety of tbe vehicle. Should you elect to make a final attempt to repair the defect, please contact 
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Page 2 May 8,2013 

me directly within the next seven clays. Because of the defect and non-conformity, my client bas 

justifiably lost confidence in the vehicle. 1\s one court has stated: 

For a majority of people the purchase of a new car is a major investment, rationalized by 

the peace of mind that flows from its dependability and safety. Once their faith is shaken, 

the vehicle loses not only its real value in their eyes, but becomes an instrument whose 

integrity is substantially impaired and wllose operation is fraught with apprehension. 

Zabriskie Chevrolet. Inc. v. Smitb, 240 A.2d 195. 

Concerning the amount of grief a person must endure, one couri expressed the COD~umer's lament 

in tbe following manner: 

l11ere comes a time when enough is enough when an automobile purchaser, after having 

to take his ear into the sllOp for repairs an inordinate number of times and experiencing 

all of the attendant inconvenience, is entitled to say, "That's aJl," and revoke, 

notwithstanding the repeate(l good faith efforts to fix the car. I<.ester v. Morrow, 491 

So.2d 204. 

My client's repair history clearly sl10ws tllere was a breach of both written and implied warranties: 

hase(l upon the generalJy accepted rule that an unsuccessful eHort to remedy defecls found 

lo exist renders the warrantor liablei the buyer is not hound to allow bim the opportunity 

or permit him to tinker with the arlicle indefinitely in the hope tbal it may ultimately l1e 

made to comply with tIle warranty. Kure v. ClleVTolet Motor Division, 581 p.2d 603. 

Tl1erefore, you are hereby notified tbat my client is revoking acceptance of this vehicle. Jvly client 

bas (lirected me to demand tIle cancellation of the contracts and the return of all funds paid towards tbis 

vehicle, including any trade-in value given, all collateral charges, finance cllarges and inci(lental and 

consequential dan1ilges. 

please be advised tllat pursuant to Uniform Commercial Code § 2-711(3) my client l1.as a security 

interest in tbe vellicle for return of the amounts described above, plus expenses in handling and inspecting 

the vehicle. Until you pay this amount, my client will hold the car and use it to 1:1,e extent necessary to 

preserve it, to protect t],c security interest, and to minimize your damages. Moreover, my client needs 

return of tilC monies listed above before a substitute vehicle can be acquired. In addition, any aUempt by 

you or your agents to repossess tbe car will be wrongful and may subject you to liability for conversion and 

for wrongful repossession under Uniform Commercial Code §§ 9-503 and 9-507, as well as any other 

applicahle remedies. 

If the seJJer or, if applicable, the assignee, or any creditor subject to tbe FTC Holder Rule has filed a 

financing statement covering the goods, I demand, pursuant to Uniform Commercial Code § 9-404, that 

you file a termination statement within ten (10) days to terminate your security interest, ancl forward a 

copy to me. Since my client has revoked acceptance, tbere is no outstanding securcd obligation. If you do 

not file a termination statement within tcn (10) days and cooperate in removing the lien, you may be 

liable under Uniform Cormnercial Code § 9-404(1) in the amount of $100.00, plus allY loss caused to 
my client 11Y your failure to do so. 

Tn avoid any litigation, my client merely requests a refund for the defective vehicle, plus payment of 
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our allorneys' fees pursuant to the fee-shifting provisions of the State L,ClJ1011 Law and the Federal 

Magnuson-Moss Warranty Act. OUf attorneys' fees are minimal at this stage and we would prefer to 

resolve tllis maHer without tIle need for any more time spent on our parl or on tbe part of your attorneys. 

A great cleal of time, money and efforl could be saved l1Y all parties involved witll a quick resolution of this 

claim. 

Accordingly, if you wish to resolve tbis matter amicably, please feel free to contact my office. If 
the maHer has not been resolved within fourleen (14) days from the date of this letter, a lawsuit will be 

filed. 

Sincerely, 

Andrew Ross 

Attorney at Law 

AI;Urcl 
cc:
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BBB AUTO LINE 


June 3, 2013 ~ •BBB. , . 
CHICAGO IL

Re: FRD1319366 vs Ford Motor Corporation 1FMCUOJ93D

Dear : 

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 program, 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 800.955.5100· Fax: 703.247.9700 
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DIRECTIONS TO 


CORPUS CHRISTI, TEXAS 

BETTER BUSINESS BUREAU 


The Corpus Christi, Texas. Better Busmess Bureau has recently relocated Please note the 
new address on the enclosed Notice ofHearing. 

[fyou are unsure of the location of the new oftice. please call Maria Acosts ,it 

361.852~4954 

3.21.00 
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BBB AUTO LINE 

June 3, 2013 

BBB. 
u. 

CHICAGO IL

Re: FRD1319366  vs Ford Motor Corporation lFMCUOJ93D

Dear  C/O Andrew Ross: 

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. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA· 22201 . Phone 800,955.5100 . Fax: 703.247.9700 
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MANUFACTURER RESPONSE FORM 

Will participate - In Writing r8J By Phone 0 


Case Number: FRD1319366 
Customer Name:  State: Texas 
VIN: IFMCUOJ93DU Warranty Start Date: 9-27-2012 
Vehicle year/model: 2
Current mileage: 5,772 miles 

Purchased: !ZJ New 0 Used (MileagelDate) 0 Leased (Tenns) 
This claim is: ~ IN BIB Warranty D IN Diesel Warranty D IN PowertTain Warranty

D Out of All Warranties 
Extended Service Plan: ~ NO DYES 

SETTLEMENT INFORMATION 
What, if anything, was offered to the customer to settle this dispute? 

On 5-22-2013, Ford placed an offer with the BBB of: 

1) An inspection ofthe vehicle for the current concerns listed on the Customer Claim Form 
(CCF) by a FORD Field 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 ofthe latest repairs, especially on those issues difficult to resolve. The FSE 
will detennine if any repairs are necessary and the warranty status ofthe repair. Ifwanantable, 
the FSE will direct the appropriate repair under Ford Warranty and Policy guidelines. 

2) Following repairs that are satisfactory to the customer, and the completion of a 30 day test 
drive, the placement of a. 5 year, 100,000 mile Power Train care ESP for the vehicle as 
goodwill. This plan covers 29 critioal components ofthe vehicle. The ESP would begin at the 
warranty start date and nul for 5 years or 100,000 miles whichever comes first. The ESP carries 
a standard deductible of $1 00. Roadside assistance and rental car reimbursement is provided at 
set amounts. 

Please indicate the customerts response below! 
r:g] The customer rejected the offer on! 5-24-2013 

o The customer has not indicated a response to the offer. 

The Agreement to arbitrate fATA) lists the following concern(s): 

• EnginelElectrical 
• Body and Trim 

- - -_ .. 
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MANUFACTURER'S POSITION: 

Ford Motor Company respectfully asks that our customer's request for a repurchase andlor replacement 

be denied. 


According to the  own Customer Claim Fonn (CCF), the vehicle does not meet the 

guidelines for repurchase or replacement under the BBB Auto Line Program Summary, under which 

the BBB case would be heard. 


Listed are three visits for the very broad category ofEnginelElectrical and a single visit for Body and 

Trim. Ford would note that. of these. there is one visit for a check engine light alone. one for the check 

engine light with a hesitation under acceleration and one for the Service engine now message. In 

examining the Repair orders, on the first repair 5,156 miles) the Mass Air Flow Sensor or MAP was 

replaced. On the second visit for the light and a hesitation, a bug was found trapped ill the FICM 

module, causing the concern. The bug was removed and the system checked and returned to our 

customer. Ford would note that this visit was not charged against Ford as defect and is not listed in the 
attached Standard Claims Form that tracks such warranty reimbursement requests. On the third visit 
(5,565 miles) there was no verification ofthe light and no problem found with the vehicle. Thus, we 
have one repair for defectl one for an environmental concern (bug) and one where no concern was 
found with the vehicle. 

The visit listed for BodylTrim is listed as being for "TAP Claim" which would actually be for rental, or 
"Transportation Assistance Program" 

Ford would argue that the days out of service include some maintenance work as well as work for Ilon
defect items such as reoalls.  does not list days out of service beyond the RO dates as an 
issue, leaving them off of the summary sheets and her Customer Claim Fonn. Ford feels that the days 
out of service was not a prime consideration for our customer, and not a substantial impairment to the 
vehicle. The repair order open Iclose dates only rarely capture the actual days out of service for a 
vehicle. Because the dealerships that sell Ford vehicles are not owned by the manufacturer, they have 
the right and ability to make business decisions On their own. This freedom extends to their policies 
regarding when a repair order is opened, often before work is expected to be performed or the vehiole 
NEEDS to be there, and when they close the repair orders as well. The "close dates" for any given 
repair order should not be expected to be totally accurate as to when the vehicle work was completed 
andlor the consumer was notified. There are several reasons why repair orders remain open. It is 
common practice among some dealerships to close a repair order after Ford has paid the dealer for their 
warranty claim, not when the vehiole is completed. Furthermore, dealers often utilize a warranty 
administrator service to process warranty claims. Not every dealersbip has an "in house" dedicated 
warranty clerk. The warranty administrator may collect wmanty claims from the dealer and processes 
these claims at the end of each month. In some cases, the warranty clerk only bills Ford and closes the 
repair order once or twice a month. Some warranty clerks have other 0bligatioDs. while some 
dealerships hire independent clerks to provide that service which is often bi-monthly. Also, some 
procedures require that several members of the dealership sign off on the actual order, before it coo be 
closed. This can take time while the order makes its way through that process. Besides differing 
dealership practices) not all consumers make appointments: dropping off the vehicle so that work can 
be perfonned "when possible." The repair order may be opened when the vehicle is taken into the 
dealer, for insurance purposes, when there is no expectation of work being perfonned. 
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Many customers fail to return in a timely manner after the repair has been completed, with the repair 
order being kept open1 again for insurance purposes. Ford would note that1according to the attached 
Standard Claims Listl that tracks warrantable concerns, ihere is a total of one hour of total labor time 
for the vehicle at this point. ford does not feel that the dealership InIOut days accurately reflect days 
out of service and does not feel that the vehicle has been out of service for repairs to defect for over 30 
days. 

The issues do not consist of unusual or substantial issues being considered within the spectrum of 
"normal" warranty concerns. I think that most ofus can empathize with having to have repairs 
accomplished under the New Vehicle Limited Warranty (NVLVI). There is little in our lives (aside 
from family and computers) that can affect how we feel about our lives like having vehicle issues. The 
NVLW existsl however. because it has to be accepted that any mechanical entity can develop 
unforeseen issues, regardless ofhow high the production values or the amoWlt of quality control that is 
put in place. Ford, like other manufacturers, doesn't have a guarantee that promises a full refund ifthere 
are issues, we have the NVLW; promising to repair the defect or non-conformity. Ford feels that, as the 
manufacturerj Ford has lived up to the letter and intent oftbe New Vehicle Limited Warranty, 
addressing ellch ooncern as it was presented. in good faith. and resolving the oonoern. The vehiole is 
considered to be operating as designed at this time. 

Ford would note that our customer is carrying a substantial amount of negative equity on the vehicle 
loe.n e.nd that there was n rebate on the vehicle. Many customers mistakenly feel that the negative equity 
will be absorbed if a repurchase is allotted. and may not realize that the rebate is not refunded by the 
process. In Ford·s experience, our customer would be responsible for the negative equity and rebate, as 
well as t.1J.e mileage fee for usage, which may be considerable, should a repurchase be awarded. Ford is 
not only concerned about repurchasing a vehicle that we feel does not meet the :requirement$1 but that 
the outcome requested by our valued customer may. ultimately not be the best outcome for them. 

DOCUMENTATION PROVIDED 

o Technical Service Bulletins 
oRecall Notices 
o Ford Field Service Engineer Report 
o Dealer Report 

IZl Other: Standard Claims List 


List amount of any over allowance Inegative equity: $1,000 Rebate + $6.415.55 Negative Equity 

To: Edith Newton 
BBB AUTO LINE Completed by: Bob Gray Date: 05-24-2013 
Fax: 703-247-9700 Fax: 866-433-7972 

=-_.. -.. -. -- ~ 
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I 	 Server: AWS Prod '< '" 
Cl.aims loaded through: 17-MAY-20J3 lJ. 

(, 

STANDARD CLAIMS LIST 	
c, 

" 

I AWS Online Report 
<: 

Run Date: 20-MAY-13 

Note: All Cruis are in US Dollars Server Name: AWS Prod Claims loaded through 
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May 29,2013 

Edith Ne\\ion Sent via Fax: (703) 2479700 

Council of Better Business Bureau, Inc. 

3033 Wilson Boulevard, Suite 600 

Arlingto~ VA 22201 


RE: FRD 1319366  v. Ford Motor Company 1FMCUOJ93DU  

Dear Ms. Newton, 

To memorialize our conversation today, my clients have not atlcepted the decision 
rendered by the BBB. Further, the cover letter dated May ZZ, 2013 thAt ACCompAnied the BBB 
decision wall incorreot in stating that my client!! or their attorneys acoepted the BBB decision. If 
you have any questions or if thiEi is not your understanding, please feel free to contact me. 

Sincerely, 

../,.! , /")
( .i..-f.~jL. ..... , ... ' 

Andrew Ross 

Attorney at LAW 


AR/ 
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From TA10.100.0.222612,2123243866 . P?ge 1/2 Date 5/2312013105317 AM 

Due to system issues I'm having...this is being sent again ... Bob, please see below and advise (the reason I'm asking is because 
you have a  and a  case). 

Ford Motor Company ® 
Terrie Stone I Regulatory Compliance Specialist IDispute Resolution Program 
tstone26@ford.com . www.ford.com 
office: 321-435-1207 
fax: 866-414-9069 

From: Stone, Terrie (T.) 
Sent: Thursday, May 23, 2013 10:16 AM 
To: Gray, Robert (R.)j enewton@council.bbb.org; fax=17032479700@fordfax.com 
Subject: RE: Settlement Offer  FRD1319366/ CAS-2594540-N8F9Wl 

Bob - in the subject line you indicate the consumer is ; however, the case number you have provided is for a consumer by 
the name of ...which case is this offer for? 

Ford Motor Company ® 
Terrie Stone IRegulatory Compliance Specialist IDispute Resolution Program 
tstone26@ford.com www.ford.com 
office: 321-435-1207 
fax: 866-414-9069 

From: Gray, Robert (R.) 
Sent: Wednesday, May 22, 2013 2:49 PM 
To: enewton@counciLbbb.org; Stone, Terrie (T.); fax=17032479700@fordfax.co!ij 
Cc: Gray, Robert (R.) 
Subject: Settlement Offer  FRD1319366/ CAS-2594540-N8F9Wl 
Importance: High 

Edith, 

Attached is Ford's offer for . I have sent it to the BBB main Fax as well. 

Ford Motor Company ® 
Robert Gray I Dispute Resolution SpeCialist I Dispute Resolution Program 
rgray72@ford.com www.ford.com 
office: 866-567-6518 x 77244 
fax: 866-433-7972 

Case Number FRD1319366 / CAS-2594540-N8F9Wl 
VIN lFMCUOJ93DU  
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From TA:1 0.1 00.0.222612,2123243866 2/2 Date 5/23/2013 105317 AM 

Name  
City-State-Zip Chicago, IL  
Phone #  
Specialist Edith Newton 

 

Ford DRS Bob Gray 
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From TA:10 1 00~02_:32161 ,2123243866 Page 1/3 Date 5/23/2013 10 59 55 AM 

Edith, 

For clarification, the offer below was meant to be for  FRD1319366/ CAS-2594540-N8F9W1 

-NOT-

 FRD1316234. 

I am sorry for spreading any of my confusion! 

Ford Motor Company ® 
Robert Gray! Dispute Resolution Specialist IDispute Resolution Program 

rgray72@ford.com . www.ford.com 
office: 866-567-6518 x77244 
fax: 866-433-7972 

From: Gray, Robert (R.) 
Sent: Wednesday, May 22,2013 2:49 PM 
To: enewton@council.bbb.org; Stone, Terrie (T.); fax=17032479700@fordfax.com 
Cc: GraYt Robert (R.) 
Subject: Settlement Offer FRD1319366 / CAS-2594540-N8F9Wl 
Importance: High 

Edith, 

Attached is Ford's offer for . I have sent it to the BBB main Fax as well. 

Ford Motor Company ® 
Robert Gray IDispute Resolution Specialist IDispute Resolution Program 

rgray72@ford.com www.ford.com 
office: 866-567-6518 x77244 
fax: 866-433-7972 

Case Number FRD1319366/ CAS-2594540-N8F9Wl 
VIN lFMCUOJ93DU  
Name  
City-State-Zip Chicago, IL  
Phone ti  
Specialist Edith Newton 
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From TA:10.10g.0.240974,2123243866 ,Page 212 Date 5/2212013250:46 PM 

Manufacturer Settlement Offer 
BBB Fax# 1 703 247 9700 

05-22-2013 
FRD13l9366/1FMCUOJ93DU  

   
BBB Specialist Edith Newton 
Ford DRS Bob Gray 

According to the Customer Claim Form, the vehicle does not meet the guidelines for 
repurchase or replacement under the BBB Auto Line Program Summary, under which the 
BBB case would be heard. 

Ford greatly appreciates the loyalty to the manufacturer that is shown in  
utilizing the BBB to resolve the issues with the vehicle rather than taking his 
transportation needs elsewhere, as Ford knows is always an option. We would like to 
resolve the issues as quickly as possible so that we might continue the positive 
relationship that has developed between Ford and our valued customer. 

Ford Motor Company (FMC) would like to offer the following to resol ve hislher case: 
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 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 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, and the completion of a 
30 day test drive, the placement of a 5 year, 100,000 mile Power Train care ESP 
for the vehicle as goodwill. This plan covers 29 critical components of the 
vehicle. The ESP would begin at the warranty start date and run for 5 years or 
100,000 miles whichever comes first. The ESP carries a standard deductible 0 f 
S100. Roadside assistance and rental car reimbursement is provided at set 
amounts. 

Thank you for your consideration. 

Ford Motor Company ® 
Robert Gray I Dispute Resolution Specialist I Dispute Resolution Program 
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From TA 10.1 0q,0.232161 ,2123243866 Page 3/3 Date 5/23/2013105956 AM 

Manufacturer Settlement Offer 
BBB Fax# 1 703 247 9700 

05-22-2013 
FRD13l9366 I lFMCUOJ93DU  

 
BBB Specialist Edith Newton 
Ford DRS Bob Gray 

According to the Customer Claim Form, the vehicle does not meet the guidelines for 
repurchase or replacement under the BBB Auto Line Program Summary, under which the 
RBB case would be heard. 

Ford greatly appreciates the loyalty to the manufacturer that is shown in  
utilizing the BBB to resolve the issues with the vehicle rather than taking his 
transportation needs elsewhere, as Ford knows is always an option. We would like to 
resolve the issues as quickly as possible so that we might continue the positi ve 
relationship that has developed between Ford and our valued customer. 

Ford Motor Company (FMC) would like to offer the following to resolve hislher case: 
l) 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 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 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, and the completion of a 
30 day test drive, the placement of a 5 year, 100,000 mile Power Train care ESP 
for the vehicle as goodwill. This plan covers 29 critical components of the 
vehicle. The ESP would begin at the warranty start date and run for 5 years or 
100,000 miles whichever comes first. The ESP carries a standard deductible of 
$100. Roadside assistance and rental car reimbursement is provided at set 
amounts. 

Thank you for your consideration. 

Ford Motor Company ® 

Robert Gray I Dispute Resolution Specialist / Dispute Resolution Program 
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BBB AUTO LINE 


~ 
•
BBB.

• 

May 20, 2013 

CHICAGO IL  

Re: FRD1319366  vs Ford Motor Corporation 1FMCUOJ93DU  

Dear   

We have received your documents and your claim has been opened. Please 
review the enclosed brochure How BBB AUTO LINE Works. This booklet explains 
the BBB AUTO LINE program and contains the rules that will be followed in 
arbitration. 

It will help us to resolve your dispute if we have all of the available information 
about your case. Please send us a copy of the following with your case number 
referenced at the top: 

-X- No further documentation is required at this time 

Your signed Customer Claim Form 

PLEASE NOTE: Your case will not be arbitrated unless we receive a 
Customer Claim Form Signed by the customer or signed by the attorney 
and accompanied by proof of the customer's authorization of 
representation. If we have not received this form within 10 days from 
the date of this letter, this case will be closed. 

Repair orders relating to your complaint 

Your current registration 

Your bill of sale (purchase contract) 

Your lease agreement 

Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600 'Arlington, VA, 22201 . Phone 800.955.5100· Fax; 703.247.9700 

C36 
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You can fax the documents to 703.247.9700 to expedite the process or mail 

them to the address listed above. 


Sincerely, 


Edith Newton (Ext. 512) 
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BBB AUTO LINE 


~ 
• 

BBB~

• 

May 20, 2013 

BOB GRAY 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1319366  vs Ford Motor Corporation 1FMCUOJ93DU  

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); 
* 	 Oath 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 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 conctusion? 

* 	 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 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 

!llli!D! Ii IIf ~!;I i ~~jJj i II ! iiB 
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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 BBB 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 questions. Thank you for your cooperation in this matter. 

Sincerely, 

Edith Newton at Extension 512 
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BBB AUTO LINE 


~ 
 May 20,2013 
Re:W-C2 FRD1319366:  vs Ford Motor Corporation= lFMCUOJ93DU

BBB~ 
• • 

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

Dear  

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 corrections or 
additions. 

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

* 	 Oath 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 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 7 

* 	 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. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA . 22201 . Phone 800,955.5100 ' Fax: 703.247.9700 

<an 1Ii [i liE.,! I ill 
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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 you r 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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BBB AUTO LINE Case number: FRD1319366 

Customer Claim Form Contact Date: 05/17/13 
Start Date: OS/20/13 

Please make any necessary corrections to the information below, print or verify your VIN number 
and lienholder!Ieasing 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 

Titled owner: 
i 

Mailing address:  

City: Chicago State: IL Zip code:  

Day phone:  Evening phone: Cell phone: 

Fax:  E-mail address:  

SECTION 2: VEHICLE INFORMATION 


Make: Ford Model: Escape Year: 2013 Current mileage: 5772 


Name(s) that appears on the vehicle title:  


Selling dealer/city/state: Same, , TX 


Primary Servicing dealer/city/state: Sames Ford, 


Acquired as IZJ new o used o demo o leased Is the vehicle in your possession? IZI yes o no 


Purchase/lease date: 09/27/12 Mlleaqe at purchase/lease: 


First re[lair attem[lt date: 03/21/13 First re[lair attem[lt mileage: 5158 

... 

[--How often is the vehicle used Number of vehicles owned Transmission type: 
%for business purposes (percentaqe): 0 or leased by the business: [2g Automatic 0 Manual 


Has the vehicle been in an accident/had body damage? Dyes ~ no Date of accident: 


Description of damaqe: 


SECTION 3: DESIRED OUTCOME Describe what ou want done to resolve our concern 

Vehicle Repurchase plus $2,500 for inconvenience and $2,500 for loss of use. 

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

VEHICLE INDENTIFICATION NUMBER IFMCUOJ93DU  


Lienholder!Leasing Company _____________ Phone Number_________ 


Account Number ___________________ 


Page 1 

CCF 
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Case Number: FRD1319366 
SECTION 4: VEHICLE PROBLEMS (List primary problem first) 

Does the 
# of 
repair 

problem 
List the date, mileage, and days out of exist 

• • f h • • 
Example: 

4/23/06 3,500 miles 5 days 
Ale won't cool properly Any Dealer, Inc. 2 6/10/07 12,700 miles 1 day yes 

Engine/Electrical 3 yes 

Body and Trim 1 yes 

f--.. 

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 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax: pcP?e-~47-9700 
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BBB AUTO LINE 

AGREEMENT TO ARBITRATE 

BBB. 

Date: OS/20/2013 Case Number: FRD1319366 
Customer:  
Business: Ford Motor Company 

Mfr-Info: 6700 TX lFMCUOJ93DU  

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 : Esca pe 
Year : 2013 

All parties named above submit to arbitration the following: 

* Engine/Electrical 
* Body and Trim 

The parties have come to agreement on the following: 

N/A 


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. 
3033Wilson Boulevard, Suite 600· Arlington, VA· 22201 . Phone 800.955.5100· Fax: 703.247.9700 

Ii l1li1IIIIIIII I ~iII lilt L I IIIDiiii 2£ iIIil!!JIfI!! iJlIJiSutJ 
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From: TA: 1 0.100.0.2:11583,6193301898 Page: 1/15 Date: 5/16/2013 2:58:17 PM 

VIA FACSL.\1ILEI 703·247-9700 M&y 16, ~013 
(With Delive:Q' Confirmation) 

Council of Better BUlIlneJlJl BureAu, Inc. iJ-I '(Z.. '\G.. ' 
Attn.: Maury Umanzor . 


4Z00 Wil/fon Boulevard 
 P(2vf3\9 b6GSuite 800 

Arlington} VA 22203.1838 


RE  v Ford Motor Com.pany 

D~M,. U~"'" HAY 2 0201 
--'Pteiii;e1'rru:rn!rnt'ell~t.1e oorrellponding documentlt for the referenced Cll.,'le. JWe are reque/ltinfl a 

6.464.3755). My clienh' written pOllition hall ken lltated in thb initial 
She requelllt. und or replatlement under the 1X Lemon Law ~nd t1" MalimUion.Molli Act 

--.......-i..c;~ia.W~ri'rlrme v lale. 

please send IlQti9IJil fax only; please do not send any paper form of notiCles as our offitle is paperless, 

':l1uwk you for your cooperAtion in thil! matter to our reque_t. . 


ChriS Hyatt 

Krohn & Moss, Ltl'J 

10 N. Dearborn Sf. 

3rd Floor 

Chloago, IL 60602 

(312) 578-9428 Ext 206 

PE13-003.4 000591LC
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From TA:10.100.0,211583,6193301898 Page: 2/15 Date: 5/16/2013 2:58:17 PM 

Driscoll Childrens 5/16/2013 10:42:08 AM PAGE 4/005 Fax Server 

Case number: 
Customer Claim Form 

8B8 AUTO LINE 
Contact Date: 

Start Date: 

Ple.Be make any ",cea.arr correct'on, to thelnformfltlon below, .w:lDJ; or verify your VlN number 
and Henholder/lte.lng GOmpany InfOrmation at th. bottom of thl. page, and complete the mlsalng 
Information '" Section 4 on the nftt page (attach additional .heeta as needed). 

SI!C'rION 1t CUSTOMeR INFORMATION - ~" .... ",.,~ --",. ...... " ...~"" 
Titled owner:  

, ...... , ..... ,.....-.......".",,,., .. - ..... 

MaIllM.!lddn!l! . q    .; 0  rS!h , ,.. ,,,,,,     ..... .. " -,'. ,. ,,, ....... ' ~. 

Cltv: Ch'ca~o State: IL ZID code:  

Da~ ~hQO~:  EVe!llng (!hone:  ~~II ~hol'le: 

Fax:  Eomall atidrees'  

SECTlON 2: VEHICU IN MATION 

del: Escape Yen; 2013 Current mllea 

Sellin ~Ier/cjty/$tate: Sames Ford LIncoln, Corpus Christl TX 

SECTION 3: DESIRED OUTCOME (Deat::rfbe what YO,", want done to resolve your concern) 

VIN: lPMCU0J93DU 9/ Vehicle Rellurchsse plu8 $2,500 for lnoonvenlence and $2,500 fot' loss of use. 

P.eftlss complete the missing Information In the box below and on page 2, 


V&HICL& INDINTIPICATION NUMBER 1 r:: IV\ c:. U 0 :.:r q :-$;5>\,.1   


Lienholder/Leasing Company'TJJ r i (lC::V\6w;l': 


AC;f;ount Number 
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From: TA:10.100.0.2:11583,6193301898 Page: 3/15 Date: 5/16/20132:58:18 PM 

Driscoll Childrens 5/16/2013 10:42:06 AM PAGE 5/005 Fax Server 

Total day. out of service for all prOblems. _____.... 

Sig nature of Titled Owner(s)  . Date I? Zb) .? 
l am submitting this dispute for resolution In the BBB AUTO LIN~ program, and I agree to It bltrat the dispute 
under the BBB AUTO LINE Arbitration Rules. 

Plea.e man or fax th'. comp'eted form with copl,. of all available f.plllir order., your vehicle 
regl/itratlo", your 8ale, agreement or lea.e agreement, and anv other relevant; dOf;uments (e.g., 
written correlPond.nee with the manurllcturer, etc.) to: 

BBB AUTO /..IN£! 

4200 Wilson Blvd., Suite 800 


Arlington VA, 22:Z03~1B3B 


Fllx: 703~247~9700 
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From: TA:1 0.100.0.2:11583.6193301898 Page: 4/15 Date: 5/16/2013 2:58:18 PM 

03121113- 031.27113 5.158 

03129/13004/20/13 5.200 

04129!13005103113 

Check engine light III on 

12A04 sync with my Ford my Llnooln touoh 
application performance upgrede 

Check engine IlghtNehlcle hesitating under 
aootl.ratlon 

Service engine now message coming on 

EnginelEleclrltill 

R.eall 

Engin elEleclr1 cal 

EnginelElectrical 
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From: TA 10.100.0.211583,6193301898 Page 5/15 Date: 5/16/2013 2:58: 18 PM 
, ~ 

,rllii~;~;t. 
M.~~.flol1rl. 
(H<!' PI'".';il~·' 

... 
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'tnElIl®~·d~B,cri~... . . '~Iilld 9:t ~ltiA~ j8':liQld:,~'~~¥' ~l~no'lIt ll.1*ur<·~tv{o~.~·t, :!ll1ld~:d{il!~·l~r'!(,~y.: ~ln4bi ~M~, j.'~luar~B 

w~q!l!;1lili!~ .pfiJt!ilw,hIlDtJlf1t .. fit~$r t'1ldBujrcrWJjrb~lIt tllu: i.'<lili~·.e~p~lil!o Q(~i' . op~eel~ng ~"lY ~c:fClC:\;ll :ll~·l?:tt:~I.1~.l~ -o,~i!lil: 
.Pt:' ~ili~ ~:P."'y. ~I,l' ntth!ll·"onl~~:r'~n'e~· ~·'Wr.ftl~n ~r.filJ:)t1'~jY..9.r!JCI'y.IGc, ~~mlnwL WII6. !Sit . erltls thill·dl(l$onlI@, '1cltfdc,J!I dolt'V~ho 
;au~el":ill ~o~lull~Q!r'willt,or :;"mllir.r Q(J. J~r~'fhlfbWilj$' cf(e timo"on~ jjM~,h~~!~,\l;I.1!.t \(Chid.e '(~r ~!'lY..dfit~'.C~m'l5>:ll~mtp~·IP~~ ~!ll::tliLlbj~ 
1'(1.~~LlQtY. fu'. tIt~.I'1I¥1~ru!:,IJ.lf9r:4l~!o'1Wt),f. . 

:,vll'TI!e:.l),w,I"r'l ~~efI~ry.'1'~.C'~'1 :~~t:llll~:~~ ~igl}nIl'1.1i~Af lleiller (or. ltd. '.!.J&UnHliui; un UtI·mdfur. '\~ItIf.1J JI1V$~ry"'fb.e:·lCbal1l~J 
i"Itikl Jlf.'~kf by nil! ii£lIrfl' ·tol:l~e·~~rittfa~ J~~~r-t:IAlJ~l.~.r~ 1II n.oC:-a tll",.~nJPQ~ :G~ 1l'~d.t.II:~I~I'.~ !'ll! .. -ow."'ro....l~·Jllldi~ not ~(JI.II~ 
IiU lI~#lI'IO'g. hx:tb_:d~.t'f"nr,ftnf.@nsu~ .. ' 

'(Ji1P!ir.i1m·\!(lt/i!1IIi1fu· J'rmJa .il((jli/flJtt~ 
~'il1IIIii'Ii\!·Jilln"~litl " 

. £u)'l:r.,qt'l~JIl pllltlilSc .\'<lhi\l.lq; 
Il1fill'41lifll(l".liil~I.~~IIJ:j([ '1b~~i"~11 

/tIll ;;.;q!liflllt~,jnr·j!tl~MhlNIHbr.tli4;'I\~lti'l~li1lL .Iflll'lilii!:-· '. '. . . ."" 
Malll.lriK~loorml~Mbt!~r-I'qa~!I,i~ ritt:b,I'~'lililll)r.u:jlj~'1)1""\'\:\lj:f!!::« ~I.li~~ ~·$~ll«.' 

iVllllr,o~1 ntllitlJ'. I.tr illlf.l!\!'JOl i/)!II' (bu~~ ~.~II~r. ~rll~.1:I"~'~~j~I<iI;Il'!liIi!~....1'1Ii';,lA!I~hll,ii;, 
. ,JA#~~ :ij\!~. JIIoV~~!lIl!ll\<)c~plll ~c IIJP.~ 1ilI!l'I\!~!.:pri<le ' 

~:~;~~i;~'~~'.~~lW\tl' ~!J.~'ilf:\il,", ~~ 
wI.; ·Il!l!.l 1Ii.~'111I)!:litiiil1 (.~~i~~~: 

~ilM~'ilult:~ti'e liil..;,·i~ tlilyit.!.di;"jilbt~~.lrilf! 
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From TA:10.100.0.2:11583,6193301898 Page: 6/15 Date: 5/16(20132:58:19 PM 

.....,1....,.. ........· :cRRI~T;r i. :TX  
 ·:N/A 

::,.; 
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From TA:10.100.0.2:11583,6193301898 Page: 7/15 Date: 5/16/2013 2:58: 19 PM 

':,' saiIIeS· 
.',."..~_)-~.I';'..... Mtw ...l-,J;j
4~1 ~ wm:'~ .11..' 

PAGE 2 

:' , 
: I ... 

. ,, 

, i' 

"", .• " "f' ."',, .... ·'··'·''''''""···,"-~,···.·~·",.-_.'I,~..I,,,f>.,,t.''''''''''''4'~.____ 
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May 8, 2013 

SENT VIA CERTIFIED MAIL 

pord Motor Company 
Cu~tomer Rel!l.tione:hip Center 
16800 Executiw plallla Dfiw 
PO Box 6248 
Dea.rborn, MI 48121 

RE:  y, Ford Motor Complmy 
Vehicle: 2013 Fo:cd Esoape 
YIN: 1FMCUOJ93DU

Dear Sir or Madam: 

Please be advised tha.t thiiJ offioe reprel/ents the abow-na.med individual reg!l.rding olaims against 
your company pu~uant to the State Lemon Law and/or the Federal MlI.gnu~on-Moj!1I Warranty Act with 
regard to the abow-li~ted vehicle. PlelLJe direct all future contact/! And corre~pondence to our office. 

Having been formally notified of our r!!l'relent&tion. you Are jo!!tructed oot to contAct 
our client under any cjraumstances. Diregt All inq,ub:ie, to this office. If you f",it to a.ct in 
cronformity with this dir9otiy!. inhmcrtive J:'ElliEif will be sought aiain.! yO\];. 

There ip a defeat and non-conformity pr6l5ent in my ohent'l! automobile fOI: whioh relief il! jlought, 
and numerou~ attempb to repair the vehlole have been un~uccejlllfui. The Jefect and non-conformity 
includes, but Ie not limited to: 

1. 	 Defective engine M evidence by the intermittent illumination of the CiheCik en~ine light and 
hesita.tlon on aocl!!leration; and 

2. 	 Any additional complaints made by our olient, whether or not they are contained in your 
oompany's reoorcl// or on any dealer repair ordel'll. 

The defect and non-conformity li8ted above oonstitute a /lub~iantial impa.lrment of the Ulle, value 
and/or ~afety of the whicle. Should you eleat to make II. final attempt to repair the defeat, pleMe oontact 
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me di~dtly within the next Sewn days. Because of the defee! and non-conformity, my client has 

justifiably lost oonfidenoe in the vehide. & one court has stated: 

For a majority of peoplo the purohll1l6 of a new ollr ill a major inve,tment, rationalil:ed by 

the pea.oe of mind that fioWJ from itl! dependability and lIafety. Onoe their faith is "haken, 

the vehicle 1011ell not only it. real value in their eyes, but become, an lntltrument whollo 

integrity i, "ub"tantiaily impaired and whotle operation ill fraught with apprehenllion. 

Zabrl,kle Ch.evrolet, Inc. v. Smith, 240 A.2d 195. 

Condernin~ the amount of grief a perBon must endure, one court expre8'sed the consumer's lameni 

in the following manner: 

There comes a time when enough is enoui/h - when an automobile purohaser, after hilving 

to take his <.lar into the shop for repairs an inordinate number of times md experiencing 

a.ll of the attendant inoonvanienoe, is entitled to say, "Thllt's all," and revoke, 

notwithstanding the repea.ted good fa.ith effOl-i8 to fix the ~ar. Rester y. Morrow. 491 
So.2d 204. 

My client'~ repair history clearly ~how~ there WIlIJ a breach of both written and. implied warranties: 

ha~ed. upon the generally accepted rule that an un/luocellllful effort to remedy defectll found 

to exi~t rende~ the warrlintor liable; the buyer ill not bound to allow him the opportunity 

or permit him to tinker with the article indefinitely in the hope tha.t it may ultimately be 

made to oomply with the warranty. KUle v. Chevrolet Motor Divisi9D, 581 P.2d 603. 

Therefore, you a.~ hereby notified that my dient is ~voking aooeptance of this vehicle. My client 

bae direoted me to demand the cmcellati9n of the oontraots and the return of an funds paid towardfl this 

vehide, inoluding any hade-in value given, all oolla.teral oharl/ei, finance dhargefl and incidental md 

consequential damallelf. 

Pleue be advbed that pUleuant to Unjform Commercial Code 8 2-711(3) my client hll.lI a ffOcurlty 

interest in the vehIcle for return of the amount/! depcribed above, plu. expen,ea in handling and in/lpeating 

the vehiole. Until you pay t6111 amount, my chent will hold the oar and u~e it to the extent nec(mary to 
prejlerve it, to protect the lIeourity interelJt, and to minimi!l;c your dama.ge/l. Moreover, my olient need" 

return of the moniell hated above before A .ubJltitute vehicle oen be acquired. In addition, any attempt hy 
YOll or your agents to repOllllell1! the oar will be wrongful a.nd may subject you to liability for convel'l!ion and 

for wrongful repOtiseSSion under Uniform Commercial Code 88 9-503 and 9-507, U well 411 any other 
applioable remedies. 

If the seller or, if appli~able, the lUll/ii/nee, or any creditor subject to the PTC Holder Rule has filed a 
financing lIta,tement covering the i/ootk, I clema.nJ, pursua.nt to Uniform Commerllial Code 8 9-404, that 

you file a termina.tion statement within ten (10) daYfI to termina.te your seourity interest, and forward a 

copy to me. Since my <llian! has revoked aoceptance, there is no outstanding I/eoured obligation. If you do 
not file a termina.tion fftatement within ten (10) days and cooperate in removing the lien, you may be 
liable under Uniform Commercial Code tl 9-404(1) in the amount of $100.00, plUff any lo,s caused to 
my chent by your failure to do so. 

To avoid any litigation, my client merely requests a refund for the defeotive vehicle, plu~ payment of 
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QUI: a.ttomeys' fee~ pUJ:~uant to the fee-ilhiftinQ provisions of !h6 State Lemon Law and the Federal 
Magnullon-Mosf Warranty Act, OUf attorneys' fees a.re minima.l at this stage and we would preie!: to 
rellolve thle matter without the need for any more time /!pent on our part or on the part of your attomeye. 
A great deal of time, money and effort could be eaved by all parties Involved with a qUick reeolution of this 
olaim. 

Accordingly, if you wish to r61'olve thh matter amicably, please feel frae to contact my office. If 
the matter has not been r~olved within fourteen (14) daye from the date of thi~ letter, a laWlluit will be 
fileJ. 

Andrew Rou 
Attorney at Law 

ARhd 
cc:   
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BHB 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 
AlJTO 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 AL10 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 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: 

• 	 Ovvned 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 
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• 	 Currently registered in Texas; and 
• 	 Purchased or leased in the United States and nonnally 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.• 
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 vVarrantyonlyif Ford orits 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 defectCs) in material or workmanship covered by the Ford New Vehicle Limited 
vVarranty was first reported to Ford or an authorized dea~r 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 defectCs); and 

• 	 The defect(s) substantially impairs the use, value, or safety of the vehicle to the 

reasonable consumer. 


Ford Texas 5/2006 
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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 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 5/2006 
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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 


• 	 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 x 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 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 AurO LINE. The customer 
will be responsible for turning over the vehicle with all of the original equipment, and 
""ithout 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 

PE13-003.4 000609LC



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 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 Texas 5/2006 
5 

PE13-003.4 000610LC



PE13-003.4 000611LC



Case Print Report 
Case Number CAS-2789433-P7W7RO 

Case Opened Date 7/10/201312:56 PM 

Case Closed Date 7/11/2013 

Case Status Resolved 

Case Last Modified 7/11/2013 4:07 PM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> FIN Assist Request> CCT Criteria 

Customer Name  

Customer Number

9TROVITA 

IRVINE CA 92620 

Email  

Dealer AutoNation Ford Tustin 

VIN 1 FMCU03G19K  

Year 2009 Make FORD 

Model ESCAPE Body Style U03 - XLT 4X2 4-DR 

Symptom 

Level 1 

Level 2 

Level 3 

Level 4 
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Case Print Report 
Case Number CAS-2789433-P7W7RO 

FordCRMAp~lJserAccount CRM 7/10/2013 12:58 PM 

Cust having issue with Throttle Body replacement 
Seeking financial assistance on repair 
Veh is at DLR now 

AutoNation Ford Lincoln Tustin 
2 Auto Center Dr 
Tustin, CA 92782 
(714) 832-3300 

I will escalate your case/request to our Ford Regional Customer Service Manager who works daily 
with your dealership's management team (his/her name is ........ ). The Ford Regional Customer 
Service Manager has access to all Ford resources and will use these resources to assist you and 
your dealership regarding your situation. The Ford Regional Customer Service Manager will receive 
the information you have just provided me and will do a thorough review on your behalf. You can 
expect a phone call from your Customer Service Manager within 2 business days. The case 
number that I have established for ~,?Hto~ayi~ CAS-XXXXXXX. 

Mark Johnson :7/11/2013 3:59 PM 

OBC to sla Lou @ 714-832-3300 and rec'd vIm in Service. OBC to cust @  and shared 
that I am waiting for feedback from the dlr as to repair cost so that I can take a position on financial 
assistance. I will call back on 7/11. OBC to s/a Lou @ 714-832-3300 and he said dlr will pay for labor 
if I will buy the part: R03179. Ln#A, Total repair cost: $350, Cust pay $0, Dlr pay $147. CLP $203, 
Approval Code M03Z5, Program code P11. Dlr is calling cust to share that the repair is being 
covered 100%. 
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Case Print Report 
Case Number CAS-2789433-P7W7RO 

Mark Johnson 7/11/20134:07 PM fmc_ closecase Close Case 

Mark Johnson 7/11/20134:07 PM fmc _ clpdecision .CLP Remedy 

Mark Johnson 7/11/20134:07 PM incidentresolution Case Resolution 
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NORMAN F. TAYLOR 425 WEST BROADWAY 
JOHN K. CICCARELLI SUITE 220 

GLENDALE, CA 91204 
TEL (818) 244-3905 
FAX (818) 244-6052 

August 20, 2013 

Ford Motor Company 

Chris Buss, Esq. '..
-w 

. Consumer Affairs-Litigation Prevention Dept. 	 C' 

(/'1P.O. Box 6248 	 -
(j)C::r:..Dearborn, MI 48121-6248 	 rr13' 

~ nrr. 
-:,1,~'N 

0\ .=J;':
Re:  A. VS. Ford Motor Company, et al. 	 Z-. 

::J::> "'-r-.

Vehicle: 2009 Ford Escape 	 \0 :;.'3
~..VIN: 1 FMCU03G19K  
\0 

Dear Ford Motor Company: 

Please be advised that Norman Taylor & Associates represent the interests of James 
 concerning his 2009 Ford Escape. In accordance with the Magnuson-Moss 

Warranty Act, 15 U.S.C.2310, you are hereby notified that my client is revoking acceptance of 
this vehicle. He has directed me to demand cancellation of all contracts related to or 
concerning the purchase of the subject vehicle and the return of all monies paid toward or 
owed on the subject vehicle, including any amounts paid or payable, down payment, all 
payments made, trade in value, and incidental and consequential damages. 

Pursuant to the Magnuson-Moss Warranty Act, 15 U.S.C. 2310 and in accordance with 
the Song-Beverly Consumer Warranty Act, California Civil Code Section 1790 et seq.,  

 hereby requests that you comply with Civ. Code §1793.2(d)(2) and §1794 based 
on the following facts: 

1. 	 The vehicle was purchased new on May 2, 2009 from Theodore Robins Ford in the City 
of Costa Mesa, California. The vehicle came with a warranty as defined in the Act. 

2. 	 The vehicle is not fit for the ordinary purposes for which it was sold, and has exhibited 
substantial nonconformities that have required repeated warranty repairs. The 
nonconformities include but are not necessarily limited to: 

• The car stalls out intermittently, on the average of once per month. It has done 
so in traffic, creating a dangerous situation. There have been three (3) unsuccessful 
repairs for this serious safety defect. 

3. 	 A reasonable opportunity to repair these non-conformities has taken place either directly 
or through agents. These nonconformities substantially impair the use, value and safety 
of this vehicle to . 
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 VS. Ford Motor Company, et al. 
August 20,2013 
Page 2 

Our client is entitled to full restitution under California Civ. Code § 1793.2(d)(2) and Civ. 
Code §1794 as well as under the Magnuson Moss Warranty Act 15 U.S.C. 2310 et seq., to 
date, as follows: 

Actual Damages to Date 
1. Amount Paid & Payable 
2. DMV Registration 
3. Car Rental Expense 
4. Towing Expense 
5. Repair Expense 
6. Add-on Expense 

Actual Damages 


$26,168.38 

$ TBD 
$ TBD 
$ TBD 
$ TBD 
$ TBD 
$26,168.38 


Our client will seek a civil penalty of twice the amount of their actual damages. 

Civil Penalty ................................ ...................................................$52,336.76. 


Accordingly, at trial, the damages sought will be approximately $78,505.14. 

In addition, our client is entitled to attorney fees and costs as provided in the statute. 
However, in the spirit of compromise and in the interest of settlement and to avoid protracted 
and unnecessary litigation,  hereby makes an offer to settle for $26,168.38 in 
actual damages, any and all incidental or consequential damages yet to be determined, plus 
$3,000.00 in attorney's fees, costs, and expenses. The vehicle will be returned to Theodore 
Robins Ford or Ford Motor Company. 

Once you have made the opportunity to review this matter, please advise us as to 
whether you wish to discuss settlement or defend. Please respond to this settlement demand 
no later than 30 days from the above date. Please do not communicate directly with our client 
with regard to this matter, and forward all communications to this office. 

Very truly yours, 

NORMAN TAYLOR & ASSOCIATES 
A Professional Law Cor~oration 

By: N~---
NFT:mr 
Enclosures: Notice of Lien 

Purchase Agreement 
Dept. of Motor Vehicle Registration 
Repair Orders 

cc:  
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~~__+-~~~_____ 

NORMANTAYLOR 

ASSOCIATES 

NORMAN F TAYLOR 425 WEST BROADWAY 
JOHN K CICCARELLI SUITE 220 

GLENDALE, CA 91204 
TEL (818) 244·3905 
FAX (818) 244-6052 

August 20, 2013 

NOTICE OF LIEN 


Re:  VS. Ford Motor Company, et al. 

TO ALL PARTIES AND THEIR ATTORNEYS OF RECORD: 

PLEASE TAKE NOTICE that Norman Taylor & Associates gives notice of a contractual 
lien for attorney fees against ANY recovery in this action by plaintiff  
Pursuant to California law, this lien is a priority lien. 

This Notice of Lien is filed pursuant to Hansen vs. Jacobsen, (1986) 186 Cal. App. 3d 
350, 356-357, which provides that filing a Notice of Lien in a pending action is a proper method 
to give notice of the lien to all parties and their attorneys. 

Any party or attorney for that party who, with knowledge of the lien (whether filed or 
not), distributes any funds to Plaintiff without first satisfying this lien may be held personally 
liable under theories including common counts, conversion, breach of fiduciary duty, etc. for 
the amount due under the lien pursuant to Siciliano VS. Fireman's Fund Insurance Co., (1976) 
62 Cal. App. 3d 745, 750-751, Kaiser Foundation Health Plan, Inc. VS. Aguiluz, (1996) 47 Cal. 
App. 4th 302, and Miller VS. Rau, (1963) 216 Cal. App. 2d 68. 

Very truly yours, 

Norman Taylor & Associates 
A professional~rporation 

I 
By: __ 

Norman F. Ta 

NFT:mr 
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CERTIFICATE OF TITLE VEHICLE HISTORY 

AUTOMOBILE 
YO 

VEHICLE ID NUMBi:R MODEL MAKE 

1fNCU03G1'K  200' fORD  
UNlADEN REGISTRATlON 


BODY TVI'!: MODEL AX WEIGHT FUEL TRANSFER DAlE FEES PAlO EXPIRATION DATE

UT ' G $242 05/08/2010 

VR 1ST 
SOLD ClASS 'VR MO EOUlPMT/TRUST NUMBER isSUE DATE 

2009 FL QS 0'80236 OS/22/09 
MOTORCYCLE ENGINE NUMBER OOOMETER DATE ODOMETER READlflG 

05/02/2009 16 MI 

ACTUAL MILEAGE 


IRVINE CA  

I certify (or declare) under penalty of perjury under 11113 laws oltha State 01 California that THE SIGNATURE(S) BELOW RELEASES 
INTEREST IN THE VEHICLE. 
_.~ _ •._._.. ._~._. )L._. 

REGISnu.TlOH VAUO fRQI.\ TYPE lICEl/SE HUMBER 
AUTO 05/08/2013 TO 05/08/2014 II 

0980236 
VEHlcte IOEN1IfICI<TlOH Nu~eER MAKE 

IFMCU03G19K FnDD 

eoOVTYPi UOllEl. "'i'\t l Yr. Model 


D.\~lUED "1Y;;;;?E;;::~";;-;'I.""1'1:h'~Sh~~~:=bJ::J,...l-. 2 0 0 2
fOTAl FEiS P"'O 

05/11/2013 120 $191 

3000 


R __ E

Go 
IW 
S N  
T e 
ER 
R 

E 

o 

l 

I 

E 
 R0069N l0092H 
o 
L 
o 0 143050120131440E 
R STATE OF CAUFORHIA 


DEPARTMENT OF MOTOR VEHICLES 

VALIDATED REGISTRATION CARD 

READ REVERSE SIDE • IMPORTANT INSTRUCTIONS 
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Dealer Number ~______ Contract Numb'lr _______ R.O.S.Number 20985562 Stock Number __9_6_0_2_3_6_5_ 

Buyer Name and Addres. 
(Including County and Zip Code) 

IRVINI:: 
ORANGt: 

CA  

Co-Buye, Name and Address 
(Induding County and Zip Code) 

Cred~or-Sellel (Name and Address) 

THEODORt:' ROSU-IS ~'ORO 
2060 HARBOR BLVD 
COS'l'A MESA CA 92627 

You. lIle Buyer (and eo.Buyer, ff any), may buy lIle vehicle belOW for cash or on credit. By signing this con1lllct, you choose 10 buy lIle vehicle on credit undel the 
agreements on !he frool and back of this con1IllCl You agree to pay the Creditor· Seller (sometimes "we' or 'us' In this oonUact) the Amount Financed and Finance 
Charge in U.S. funds according to the'payment schedule below. We wiR figure your finance charge on adailybasIs. The Trulh~n·Lending DiSclosures below are part 01 Ihls oonlract. 

r New Make 
Used Year and Model Odometer Vehicle Identification Numbe, 

I t'OROI NF.W 200 I::SCAPt: 16 1HnJ()D19K  

FEDERALTRUTH-iN·LENDING DISCLOSURES 
ANNUAL FINANCE Amount Total of TolalSale 

PERCENTAGE CHARGE Financed Payments Price 
RATE The (Jollar The amount 01 The amount you The tOlal cost 01 

Thecoslof amount the crodil provided will have paid a!tet your purchase on 
your credit as cred~will to you or you have made all crodH, Including 
II ,vaatly rale, costyou. on your behalf. payments as your down 

scheduled. pa~ntol 

23,668{e1I~ 
,500. 00 is 

N/A % $ WJ\ leI $ 23,663.38 $ :!b,16B.~) 

YOURPAYMENT SCHEDULE WIU. BE: 
(e) means Rrl'eSlirnale 

Number oIl'aymOnts: Amount 01 Payments: When Payments Are Due: 
One Paymenl of 23,668.36 
One Paymenlol N/A 

Payments Monthly, BogiMlng 

~A N/A Monthly, Beginning 
One Final Paymenl 

La!! Cllarge.1I paymm hmI re<eived inI\iIlWhIn 10 days ...~ is OJe, you vriI pay a~te dIarge 015% 01 !he part ollilapayment thai is lale. 
PrepaymenL " you pay 011 aD )'IlII' debt eady, you may be dlatged arrMImum finaIlce dIargiI. 
Seeurlly Inlertst. You ... ~aSllQJrl!yllJll!re$tin Ihe vetldebell1g~.
MdiUonal inlonnalJon: ee this 00!I11ad lor mote iIlIoonation inlolmalion aboot no~yment. defauI1, any required 
repayment In lui beIote lIle schedIIed dale. mirimum IInance dlarges, and seMIy fnIeresI. 

ITEMIZATION OFTliE AMOUNT FINANCED (Sener may l:eep part.' the amounts paid to olhers.) 
1, Total Cash PrIce 

A. Cash Price 01 Moto<Vehicle and Accessories $ 23i51 OO(A) 

I. Cash Price Vehicle S 23!5:l 00 
2. C.sh Price Accessories $ :t{!A 
3. O!her (NonllWlble) 

Describe $ NlA 
Describe $ WA 

B. Document Preparation Fee (not agovemmanlallee) $ 55. 00 [B) 

C. Smog Fee PaId 10 Seller S NlA (C) 

D. (Oplionaij Theft Delenent Device (to whom paid) $ 293.64(0) 
E. (Optional) theil Delerrent DEMce (10 whom paid) $ WA (E) 

F. (Optional) The« Deterrenl Device po whom paid) $ NlA If) 
G. (Oplialial) Surlace Protedlon Product (Io whom paid) $ WA (6) 

H. (Optional) SIlIface Protection Product (10 whom paid) $ WA (H) 

I. Salas Tax (on taxable ~ems in A through H) $ 2082.99(1) 

J. Optional DMY 8ecl1on1c FIling Fee $ 29.oo(J) 
K. (OplionaQ Service Conlract (10 whom paid) S WA (I<) 

L (Optional) Service Conlracl (to whom paid). L WA IL) 
M. (Optional) Service ConlJact (10 whom paid) S tVA (M) 

N. (OpUenal) Service Contract (to whom paid) S WA (101) 

O. (Optional) Service Conlmct (to whom pald) S WA (OJ 

P. Pr/ol Credit Or Le.sa Balance paid by Se.er to 
WAS (P) 

(sea dovmpaymant and lJatle<n calculalion) 
WAO. (OpIionaO Gap Con~act ~o whom paid) S (0)- , . ... ..., . . - WIll. ,~, 

Primary Use For Which Purchased 

!j(. personal, lamily or household 
o business or commercial 

STATEMENT OF INSURANCE 
NonCE. No pel>on is t1!<luired as acondition of linancing
the putdlase of amotoc\lelliele to purcheseornegotiateany 
insurance thtoIJ!1l aparticulatirlsuranca compan~ agent or 
broI<er. You ani no! required 10 buy any other insurance 10 
oblairl cre<liL Your decision to buy or no! buy olher insurance 
wll not be a factor In lho eredl approval pr"",ss. 

Vehicle Insurance 
Term 

You may 1Mlila physical damage insurance !hisoonlract requires 
(see bad<)'_ anyone )'!IU dioose who is acceptable 10 us. Yoo 
are nol r

Buyer 

ff any irIsitaIlO!l is d!ecked beloo, poicies or tortifcalliS from the 
namedlnslRllC8~"wild~ Ihe Ienns and cond.'Ii>ns. 

Application for Optional Credit Insurance 
o Credit ute: 0 Buyer 0 Co-iluyer 0 SOli! 
o Credit OlsallIDIy (B\lyer Only) 

Term Exp. Premium 
Credit Ulc NI!Mos. _ $_-7.WA,-::,
CredilDisabilily NI~OS.__ $_~~WA::,:.:."
Total Credit insurance Premiums $ __WAo.:.:.;;.....,(b;:L) 
In,urance Company Name _______ 

N/A 
HomeOlflC8 Address ________'" 

WA 
Credit life insurance and credit ci$abili~'urance are 001 
required 10 oIW1 cn!<ll.Your dodsion 10 Of not 00y Cledil 
I~e and credd <isabiily Insurance wil nol e a Iac!or in Ihe 
credit approval process. They V>iII not be provided IllIless )'!IU 
sign and agree 19 .pay lila ext", tO$I. Cre<ill~e losu",nce is 
base<! on yooc original pa)ment sdlc!dlie. This Insu",nce may 
nolpay aI you _on !hIS conltacl Hyou make Jato payments. 
Credit<isability insutancI! does no! COYer any increase" your
paymenl Of il!he lIUfI'II.ier.cl.payments. Covemge lor cred< fife 
llSurance and Nt 0SaDIIIy msurance ends on !he original
due dale lor !he las! payment untess a alfferenlletm lor the 
insurance is shooo alme. 
You are appl '09 IOf lIle credit insurance marked 

Ihal:(l)
reached your 65th au are Igible lor 
~~s~~~~:e.o~~!(~~~!.~orki~.~~e: 
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M. 	(OpUOIIaQSelVice CooItact (10 whom paldJ ________ __~~-
$ WI'. (N) 

$ WA (Id) 

N. 	 (Opliooal)SeIViceContract{towhompaid) __-;.;.~_ 


WI'.
O. (Qp!ional) S..w:a Contract (10 whom paid) 	 $ __-=..;;.;;....-e(0) 

P. 	 Prior CtOdil or Lease Balance pal<J by Seller 10 

WI'.
-------------------------------$----~~,(P) 

(.ea downpaymenl and !lade-In calculation) 
O. 	 (OpIJonal) Gap ConUacI (to whom paldl-________ $ WA (0) 


WA (R)
A. (Opllonal) Used Vehicle Cenllacl Cancellation 0pIi0ll Agre.menl 	 $---:72
S. OIher (10 whom paid) 	 $ WI'. (5) 

~-------------------------
Tolal C••hPrice (A through $) 	 $ 25917 • 63 (1) 

2. Amounts Paid to PubHe Officials 

A. ucensef •• s ES'f IMATEO 	 $ 154,OO(AJ 
B. RegislTationlTranslerFrdfing Fees 	 $ 88 00(8) 

C. Calilornia lire Fees 	 $ a 75fC)
D. Olhar ________________________ $. 	 WI>. (D) 

Total Official Fees (A through D) 	 $ ago 75 (2) 

3. 	Amounl Paid to InSurance Companies 
(Total premiums from Slalement of IllSOOlnce column a+b) $ WA (3) 

4. 0 Smog Cortlllcallon or 0 exemption Fee Paid 10 State $ WA (4) 
5. Subtotal (t through 4) $ 26168. 38 (5) 

6•..Total Downpayment 
A. 	 Agreedliade·rn Valuo Yr Make ______ $ WA (A) 


Model Odem ____________ 

~N__________________________ 

B. Lass Priot Credrt Or l~aoo Balance $ WA (8) 

C, NetTrade-ln (A less B)(mcate h negative number) $ WI'. (e) 


D. Deterred Downpayment 	 $ WA (0) 

E. ManufactUler's Rebale 	 $ 2500. Q9;E) 
F. Other 	 $ WA (F) 
G. Cash $ tVA (6) 

Tolal Oownpaym..,t (C throUgh G) $ 2500. 00 (S) 

~InegaiMl, erJIor_ on ine 6..s enter If1e amoon!tessillan zero ... po.!iIiw runte, on In, lP abo\'Ol,':l!J 


7. AmounIFlnance<l(Sless6) 	 t V'l: 23668.38(7) 

vreon: OtSaDIli)'tnSUfiUlC900tiS fXKClMIrany lOGfeaselO;wr 
payment orIn th.llUfI1ber of paymerJis. CIII'1lr.!ga lot credil I&! 
lllsuranee and Qed"~ disabiGty insurance ends on the original 
due dale lor 1ho last payment ool... a dilfemnllenn lor Ihe 
Insurance Is shown above. 
You are app!yiIlg ,lor the credit insurance marked 
aOOie. Your SIgrlature below means thai you agree 
lItat: (1) You ale not eligible for insurance ~ you have 
reached your 65IIt birtlKlay. (2) '!bu are eugible for 
disabifity IIlSUrance ooly ij you are working lor waQes 
or profit 30 hours a week or more on the Efleclwe 
Date. ~)Only the Primal}' Buyer is eligible lor 
disab~' insurance. DISABILITY INSURANCE MAY 
NOT C RCONDmONS FORWHICHYOU HAVE 
SEEN A DOCTOR OA CHIROPRACTOR IN THE 
LAST 6 MONnlS (Reier 10 'Tolal Disabililies Nol 
Covered" in your poficy for delails),
You wanl to buy the credit insur ee 

<>/c./O' 0 
Date Age 

OPTION: 0 You pay no finance charge n!he Amount Rnanced. item 1. Is paid in full on or before 

I wanl to buy a gap contract. 

Buyer Signs X N IA 

OPTIONAL SERVICE CONTRACT(S) You wanl to 
pordlas. the seNice coolract(s) written with the following

:"P"'1JI:;~~~tlf.:r.(~~t:3~'o."Drthecharge(S) 
lK Company MIA 
Term Mos.or Mlf~s 

lL Company WA 
Term N/A Mos.or N/A Miles 

1M Cempany WA 
Term MIA Mos.or MIA Miles 
lNCompeny WA 
Term. N/A MIlS. or N/A Miles 

10Company WA 
Term N/A Mas. or MIA Mil,s 

Buyer X N/A 

HOW THIS CONTRACT CAN BE CHANGEO. This 
contract contaln$lhe enllre agreement between you 
and us relaling \0 this contract. Any change to Ihe 
conUsct musl be In writing and both you and we 
musl sign

, Year __ •SELLER'S INITlALS 

THE MINIMUM PUBLIC UABILITY INSURANCE LIMITS PROVIDED IN LAW MUST BE MET BY EVERY PERSON YIMO PURCHASES A VEHICl.E. IF YOU ARE UNSURE WHETHER OR 
1I0TYOUR CURREIIT INSURANCE POlICYW1LL COVER YOUR NEI'ILY ACOUIREDVEHICLE IN THE EVENT OF AN ACCIDENT, YOU SHOUlO CONTACTYOUR INSURANCE ~,OENT. 

WARNIIIG; 
YOUR PReSEIIT POLICY MAY NOT COVER COLUSION DAMAGe OR MAY NOT PRO'tlDE"FOR FULL REPLACEMENT COSTS FOR THE VEHICLE BEING PURCIiASEO. IF YOU DO 

lISION DAMAGE MAY BE AVAILABLE TO YOU THROUGH YOUR II/SURA/ICE AGENT OR THROUGH n;E SEllI~G 
COVERAGE YOU OBTAIN THROUGH THE DEALER PROTECTS ONLY THE DEAlER. USUALtY UP TO THE AMOUNi OF 
SEEN REPOSSESSED AND SOLD. 

ON FULL COVERAGE THAT Wlll PROTECT YOU IN THE EVEIff OF LOSS OR OAMAGETO YOUR VEHICLE. YOU SHOULD CONTACTYOUA INSURANCE AGEIH. 
NDS TlIESE PUBUC UABILffY TERMS AND CONDITIONS. 

X 

Represen ns of Buyer: Seller has reHed OIllhe truIlt and accuracy of the informalion provided by you In connection wiIh lhe Trade-In Vehicle. You represenlthal you have 
given a payoff amount on the vehicle traded in. If the payoff amount is more lItan lite amount shown above in item 6B as "Prior Credil or Lease Balance; you must pay
Seller the ex~memand.lf the payoff amount is less than the amounl shown above In Item 6S as "Prior 9";«'or Lease Balance: Seller will refund the difference 10 you. 

Co-SoyerX 

saLEIIASS!STED10AH 

BUYBlIlAY BE I!£OOIIfO TO PI.EOO£ SECURIIY fOR 1l!£ lOAH, AHD 

WILL BE OBWJI!) RlBTlfE IHSIAI.IJIERT PATIffIIIS ON B01II1IIS 

RETAlLIHSI.wJIEHTSWlCONlRACT AIIl1llE lOAIL 

Pr"""ods of Loan from: _--,N",I,-"-A:......__-::-::-::: 
Amounl S ~FrnanceCharge $ ~ 
Total $ /.ItI1\ Payable In NIA 
installments 0/$ lilA $ ~ 
rrom this loan is shown in hem 60. 

AUTO BROKER FEE DISCLOSURE 
If this contract reflecls the retail sale of a 
new motor vehIcle, the sale Is not subject 
to a fee received by an autobroker from us 
unless the following box is checked: 

o Name of autobroker receiving fee, if 
applicable: 

N/A 
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I. Amount ~rn.ncN !~ less til 

SEllERASSiSIfl)LOAII 
BUYER IlAY IE REOOOIED TO FUDGE S£CUlIIY Rlft !liE LOAH, AIID 
\'ilU. BE OeUIATED FOR llIE IIISTAWIEHT PtoIEIITS 0Il1lO1H IHI$ 
RETAIlIlSTAU.IISIl'SALE CO/IlIIACTIIIDllIELOAIl 

Proceeds of loan From; _._-'N=/.!.A"-__-=-= 
Amount $ ~Flnanee Charge S ~ 
TofI!lS W1\ Payable In MIA 
installments 01 $ tVA.$ l¥A 
from tills loan is sIlown in item 60. 

\V'lji ..~....... ~(111 


AUTO BROKER FEE DISCLOSURE 
If this conlracl reOects the relall sale of a 
new motor vehicle, Ihe sale Is not subject 
to a fee received by an autobroker from us 
unless Ihe following box Is checked: 

o Name of autobroker receiving fee, If 
applicable: 

NIA 

lLGompany 4vn 

Term MIA Mos. or MIA Mias 
1M Company NJl\ 
Term N/A Mos. or N/A Miles 

IN Company NJl\ 
Term N/A Mos. or MIA M~.. 
10 Company ~ N,I.l\ 
Term N/A Mos. or MIA ~s 

Buyer X N/A 

HOW THIS CONTRACT CAN BE CHANGED. This 
contracl contains the entire agreement belwean you 
and us relating to this contmct. Any change 10 the 
contract mUSI be in writing and both you and we 

. muslsign

IBuyer Siun
. Co-Suye,' X 

OPTION: 0 Vou pay no finance charge jl the Amounl Financed, Hem 7. is paid in lull on or before •Vear __ •SEllER'S INIlIAlS _~...__ 

THE IAINlf.lUIA PtJBUC LIABilITY INSURANCE U~!lTS PROVIDED IN LAW MUST BE MET BY EVERY PERSOII WHO PURCHASES AVEHICLE. IF yoU ARE UNSURE WHETHER OR 
HOrvOUR CURRENT INSURANCE POUCYWILL COVER YOUR NEWLY ACQUIREDVEHICLE IN THE EVEIfl OF AN ACCIDEN1YOU SHOULD CONTACT YOUR INSUflANCE AGENT. . 

WARNUIG: . 
YOUR PRESENT POLICY MAY IIOT COVER COLLISION DAMAGE OR MAY IIOT PROVIDE FOR FULL REPLACEMENT COSTS FOR THE VEHICLE BEING PURCHASED. IF YOU 00 

NOT HAVE FULL COVERAGE, SUPPLEMENTAL COVERAGE FOR COlllSlON DAMAGE MAY BE AVAILABLE TO YOU THROUGH YOUR It/SURAlICE AGENT OR THROUGH THE SELLING 
DEALER. HOWEVER, UNLESS OTHERWISE SPECIFIED, TilE COVERAGE YOU OBTAIN THROUGH THE DEALER PROTECTS OIlLY THE DEALER. USUALLY UP TO THE AMOUIIT OF 
THE UNPAID BALANCE REMAINING AFTER THE VEHICLE HAS BeEN REPOSSESSED AlID SOLO. 

FOR AOVIC ON FULL COVERAGEiHAT WIll PROTECTYOU IN THE EVENT OF LOSS OR DAI.lAGETO YOUR VEHICLE, YOU SHOULD COllTACTYOUR IllSURAtlCE AGENT. 
STAtIDS THESE PUBLIC U!lBILITYTERMS AND CONDITIONS, 

X 

provided bvyou In connection with the Tmde·ln Vehlde. You represent Ihat you have 
n!he amount shOwn above In ltem 68 as ·Prior Credil or lease Balance," you must pay 

amount shown above in item 68 as "Prior N',qiI.or lease Balance,' Seller will refurd the difference III you. 
Co-Buyer XBuyer X 

Notice 10 bu r: (1) Do not sign this agreement before you read It or if il contains any blank spaces 10 be Oiled In. (2) You are enlllied to a complelely IIRed 
i reemen!. (3 You can epay the lull amounl due under Ihls agreement al any lime. (4) Ifyou default In Ihe performance ons 
u e repossessed and you may be subjecl to suitand liability lorthe unpaid Indebtedness evidenced 
If you have a complaInt t:OI!cemlng this sale. you should Iry 10 resolYe II wllh Ihe seUer. 
~r~f.:~~=~~~~ u=:':':::~::'f.ractlce. or methods by the seller may be referred 10 the city aUorney, the dTslrk:1 ,Horney. or an Invesllgalor for lhe Oepa~menl 

Alter this conllllelis s~ned. the setler may not chan the financing or payment terms unle$$. you agree Tn wrIU"; 10 111. change. You do nol he.. to agree 10 eny chango, 
. 

Co-Buyer Signature X _. 

The Annual ercentage Rate may be negotiable with the Seller. The Seller may assign this contract 
and retain I s right to receive a part of the Finance Charge. 

THERE IS NO COQUNG·OFF PERIOD UNLESS YOU OBTAIN ACONTRACT CANCELLATION OPTION 
CaNfomia law dou nol PfOI'Ide for a 'cooling-off' or oIher cancellation period lor vehicle sales. ThereloJe, you cannot later cancellhls 
conlracl simply because you change yoU! mind, dedde!he Yeltlde _100 muM, or wish yoo had aCQUIred adiflerenl vehlt:le. Aller you 
sign below, you tllay oriy canceilliis contractwilli !he agrtemenl 01 !heseDer 01101 Jegaf calise,sod! as laud. Homer, California law does 
requlre aseDer 10 ollera24ay conIracl cancellaliGn opIlon on used vehlc~ will! apurchase price of le$$l/ian $40,000, subjet:11o certain 
ilalulory conditions. ThIs conlract canceUaUon IIpIion uil80ltlll does nol apply 10 lhe sale 01 areaeationai vehlcfe, amoforcycle, oran 
o«.JllghWay molorveltlde 10 ldenlilicalkm \IIl~ lifornla law. See Il!nehicle conllaet cancthtion option agreemenl lor delais. 

05/02/2009 .
Dale CO-Buyer Signature X 

YOU AGREE TO THE TEfWS OF TtIS CONTRACT. YOU 
CONFIRM THAT BEFORE YOU SIGNED THIS CONTRACT, 
WE GAVE IT TO YOU, AND YOU WERE FREE TO TAKE IT 
AND REVlEI'IIT. YOU ACKIIOWlEOOE lIIAT YOU HAI"£ 
READ BOTH SIDES OFTHIS COHTIIACT,INClUDJlIG THE 
ARBITRA1lOII ClAUSE ON TI£ REVERSE SIDE, BEFORE 
SIGNING BelOW. YOU COIlfIRM lIIAT YOU R£CBVSl A 
C:OUPlmlY F1llEJ).lN COPYWIlEN YOU SIGHED IT. 

Dale ____ 
Co-Buyers and Other Ow rs - A co-buyllr is • person who is responsible for paying the entire debL An oIher owner is a person whoso name is on the k1le 10 the ....hicl. bul 
does nol haw 10 pay the bl The other owner agrees 10 lhe saclII'ity intereslln lI1e vehicle given 10 us in lhis COIlIrad. 

or e uaranfor a compel eopy 01 IhIs conlraol and guaranty al the 

'" Jl'lY an~ money owing
anilevenil Buyer has a 

IllO!I! lime 10 pay one or root. 
otherwise read\ a selliement 

Guaranlcrwaives nolice 01 aocepLlnceollhis Guatanly. no~ 01 lila Buyer's non-payme!ll. nonjlelfolmance. and del,uh; and RJIf~ 01 the amount owing al any time. and 01 any demands upon 1110 a,yer. 

GuarantorX ____________ 

Address 

Seller Signs 

0.10 ____ 

Oale 
(1.)/02.12009

ByX 

_ ____________ Oalo.____ 

Tille 

ORIGINAL UENHOLOER 
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1. FINANCE CHARGE AND PAYMENTS 
a. 	 How we will ligure Finance Charge. 'We wHl figure the 

Finance Charge on a daily basis at the Annual.Percentage 
Rate on the unpaid part of the Amount Financed. Creditor 
Seller may receive parI of the Finance Charge. 

b. 	 How we will apply payments. We may apply each 
payment to the earned and unpaid part of the Finance 
Charge. 10 the unpaid part of the Amount Financed and to 
other amounts you owe under this contract in any order we 
choose. . 

c. 	 How lale payments or early payments change what you 
must pay. We based Ihe Finance Charge, Total of 
Payments, and Tolal Sale Price shown on Ihe fronl on Ihe 
assumption thai you will make every payment on the day il 
is due. Your Finance Charge, Total of Payments, and Total 
Sale Price will be more il you pay late and less if you pay 
early. Changes may take the lorm of a larger or smaller final 
payment or, at our option, more or lewer paymenls 01 the 
same amount as your scheduled paymenl with a smaller 
final payment. We will send you a notice telling you about 
these changes before the final scheduled paymenl is due. 

d. 	 You may prepay. You may prepay aU or part 01 the unpaid 
part of the Amount Financed at any time. If you do so. you 
must pay the earned and unpaid part of the Finance Charge 
and all olher amounts due up 10 the dale of your payment. 
As of the date of your payment. II the minimum finance 
charge is greater than the earned Finance Charge. you may 
be charged the difference; the minimum finance charge is 
as follows; (1) $25 if the original Amount Financed does not 
exceed $1,000, (2) $50 if Ihe original Amounl Financed Is 
more than $1,000 bul not more Ihan $2.000. or (3) $75 if the 
original Amount Financed is more than $2,000. 

2. YOUR OTHER PROMISES TO US 
a. 	 If the vehicle Is damaged, destroyed, or missing. You 

agree to pay us all you owe under Ihis contract even lithe 
vehicle is damaged. destroyed. or missing. 

GAP LIABILITY NOTICE 
In lIle event of theft or damage to your vehicle Ihat results In a 
lotalloss, there may be a gap between lIle amount you owe 
under IIlls contract and lIle proceeds ot your insurance 
settlement and deductible. THIS CONTRACT PROVIDES 
THAT YOU ARE LIABLE FOR THE GAP AMOUNT. An optional 
gap contract (debt cancellation contract) for coverage 01 the 
gap amount may be oHared for an additional charge. 

b. 	 Using the vehicle, you "gree not to remove the vehicle 
Irom the U.S. or Canada, or 10 sell. rent. lease, or transfer 
any interest In the vehicle or this contract withoul our wrinen 
permission. You agree not to expose the vehicle to misuse, 
seizure, confiscation. or involuntary transfer. " we pay any 
repair bills. storage bills, taxes. flnes. or charges on the 
vehicle. you agree to repay the amount when we ask for it. 

c. 	 Security Interest. 
You give us a security Interest in; 

The vehicle and all paris or goods installed on it; 
All money or goods received (proceeds) for the vehicle; 
All insurance, maintenance, service. or other conlracts 
we finance for you; and 
All proceeds lrom insurance. maintenance. service, or 
otner contracts we finance for you. This includes any 
refunds of premiums or charges from the contracts. 

This secures payment of aU you owe on Ihis conlract.U also 
secures your other agreements in this contract as the law 
anows. You will make sure lhe title shOWS our securily 
Interest (lien) in the vehicle. 

d. 	 Insurance you must have on the vehIcle. 
You agree to have physical damage insurance covering toss 
of or damage to Ihe vehicle for the term of Ihis contract. The 
insurance must cover our interest in Ihe vehicle. If you do not 
have Ihis insurance, we may, if we choose. buy physical 
damage insurance. If we decide 10 buy physical damage 
insurance, we may either buy insurance Ihat covers your 
interest and our interest in the vehicle, or buy insurance that 
covers only our inlerest. If we buy either type of insurance. 
we win lell you which type and the charge you must pay. The 
charge will be the premium for the Insurance and a finance 
charge equal to the Annual Percentage Rale shown on the 

f. 	 We will sell the vehicle II you do not get It back. If you do not 
redeem. we will sell the vehicle. We will send yoU' a wrilteo notice 
of sale before seiling the vehicle. 
We 'will apply the money from the sale. less allowed expenses. 10 
the amount you owe. Allowed expenses are expenses we pay as 
a direct result 01 laking the vehicle. holding II, preparing it for sale, 
and selilng il. Attorney lees and courl costs the law parmits are 
also allowed expenses. If any money is left (surplus), we will pay 
it 10 you unless the law requires us 10 pay it to someone else. 1/ 
money from Ihe sale is not enough to pay the amount you owe, 
you must pay Ihe rest to us. If you do not pay this amounl when 
we ask. we may charge you interest at the Annual Percentage 
Rate shown on the face of this conlract, nollo exceed Ihe highest 
rate permitted by law, until you pay. 

g. 	 Whal we may do about optional Insurance, maintenance, 
service, or other contracts. This contract may contain charges 
for opllonal Insurance, maintenance, service, or other contracls. 
If we demand that you pay all you owe at once or we repossess 
the vehicle. we may claim benefits under these contracts and 
cancel them to obtain refunds of unearned charges 10 reduce 
what you owe or repair. the vehicle. If the vehicle is a lotalloss 
because it is confiscated. damaged. or stolen. we may claim 
benefits under these contracts and cancel them to obtain refunds 
of unearned charges 10 reduce what you owe. 

4. 	 WARRANTIES SELLER DISCLAIMS 
If you do not get a written warranty, and the Seller does not 
enter into a service contract within 90 days from the dale of 
this contract, the Saller makes no warranties, express or 
implied, on the vehicle, and there will be no implied 
warranties of merchantability or of fitness for a particular 
purpose. 
This provision does not affecl any warranties covering Ihe vehicle 
Ihat the vehicle manufacturer may provide. II the Seller has sold 
you a certified used vehicle, the warranty of merchanlability is nol 
disclaimed. 

5. 	 Used Car Buyers Guide. The Information you see on the 
window form for this vehicle is part of this contract. 
Information on the window form overrides any conlrary 
provisions in the contract of sale. 
Spanish Translation: Gula para compradores de vehiculos 
usados. La Informacion que va en el formula rio de la 
ventanllla para este vehiculo torma parte del presente 
contrato. La Intormaclon del lormularlo de la venlanilla deja 
sin efecto toda dlsposicion en contrarfo contenida en el 
contralo de venia. 

6. 	 Applicable Law 
Federal law and California law apply to Ihis contracl. If any pari of 
this contract is not valid. all olher paris stay valid. We may delay 
or refrain from enforcing any of our rights under this contract 
withoul losing Ihem. For example. we may exlend the time for 
making some payments wllhout extending the time for making 
others. 

7. 	 Warranties of Buyer. You promise you have given true 
and correct information in your application for credil, and you have 
no knowledge that will make that information untrue in the future. 
We have relied on the truth and accuracy of that information in 
entering inlo this contract. Upon request, you will provide us with 
documents and other information necessary to verify any item 
contained In your credit application. 

You waive the provisions of Calif. Vehicle Code Section 1808.21 and 
authori~e the California Deparlment of Motor Vehicles 10 furnish your 
residence address to us. 

CREDIT DISABILITY INSURANCE NOTICE 

CLAIM PROCEDURE 


If you become disabled. you must tell us right away. (You are advised 

to send Ihis information to the same address to which you are normally 

required to send your payments, unless a dlfferenl address or 

telephone number is given 10 you in writing by us as the location where 

we would like to be nolifled.) We will tell you where to get claim forms. 

You must send in the completed form to the insurance company as 

eonn 1:)(.' noc:c:iklo 1:),.",rl toU f I(! ~C!' c,(V'\n 00 \1....1. A,... 
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ARBITRATION CLAUSE 

PLEASE REVIEW -IMPORTANT - AFFECTS YOUR LEGAL RIGHTS 


1, EITHER YOU OR WE MAY CHOOSE TO HAVE ANY DISPUTE BETWEEN US DECIDED BY ARBITRATION AND NOT IN COURT OR BY JURYTRIAL, 

2, 	 IF A DISPUTE IS ARBITRATED. YOU WILL GIVE UP YOUR RIGHT TO PARTICIPATE AS A CLASS REPRESENTATIVE OR CLASS MEMBER ON ANY 

CLASS CLAIM YOU MAY HAVE AGAINST US INCLUDING ANY RIGHT TO CLASS ARBITRATION OR ANY CONSOLIDATION OF INDIVIDUAL 
ARBITRATIONS. . 

3. 	 DISCOVERY AND RIGHTS TO APPEAL IN ARBtTRATION ARE GENERALLY MORE LIMITED THAN IN A LAWSUIT, AND OTHER RIGHTS THATYOU 
AND WE WOULD HAVE IN COURT MAY NOT BE AVAILABLE IN ARBITRATION. . 

Any claim or dispute, whether in contract, tort, statute or otherwise (Including the inlerpretatlon and scope of Ihis ArbHralion Clause, and the arbitrability 
of the claim or dispute), between you and us or our employees, agents, successors or asslllns, which arises ouf 01 or relates to your credit application, 
purchase or condition of this vehicle, this conlract or any resulting transaction or relationship (Including any such relationship with third parties who do 
not sign thIs contract} shall, at your or our election, be resolved by neulral, binding arbitration and not by a court action.1r lederallaw provides thai a claim 
or dispute is not subject to binding arbitration, this Arbitration Clause shall not apply to such claim or dispule. Any claim or dispute IS to be arbitrated by 
a single arbitrator on an indMdual basis and not as a class action. You expressly waive any right you may have to arbitrate a class acfion. You may choose 
one of the following arbitration organizations and ils applicable rules: the National Arbitration Forum, BOl( 50191, Minneapolis, MN 55405·0191 ~ 
forym,com), the American Arbitration Association, 335 Madison Ave., Floor 10, New York, NY 10017·4605 (www.adr.org), or any other organization that 

• 	 ••• •••••••• ••••••••• ••~", .. _.' ",.~,. __ _... •• _,. to .. _ ••' __ .,~... ____ ___ I __ U~ __ L •• ___ Ji _ _ <>t _ _ ..... _ _ -"-U__ *~ __ _____ :__,;1 ____ .,:_a:__ ....~ ~,. ~# ~ ~ 	 :~ 

interest arid our interest In the'vehlcle, or buy insurance'lliat 
covers only our interest. If we buy either type of insurance, 
we will tell you which type and the charge you must pay, The 
charge will be the premium for the insurance and a finance 
charge equal to the Annual Percentage Rale shown on the 
front of Ihis contract or, at our option, the highest rate the law 
permits. I! the vehicle is lost or damaged, you agree that we 
may use any insurance seHlement to reduce what you owe 
or repair the vehicle. 

e. 	 What happens 10 returned insurance, maintenance, 
service. or other contract charges. If we get a refund of 
insurance, maintenance, servioe. or other contract charges, 
you agree that we may subtract the refund from what you 

IFYOU PAY LATE OR BREAK YOUR OTHER PROMISES 
a. 	 You may owe late charges. You will pay a late charge on 

each lale payment as shown on the front. Acceptance of a 
late payment or late charge does not excuse your late 
payment or mean that you may keep making late payments. 
11 you pay late, we may also take the sleps described below, 

b. 	 You may have to pay all you owe at once. II you break 
your promises (defauft), we may demand thaI you pay all 
you owe on this contract at once, subject to any right the law 
gives you 10 reinstate this contract, 
Default means; 

You do not pay any payment on time; 

You give false, incomplete, or misleading information on 

a credit applicaUon: 

You start a proceeding in bankruptcy or one is started 

against you or your property; 

The vehicle Is losl, damaged or destroyed; or 

You break any agreements in this contract. 


The amount you will owe will be the unpaid part 01 Ihe 
Amount Financed plus the earned and unpaid part of the 
Finance Charge, any late charges, and any amounts due 
because you defaulted. 

c. 	 You may have to pay collection costs. You will pay our 
reasonable cosls to collect what you owe,lncluding aHorney 
fees, court costs, collection agency fees, and fees paid for 
other reasonable collection efforts. You agree to pay a charge nol 
10 exceed $15 if any check you give to us is dishonored, 

d, 	 We may take the vehicle from you. If you default, we may 
take (repossess) the vehicle from you if we do so peacefully 
and the law allows It. If your vehicle has an electronic 
tracking device, you agree that we may use the device to 
find the vehicle. If we take the vehicle, any accessories, 
eqUipment, and replacement parts will stay with the vehicle. 
If any personal Items are in the vehicle, we may store them 
for you at your expense. 11 you do not ask for these lIems 
back, we may dispose of them as the law allows. 

e. 	 How you can get the vehicle back If we take it, If we 
repossess the vehicle, you may pay to gel il back (redeem). 
You may redeem the vehiCle by paying all you owe, or you 
may have the right 10 reinstate this contract and redeem the 
vehicle by paying past due payments and any late charges, 
providing proof of insurance, anellor taking other action to 
cure the delault. We will provide you ail notices required bY 
law to tell you when and how much to pay anellor what 
action you must take to redeem the vehicle. 

lU stlnu trll~ UHunuallUIl \0 me satne aoure~ lO wmun you are normallY 
required to send your payments, unless a different address or 
tetephone number is given to you in writing bY us as the location where 
we would like to be notified.) We will tell you where to get claim forms. 
You must send in the completed form to the insurance company as 
soon as possible and tell us as soon as' you do. 
I! your disability insurence covers all of your missed payment(s), WE 
CANNOT TRY TO COLLECT WHAT YOU OWE OR FORECLOSE 
UPON OR REPOSSESS ANY COLLATERAL UNTIL THREE 
CALENDAR MONTHS AFTER your first mIssed payment is due or 
until the insurance company pays or rejects your claim, whichever 
comes firs!. We can, however, try to collect, foreclose, or repossess II 
you have any money due and owing us or are otherwise in defaul' 
when your disability claim is made or if a senior mortgage or lien holder 
is foreclosing. 
If the insurance company pays the claim within the three calendar 
months, we musl accept the money as though you paid on time. If the 
insurance company rejects the claim within the three calendar months 
or accepts the claim within the three calendar months on a parlial 
disability and pays less than for a total disability, you will have 35 days 
from the date thai the rejecUon or the acceptance of the partial 
disability claim is sent to pay past due payments, or the difference 
between the past due paymenls and what the insurance company 
pays for the partial disability, plus late charges. You can contact us, and 
we will tell you how much you owe. After that lime, we can take action 
to collect or foreclose or repossess any collateral you may have given. 
If the insurance company accepts your claim but requires that you 
send in additional forms to remain eligible for continued payments, you 
should send in these completed additional forms no later than 
required. If you do not send in these forms on time, the insurance 
company may stop paying, and we will then be able to take action to 
collect or foreclose or repossess any collateral you may have given. 

Seller's Right to Cancel 
a. 	 Seller agrees to deliver the vehicle to you on the date this contract 

is signed bY Seller and you. You understand that Umay take a lew 
days for Seller to verify your credit and assign the contract. You agree 
tllat nSeller·is unable 10 assign the contracl to anyone of Ihe 
financial institutions with whom Seller regularly does business under 
an assignment acceptable to Seller, Seller may cancel the contracl. 

b. 	 Seller shall give you written notice (or in any other manner in which 
actual nolice is given to you) within 10 days of Ihe date this contract 
is signed If Seller elects to cancel. Upon receipt 01 such notice, you 
must immediately return the vehicle to Seller in the same condition 
as when sold, reasonable wear and tear excepled. Seller must give 
back 10 you all consideration received by Seller, including any trade· 
in vehicle. 

c. 	 II you do not Immediately return the vehicle, you shall be liable for all 
expenses incurred bY Seller in laking tlle vehicle from you. including 
reasonable aHorney's fees. 

d. 	 \'Jhile the vehicle is in your possession, all terms of the contract. 
including those relating to use .of the vehicle and insurance for the 
vehicle, shall be in full force and you shall assume all risk of loss or 
damage to the vehicle, You must pay all reasonable costs for repair 
of any damage to the vehicle until the vehicle is returned to Seller. 
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c. 	 You may have to pay collection costs. You will pay our 
reasonable costs to collecl whal you owe. including aHorney 
fees. court costs, collecUon agency fees, and lees paid tor 
other reasonable colleclion efforls. You agree to pay a charge not 
to exceed $1511 any check you give 10 us is dishonored. 

d. 	 We may take the vehicle from you. If you default, we may 
take (repossess) the vehicle from you if we do so peacefully 
and the law allows it. II your vehicle has an electronic 
tracking device, you agree that we may use the device to 
find the vehicle. If we lake the vehicle. any accessories, 
equipment, and replacement parts will stay with the vehicle. 
II any personal items are in the vehicle, we may store them 
for you at your expense. If you do not ask for these items 
back, we may dispose of them as the law allows. 

e. 	 How you can get the vehiCle back II we take II. If we 
repossess the vehicle, you may pay to get it back (redeem). 
You may redeem the vehicle by paying all you owe, or you 
may have the right to reinstate this contract and redeem the 
vehicle by paying past due payments and any late charges, 
providing proof of insurance, andlor taking other action to 
cure the defaull. We will provide you all notices required by 
law to teli you when and how much to pay andlor what 
action you must take to redeem the vehicle. 

that il Seller is unable to assign the contract to anyone o( the 
nnancial institutions with whom Seller regularly does business under 
an assignment acceptable to Sener. Seller may cancel the contract. 

b. 	 Seifer shall give you wriHen notice (or in any other manner in which 
actual notice is given to you) wilhln 10 days of the date this contracl 
is signed il Setler elecls to cancel. Upon receipt of such notice, you 
must immediately return the vehicle to SeUer in the same condition 
as when sold, reasonable wear and tear excepted. SeIfer must give 
back to you all consideration received by Seller, including any trade
in vehicle. 

c. 	 II you do not immediately return the vehicle, you shall be liable lor all 
expenses incurred by Seller in laking the vehicle Irom you. including 
reasonable al\orney's lees. 

d. 	 While the vehicle is in your possession, all terms of the contract, 
including those relating to use 5lf the vejlicle and insurance lor the 
vehicle, shall be in fuillorce and you shall assume all risk of loss or 
damage to the vehicle. You must pay all reasonable costs for repair 
01 any damage to the vehicle until the vehicle is returned to Seller. 

ARBtTRATlON CLAUSE 

PLEASE REVIEW· IMPORTANT· AFFECTS YOUR LEGAL RIGHTS 


1. 	 EITHER YOU OR WE MAY CHOOSE TO HAVE ANY DISPUTE BETWEEN US DECIDED BY ARBlmATlON AND NOTIN COURT OR BY JURymlAL 
2. 	 IF A DISPUTE IS ARBITRATED, YOU WILL GIVE UP YOUR RIGHT10 PARTICIPATE AS A CLASS REPRESENTATIVE OR CLASS MEMBER ON ANY 

CLASS CLAIM YOU MAY HAVE AGAINST US INCLUDING ANY RIGHT 10 CLASS ARBITRATION OR ANY CONSOLIDATION OF INDIVIDUAL 
ARBITRATIONS. 

3. 	 DISCOVERY AND RIGHTS 10 APPEAL IN ARBITRATION ARE GENERALLY MORE LIMITED THAN IN A LAWSUIT, AND OTHER RIGHTS THATYOU 
AND WE WOULD HAVE IN COURT MAY NOT BE AVAILABLE IN ARBITRATION. . 

Any claim or dispule, whether in contract, tort, statute or otherwise (including the interpretation and scope 01 this Arbitration Clause, and the arbilrability
01 the claim or dispute), between you and us or our employees, agents. successors or assigns. which arises out of or relates to your credit application, 
purchase or condition of this vehicle, this contract or any resulting transaction or relationship (including any such relationship with third parties wilo do 
not sign this contract) shall, at your or our election, be resolved by neufral, binding arbitration and not by a court action. If lederallaw provides that a claim 
or dispute is not subject to binding arbitration, this Arbitration Clause shall not apply to such claim or dispute. Any claim or dispute Is to be arbitrated by 
a single arbitrator on an individual basis and not as a class action. You expressly waive any right you may have to arbitrate a class action. You may choose 
one of the following arbitration organizations and its applicable rules: the National ArbHration Forum, Box 50191, Minneapolis, MN 55405·0191 ~ 
~, the American Arbitration Association, 335 Madison Ave., Floor 10, New York. NY 10017-4605 {wwwadLorg). or any other organization that 
you may choose subject to our approval. You may get a copy 01 the rules of these orgenizations by conlachng the arbitration organization or visiting its 
website. 
Arbitrators shalt be attorneys or rellred judges and shall be selected pursuant to the applicable rules. The arbllrator shall apply governing substantive law 
in making an award. The arbit . shall be conducted In the federal district in which you reside unless the Creditor-Selier is a party to the claim 
or dispute, in which case the e held in the federal district where this contract was executed. We will advance your fiRng, administration, 
service or case management f arbitrator or hearing fee all up to a maximum 01 $2500. which may be reimbursed by decision 01 the arbitralor 
at the arbitrator's discretion. Each party shall be responsible for its own attorney, expert and other fees. unless awarded by the arbitrator under applicable 
law. If the chosen arbitration organization's rules confifct with this Arbitration Clause, then the provisions of this Arbftration Clause shall control. The 
arbitrator's award shall be final and binding on all parties. except that in the evcnttha arbitrato(s award lor a party is $0 or against a party is in excess of 
$100,000, or includes an award of injunctive relief against a party, that party may request a new arbitration under the rules 01 the arbitration organization 
by a three·arbitrator panel. The appeallng party requesting new arbitration shall be responsible for the filing fee and other arbitration costs subject to a 
final determination by the arbitrators of a lair apportionment of costs. Any arbitration under this Arbitration Clause shall be governed by the Federal 
Arbitration Act (9 U.S.C. § 1 et. seq.) and not by any slate law concerning arbitration. 
You and we retain any rights to sell·help remedies. such as repossession. You and we retain the right to seek remedies in smatl claims court lor dispules 
or claims within that court's jurisdiction, unless such action is transferred, removed or appealed to a different court. Neither you nor we waive the right to 
arbitrate by using self-help remedies or filing suil. Any court having jurisdiction may enter judgment on the arbitrator's award. This Arbitration Clause shall 
survive any termination, payoff or transler of this contract. II any parI of this Arbitralion Clause, other than waivers 01 class action rights. is deemed or 
found to be unenforceable for any reason, the remainder shall remain enforceable. If a waiver of class action rights is deemed or found to be unenforceable 
lor any reason in a case in which class action allegations have been made, the remainder of this Arbitration Clause shall be unenlorceable. 

NOTICE: ANY HOLDER OFTHIS CONSUMER CREDIT CONTRACT IS SUBJECT TO ALL CLAIMS AND DEFENSES WHICH 
THE DEBTOR COULD ASSERT AGAINST THE SELLER OF GOODS OR SERVICES OBTAINED PURSUANT HERETO OR 
WITH THE PROCEEDS HEREOF. RECOVERY HEREUNDER BY THE DEBTOR SHALL NOT EXCEED AMOUNTS PAID BY 
THE DEBTOR HEREUNDER. 
The preceding NOTICE applies only If the "personal, family or household" box in the "Primary Use for Which Purchased" section 
of this contract is cheeked. In all other cases, Buyer will not assert against any subsequent holder or assignee of this contract any 
claims or defenses the Buyer (debtor) may have against the Seller, or against the manufacturer 01 the vehicle or equipment obtained 
under this contract 

Seller assigns its inlerestln this contract to (Assignee) al (address) 

uruler Iho larms of Sallefs agreement(s) wifh Assignee. 

U Assigned with recourse 0 Assigned without rllC()lJlSO 0 Assigned with limited lecoorse 

Seier By TlU. 

Form No. 553-CA·ARS 5108 
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CUSTOMER #: 5890416 Poweroo Ford281315 
of Tustin

*INVOICE* 
#2 AUTO CENTER DR.. TUSTIN, CA 92782 

(714) 832-3300DUPLICATE 1 
www.powerdirect.comIRV, CA PAGE 1 

HOME: CON
BUS: CELL: SERVICE ADVISOR: 9231 WILLIAM LYMAN 

COLOR 

09 FORD ES CAPE 1FMCU03G19K  31296/31296 T9419 
·DELDATE ··.•··•• •. ··f>ROMI$EO ..••.. '. ·p.oNo.< .••.. j.,RATI':''':.FfAYr\ilENT. ..... INV:.DATE 

1 1 NOVll Dr 11NOV201 17:00 03JUN13 CASH 05JUN13 
.•, '. RO.'OF'ENED· .•:. " ...•·'READY ." OPTIONS: DLR:05414 ENG:3.0 Liter DURATEC 

08:53 01JUN13 14:28 05JUN13 
LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 
A cj S· ENGINK.WILL 'STALL INTERMITENTLY;· .ONGE· P.ER..lVlON'J.1FFb~'SO;;:C:K·FO:R. 

CODES, CK P..ND ADVISE 
CAUS:E ::,:': ~. :. 

ENOOI Cis ENGINE WILL STALL INTERMITENTLY, ONCE 
PERJiTONTH ..ORBO; . CKFORCODES I CKANPADV:t.S~> 

9313 ~lF (N/C) 
9U5.Z:k9C9l!j*.FLVALVE ASY 

90000 EVAPORATIVE EMISSIONS SYSTEM STATIC 
PRESSURE .LEAK. TEST- DIAGNOSISt'.... 

9313 WF (N/C) 
900001 EVAPOR..ZI.TIVEEMISSIONS SYSTEIvI LEAK TEST':': 

DIAGNOSIS - L 
9313WF (N/C) 

900002 EVAPORATIVE Er'4ISSIONS SYSTEM 
DIAGNOSI$b.:::::C :'. 

9313 WF 
1265002 2 

VALVE - REPLACE . .. 
(90047/SQ@.i5/QD2S:9/SG:2'71!9'J4S'i) .. 

9313 WF (N/C) 
FC: }~99PART#: .CCHJNT: ' .. 
CLAIM TYPE: 

.•·AuTHCODE:··· 
00769 

PARTS:.·. ... ... O.;OD.tAi30R:> ·O'.iO.O:: ... Oi'~E~.;.O.OOTbTAt~~:rN.t<;A: . ·0; 00 
CUSTOMER PAY DEDUCTIBLE FOR LINE A 76.22 

3129Ei.. 9313-90dbp;:"bEi4f.Slb66b.i.6.4', .90bOb2 ·O·.l·~·· 12656D22'b~~5:VER:tFY:·· 
THE CONCERN. HOOK UP TO IDS. EEC TEST OBTAIN CODE P0457. PERFORM EVAP 
TEST F.l\IL .PRESSBRtZEDWHICLE FAIL. HOOK<UP TO SfildKE!'M.,2\CHl:NE FOUND 
PURGE VALVE LEAKING . REMOVED A.1\l1) REPLACED PURGE VALVE. RETEST EVAP 
PASS. RETEST OK.' 

**************************************************** 
BMUr.;TI/PQ:i:N]'V$.ijI:QLE,I:1'Il:8.Pr,;C.i':r:QN.A.lJTflOkI::'tSQB¥ ·¢U$t()ME:tt;·.T$~E:1;tiR~.SStHtE •• · 

(N/C) 

RE-TEST 

VAP0~~Kt~Tl.\GEM:Ei:,j"T ·'W!lii.¥Ej;;111;clXNJ;'$ill$~H?;QRGE 
. . 

\P:'.',,:,,'?:ii/:' 

(N/C) 

RFADINGS'. RF LP RR LR~. ~  .. 
, .."..: ..:.... 

HIt «.\I>..:...... TOTA~S .•...•B.A.R. #AG126349 
ALL PARTS INSTALLED ARE NEW LABOR AMOUNT E.P.A. #CAOOOO195214 STORE HOURS UNLeSS SPECIFIED OTHERWISE. 

PARTS AMOUNT ALL NEW REPLACEMENT PARTS MON.-FR!.
AND LABOR HAVE A LIMITED GAS, Oil. tuBE 
WARRANTY FOR 12.000 MILES'"I aCknowledge notice 2nd oroSI approyal of 7:00 A.M. TO 7:00 P.M. SUBLET AMOUNT OR 12 MONTHS. WHICHEVER 

COMES FIRST. 


an incriase in rhe original c.stim.:!tcd price." 
MISC. CHARGES SATURDAY 
TOTAL CHARGES 

~signature Of Initiafs) 7:00 A.M. TO 5:00 P.M. 
lESS INSURANCEPLEASE SEE IMPORTANT INFORMATION 

"8.,. Iii'.'\' you may choose aoe:rher f3ciiiry to ON REVERSE SIDE. SALES TAX pefform any needed repairs 01 adjustments 
c:: .....which the smog check {est jr.df~ate$ are 

PLEASE PAYn6ct:!ssarv.~ \.
THIS AMOUNT ....X 

CUSTOMER SIGNATURE 

CUSTOMER COPY 
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CUSTOMER #: 5890416 
281315 Powero~Ford 

of Tustin *INVOICE* 
#2 AUTO CENTER DR.. TUSTIN, CA 92782 

1714) 832-3300DUPLICATE 1 
www.powerdirect.comIRV, CA  PAGE 2 

HOME: CONT
BUS: CELL SERVICE ADVISOR: 9231 WILLIAM LYMAL\1 
.• < . COLOR • YEAR. \ . rv'ti!.KE/MQDEL .' ..__ 

09 FORD ESCAPE 1FMCU03G19K  31296/31296 T9419 
DEL DATE PROD, DATEWARR .. EXp, 

11 NOV11 I>b 11NOV201 17: 00 03JUN13 CASH 05JUN13 
8.0; OPENED .·••·.·.1;' .·..·'READy: OPTIONS; DLR: 05414 ENG: 3.0 Liter DURATEC 

08 :.53 01JUN13 14: 28 05JUN13 
LINE OPCODE TECH TYPE HOURS NET TOTAL 

:','MULTI'""A r4ULTI:-.E!OTNTVEijICLE INSPECTJ.ON AUTHORIZED, 
BY CUSTOMER, TIRE PRESSURE READINGS: 

. RF " tsF RR 
9313 CF -~---~-- 0.00 0.00 

GBATT BltTTERY CHECKED J1.ND OK' AT THIS TIlVIE 
9313 CF 0.00 0.00 

GTIRE cgECKEDTlRES OK 7/32 OR GREATER 
9313 CF 0.00 0.00 

·GBK·CHECKED13I51\KESOK 
9313 CF 0.00 0.00 

PJ1..RTS: "0.00 LM.OR: 0.00 OTHER: . o.ob ··TO'tAt. :tiNE'S: 0.00 
**************************************************** 

C* * REP!<OGRAL"1 PCMlI:.ND CLEAN T;.-BODY 
ENG01 REPROGRAM·PCIVl AND CLEA..I\T T-BODY 

9313 }O.F .... 
1 10431 INTAKE CLEJ1.NER 

pp...RTS : 3. 95 .,', rwJl.3:Q&~r· Pf i9~!l·2;;odW:. 'QfrBEg'i 
31296 9313- 1.5 CLE1L~ THROTTLE BODY 
STALLING CONCERN; {;'Wr '",;,': $;,'., 

EST: 127.98 01Ju~13 08:53 SA; 9231 

A-~D REPROG~1 PCM 
·Vi',.:;;.«{;·· 

**************************************************** 

192;00 
3.95 

.195;95 

EST :.106.06 
CONTACT: 

EST:.2'98:,q6·· 

·10:50 ·S.b::.9231 

CONT}\.CT: JIM 

,'.'. . 

THANK YOU FOR YOUR BUSINESS. IF YOU ARE NOT 
·\Zq~lPLE:TE.Ei.Y'S*~tS:F::tE;DEQRr~.B.E!\;'$()N; .CONTACT 
SERVICE DIREC~OR KEVIN BEGANE-

BAR. #AG126349 1:::,·.;.·5~s¢RlprioN: )i::-:I.., TOtALS 
c.P.A. #CAOOOO195214 ALL PARTS INSTALLED ARE NEW STORE HOURS LABOR AMOUNT 

UNLESS SPECIFIED OTHERWISE. 
ALL NEW REPLACEMENT PARTS MON.-FRI. 

PARTS AMOUNT 
AND LABOR HAVE A LIMITED GAS, OIL, LUBE 

..t ackno'·.rledge notice end ora! approval of WARRANTY FOR 12,000 MILES 7:00 A.M. TO 7:00 P.M . 
ao increase ir. the origin21 estim,tw prieR ... OR 12 MONTHS, WHICHEVER SUBLET AMOUNT 

COMES FIRST. SATURDAY MISC. CHARGES 

isignatura or InHi2lsJ 7:00 A.M. TO 5:00 P.M. TOTAL CHARGES 

PLEASE SEe IMPORTANT INFORMATION LESS INSURANCE 
RBv 1<1\": \,OU may choose anO(hef fa,;iilitv to ON REVERSE SIDE. 

SALES TAX perferm any needed repairs or adju,Stments 
'NniCh the smog check test inri.cates atEl 

PLEASE PAY oe.::vssarv.
X THiS AMOUNT "':,;: 
CUSTOMER SIGNATURE 

CUSTOMER COpy 

PE13-003.4 000629LC
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CUSTOMER #: 5890416 
281315 Powero. Ford· 

of Tustin*I:N-VOICE* 
il2 AUTO CENTER DR. . TUSTIN. CA 92782 

(714) 832-3300DUPLICATE 1 www.powerdirect.comIRV, CA PAGE 3 
HOME: CON
BUS' CELL SERVICE ADVISOR' 9231 NILLIAM- LYMAN

COLOR YEAR 

09 

MAKE/MoDEL 

FORD ESCAPE 

. VIN. 

1FMCU03G19K  

',LICeN$E .MICEAGE'INIOIJr •...... TAG 

31296/31296 T9419 
.... OELiDATE PRGD. DATE W.Aj;lR.EXP .•. PRO.MISED. 

... 
·,.,~.·PQJ\jO ••.' ~ I: . R}l.'rE", , P~YIv1ENT . INV·DATE·.. 

11NOV11 Dr 11NOV201 17:00 03JUN13 CASH 05JUN13 
R.O. OPE:NED< .••.•.. ···.REAQY ••.. OPTIONS: DLR:05414 ENG:3.0 Liter DURATEC 

08:53 01JUN13 14:28 05JUN13 - ~ 

- -

LIST TOT-l\L 

o 32. 
.'" ·6iisf:RiP,r.iQff•....•.. .... rOTAL$BAR. #AG126349 

ALL PARTS INSTALLED ARE NEW LASOR AMOUNT 192.00E.P.A. #CAOOOO195214 STORE HOURSUNLESS SPECIFIED OTHERWISE. 

ALL NEW REPLACEMENT PARTS 
 PARTS AMOUNT 3.95MON.-FR!'
AND LABOR HAVE A LIMITED GAS. OIL. LUBe 0.00
WARRANTY FOR , 2.000 MILES" ack>to...·Jledge nOlfco and oral approval .of 7:00 A.M. TO 7:00 P.M. SUBLET AMOUNT 0.00OR 12 MONTHS. WHICHEVER!1 ;nCt!l8se in the original estim;:Hsd price." 1--
COMES FIRST. MISC. CHARGESSATURDAY 76.22 

TOTAL CHARGES 272.17
(sl~natvrc; Of ir.itialsl 7:00 A.M. TO 5:00 P.M. 

LESS INSURANCE 0.00--- PLEASE SEE IMPORTANT INFORMATION 
ON REVERSE SIDE. 

Perrcrm ;!I".y needed repairs Of l1diu5tments 
By law yeu may choose another faci1J1,. to 

SALES TAX 0.32 
\ ~/hich the smog check laSt IndiCates are .: ..{' ....PLEASE PAY 

X 
nEC£SSary." 

THIS AMOUNT : ..'c..~ 272;49 
CUSTOMER SIGNATURE 

CUSTOMER COPY 

PE13-003.4 000630LC
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CUSTOMER #: 5890416 AutoNa.tlono.283179 
AutoNation Ford Tustin* INVOICE* 

#2 AUTO CENTER DR•. TUSTIN, CA 92782 
(714) 832·3300

www.autonation.comIRV, CA  PAGE 1 
HOME: CON
BUS: CELL LOUIE DEMARCO 

. LiC;ENSE'MIISEAGE IN lOUT TAG 

33257 33257 T8776 

17:00 120uL13 ~~SH 
OPTIONS: DLR:05414 ENG:3.0 Liter DURATEC 

12:43 08JUL13 14:05 12JUL13 
LINE OPCODE TECH TYPE HOURS LIST NET 

12JUL13 

TOTAL 

12650D EEC SYSTEM DIAGNOSIS 
¥N:}~:[i:;;;;Ag~·~'::\@@:;)iS??~'$f~;t.M~~iW.:f):~:b<;YJc;'j '::'·"ii-:'.;}··::.'f!:;:·· .: •..:..•.•.•.•..•. , . ):(NIC)' 

(N/C) .1 DS7Z*9E926*D THROTTLE BODY AND MOTOR ASY 
tNP¥%:'~~~t~:~o)5.4i~W&~@1:t?¥S'~M'··::';WtiIAGNb$TICrp'I:N.~o±NT ,TEST 

,,': ·:~T:!;tl;j'i~!:ng.n';;WF'··' .. " .:.' 
INTAKE - REPLACE 

.(N/C) 
1265 ops 0 P:I:D,gE,c:O?PER/MONI~C>R

' (N/C) . 

8954 WF (N/C) 


PARTS: 0.00 LABOR: 0.00 OTHER: 0.00 TOTAL LINE A: 0.00 
;i$,;~~$..o;M,;w~'0w'f:t$:aQ'P¥':!\;.s.'9.~;rj;;a:':/W):}:EE;C>TES.'r··.·PTQ.·P2:1il ;,·••.'i'RR.O)?TLE·· " 
ACTUATOR STUCK. CHECKED OASIS, NO MESSAGES FOR THIS CONCERN. PERFORMED 

;}g)$)li?,Q:w~j!::.{i'~s:wHlPvi::ERQ&.:?J!l¢$ri.)lf~~P·; •• i;;MQNt:ifQREb..·.·.l?F.;'pA$·::A.:Ntr;:THROT,TtE·:·;1?~']E·· 
POSITION PIDS. NO FAULTS. FOUND THROTTLE ACTUATOR FAULTY. REPLACED 

;w}ffii¢T:':!1P:E;;#B.QPX)ig:$$,~¢£g¢M;,[i1$.r1QR,&:;!RP@LtES.'I'$&M.:ct):i;SAF!,TE~iREP.AIRS",· 
VEHICLE NEVER STALLED. RPM STAYED WITHIN DESIRED RANGE AT ALL TIMES. NO 
:.f.tIRr~E~(:~Atj$T$.,r!·~R.:E§:E)N'tPA.t:i?H:t$ . '.. 

**************************************************** 

99P MULTI POINT INSPECTION 

...;..•.,.:'. t6t~LS: ........
..•..••.• :6~SC~IPTI6N.: .):~]:BAR. #AG126349 

ALL PARTS INSTALLED ARE NEW LABOR AMOUNTE.P.A. #CAOOOO195214 STORE HOURSUNLESS SPECIFIED OTHERWISE. 

ALL NEW REPLACEMENT PARTS 
 PARTS AMOUNT MON.-FRI.AND LABOR HAVE A LIMITED GAS, OIL. LUBE
WARRANTY FOR 12.000 MILES'" acknowledge notice and oral approval of 7:00 A.M. TO 7:00 P.M. SUBLET AMOUNT 
COMES FIRST. 

an {n<::tease in the original estimated price." OR 12 MONTHS. WHICHEVER 

MISC. CHARGES SATURDAY 
TOTAL CHARGES (signature or Inltla/sl 7:00 A.M. TO 5:00 P.M. 
LESS INSURANCE 

"'By btll you may choose 3nothGf facility to 
PLEASE SEE IMPORTANT INFORMATION 

ON REVERSE SIDE. 
perfcrm any needed repairs Or adjustments SALES lAX 
"'Jhieh the smog check Test indicates are ',;necessary." PLEASE PAY 

.....•••••..•••• ,> :.'X THIS AMOUNT ,.. <:.. 
CUST0 /~ER SIGNATURE 

CUSTOMER COPY 
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CUSTOMER #: 5890416 
283179 AutoNatlono~ 

AutoNation Ford Tustin *INVOICE* 
#2 AUTO CENTER DR.. TUSTIN. CA 92782 

(714) 832·3300
www.autonation.comIRV, CA PAGE 2 

HOME: CON
BUS: CELL: SERVICE ADVISOR: 8533 LOUIE DEMARCO 

LINE OPCODE TECH TYPE HOURS LIST NET TOTAL 
:·;·:~i'!: ;':;ii :::;,.,•... ,. ·".'S·9:s;"rr.;:':.·<.•::' €F":.(.U':;"·"··· ,.,. ','.:'.'''''';<' . .,.: ...:;; .... ·.~:U .. ·.()O D.OO 

BATTERY CHECKED AND OK AT THIS TIME 

.".'}'~"''''(t:\'~.,,~.'''' 'XE.'~F.i::/~'<:'·;'WKi)AKE/MQ·f)t;i'::'Vr·r •.,)"7>,. .. «{ C.:: :,: '<"j ::,' 1I<;:ENl:\n:\I'<ifjilltE~'GE1N tau I TAG 

WHITE 09 FORD ESCAPE lFMCU03G19K   33257/33257 T8776 
',:; ;PJ:E;'b;4-JE{>' ;P,RlJ[ho~trj: t.wA'RR~;~EXf?(['n~<: i{. ;):;: .. (:. ii:;:>,)'eQillQ1{U h RA1~)/{WA:YMEN:[i . .'. INV:: DATE. ".' .. '•... 

11Novl1 Dr 11NOV201 17:00 12JUL13 CASH 12JUL13 
t.aib.O:RENED.i:; I:'>: .·,/REAOY:,.1;·"." OPTIONS: DLR:05414 ENG:3.0 Liter DURATEC 

22:43 08JUL13 14:05 22JUL13 

.'#·Qsiib.iP.¢.'{!. 0.00 0.00 
GBK CHECKED BRAKES OK 

C** THE WORKS MOTORCR~FT OIL& FILTER CHANGE 5 QTS ONLY ROTATE TIRES 
.·;i'c'· ?'C.,;;~;:;tN:$EE¢:t,'.:B~~$tJ.?NSE:'EiC'iiF:tLTERSlhlsPECT (13RAkES:CK' . BEI)rs;jtiiffi,··; 

HOSES TOP OFF FLUIDS INSPECT TIRES SOME VEHICLES EXTRA 
.< ' ;.:. ;WbE::K§'TfiE;WOR'K.s::~M6T6~eAAfT OIL&F:J:tTER;CHANGE(S. ;..'. . ::.... 

ALL PARTS INSTALLED ARE NEWE.P.A. #CA0000195214 STORE HOURS LABOAAMOUNT 20.05
UNLESS SPECIFIED OTHERWISE. 

___________---1 ALL NEW REPLACEMENT PARTS MON.-FR!' PARTS AMOUNT 28.06 
AND LABOR HAVE A LIMITED 

WARRANTY FOR 12.000 MILES 
 ~GA~S~.~O~IL~.~LU~B~E~____t-__~__~O~.~o~o~____ 
OR 12 MONTHS, WHICHEVER 7:00 A.M. TO 7:00 P.M. SUBLET AMOUNT 0 . 00 
COMES FIRST. SATURDAY MISC. CHARGES 0.00 

7:00 A.M. TO 5:00 P.M. TOTAL CHARGES 48.11 
----------------1 PLEASE SEE IMPORTANT INFORMATION LESS INSURANCE 0 00 

ONLY ROTATE TIRES INSPECT BRAKES INSPECT 

B.A.A. #AG126349 

"By I.w you may choose another f.cility to ON REVERSE SIDE. • 
~eh1~~m'ha;Ys,::~~6~:~f·~r:slorjn",Ji~~~~e~;: r-----______...J...___________+S~A~L:!:.ES~TA::.:X~____+---,____~~2.,.;.,11!J6L_"..__ 
necessa:y." PLEASE PAY 

X THIS AMOUNT 
CUSTOMER SIGNATURE 

CUSTOMER COpy 
...••.-....•.- ......•. --.................-•.. -..................................................._.........................................._ ..................• 
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2831795890416 AutoNatlono~ 
AutoNation Ford TustinWORKORDER 

#2 AUTO CENTER DR.. TUSTIN, CA 92782 
(714) 832-3300IRV, CA PAGE 1 

www.autonation.com 

HOME; CONT
BUS: CELL SERVICE ADVISOR: 8533 DEMARCO,LOUIE 

WHITE 09 FORD ESCAPE 1FMCU03G19K  33257/ T8776 
>' Dr:;LDATE PROD. DATE WARR.EXP. PROMISED PO NO. . '.: RAT!:,;} 

11NOV11 Dr.; IlNOV20lj. 17: 00 08JUL13 CASH 
___R_•..;;.O_,O-,._PE_N_E_D__+-_~--,--Rc.;.EA;.c.:;;..DY~__-"1·;" OPTIONS; DLR: 05414 ENG: 3. O_Liter_DURATEC 

08JUL2013 12;43 
LINE.OP CODE TECH ... TYPE DESCRIPTIONS/INSTRUCTIONS 
#1;t\4:':;D.$;O;<1:'F:/.::':·(JqS'PpMEl~)~S"RETtmNED.· BEC1>.:q$;Et:w;r:tJ:W:·iS:'iD~1ir.:/~QfiII;PN'@XW();:~:;i··· '," 

STOP AND DOES RESTART CK AND REPORT 

99P CF 


FOR ANY REASON, CONTACT 

KEv:r;mM:§f3:G@JE.. 

TECH :! TECH, NO TECH !I ~. TeCH. NO PRELIMINARY ESTIMATE $LAST 4 ' SOC, SEC. ;;; LAST 4 ' soc, SEC. 

CUSl~ CONCEfiN CODE 

I I I 
"'U5T, CONCERN COOC" 

J J J AUTHORIZED BY X 

OP:;RAnON ilMe CONOITION OFEAAnON liME CONDITION REVISED DATE TIME BY 
ESTIMATE (1) 

REVISED 
ESTIMATE (21 

TECH ~ TECH. NO TECH II nCH_NO REVISEDLAST 4· soc, SEC. LAST (. ~ soc. SEC. 
ESTIMATE (3) 

CU5T. CONCERN COD~ 

I I I 
UST. CONCERN CODE 

J I I I HEREBY ACKNOWLEDGE THAT I WAS NOTIFIED & GAVE ORAL APPROVAL 
OF THE ABOVE REVISED ESnMATES; 

OPE;;ATIOI': TIME CONOIT1OH (lPE:v.nOti TIME CONCITION X 
CustC"eJt SIGU.t1lJIi~ 

\-Ul:>..lUMER C -./.A.R. #AG126349
.OF 

E.P.A. #CAOOOO195214 

PE13-003.4 000633LC
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TECH ~ TECH. 1'10 TECH # TECH. NO PRELIMINARY ESTIMA TE .~LAST 4 ~ SOC. SEC. LAST .4 • SOC. SEC, 

eU$T. CONCERN eCOE 

J I J 
UST. CONCERN CODE 

I I ! AUTHORIZED BY X 

OPERATION TIME CONOiTION OPERAT~ON ffME CONOlTiON REVISED DATE TIME BY 
ESTIMATE (1) 

REVISED 
ESTIMATE (2) 

TeCH" TtCH. NO T£CH ::: TECH, NO 
REVISEDLAST", • soc. sec. LAST 4 • soc. SEC, 
ESTIMATE (3) 

CUST. CONCERN COOE 

I I j 
UST. CONCERN COOE 

I I I I HEREBY ACKNOWLEDGE THAT I WAS NOTIFIED & GAVE ORAL APPROVAL 
OF THE ABOVE REVISED ESTIMATES: 

OPERATION TIME COHomON OPERATION ilJ.AE CONDITION X 
CU$.TOM.!!/'t SIG-'fA-TUAE 

JMER 
CopY'.A.R. #AG126349 E.P.A. ItCAOOOO195214 

.... Vi;>.J. 
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Denmark, South Carolina 

January 22,2013 

Steve Bardell 
Legal Analyst-OGC Product Claims 
Post Office Box 70 
Dearborn, Michigan 48121-0070 

Re: Throttle problem-20lO Ford Escape (lFMCUODG6AK  

Dear Mr. Bardell: 

In reference to your letter dated December 10, 2010, I don't believe you fully understood just what 
actually took place. My car lost total power and I was attempting to get off the road when this car 
came up from behind on my right causing a collision. Thankfully, no one was hurt. The police 
came, ofcourse, and wrote up the incident thus causing the insurance companies to get involved. I 
followed the instructions of the law and called my insurance, State Fann, who instructed me to get 
an estimate of the damage to my car so repairs could be made. I then called Jim Hudson Ford in 
Lexington, S. c., where I purchased the car and have had all my service completed by them. I 
asked the service repainnan about towing the car to Lexington because I feared the car would lose 
total power again and a worse accident might happen. The repainnan said he would call a tow 
service for me which was done promptly. I also asked the repainnan if there was anyone there that 
I could discuss this problem with but he told me no. He said I would have to contact the company 
which prompted my call to you. 

The next day, my car was towed to Jim Hudson Ford in Lexington, S. C, where the throttle 
#DS7Z-9E926-A was replaced at a cost of$171.68. The towing cost was $217.00. Thankfully I 
had an extended warranty to cover the price of the throttle which by rights was Fords problem 
anyway. 

Enclosed please find a copy ofthe accident report, the invoice from Jim Hudson Ford for the 
throttle repair (labor), and towing expense. As of this date, January 22, I have not had the repairs 
done to the exterior ofthe car. 

I am asking that you consider paying my insurance company, State Fann, for damages done to the 
other car involved, refunding expenses for all repairs done to my car which would be $272.64, and 
the $500.00 deductible on my insurance. I do not believe that I am asking for more than which is 
fair, due to the fact that the cause for this expense was a Ford product issue. 

I will be expecting a reply from you within fifteen days at which time I will seek further counsel. 

Thank you for your immediate attention to this issue. I can be reached at 1-803-793-1676 if you 
have further questions. 

PE13-003.4 000636LC
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Ford Product Claims 
Office of the General Counsel PO Box 70 

Dearborn, MI 48121-0070 

December 10, 2012 

RE: 2010 Escape 
Denmark, SC  1FMCUODG6AK

Incident date: 11/20/2012 

Dear  

Customer satisfaction is one of the primary objectives of Ford Motor Company and we 
make every attempt to ensure that our owners are satisfied. We recognize the importance 
of retaining your confidence in us after purchase. We understand that you have turned 
this matter over to your insurance company. Unfortunately, we are unable to offer 
assistance beyond that covered by your insurance policy. Your insurance claim deductible 
is a function of your insurance policy coverage. Ford is unable to consider a demand for 
additional settlement on the same loss. Therefore, we must respectfully decline your 
request for compensation regarding your vehicle. Your insurance carrier may file a 
subrogation claim with Ford Motor Company if they choose to do so. Ford proposes no 
further action. 

We encourage you to address any vehicle concerns with your local Ford dealer of choice. If 
you wish to make a claim for additional losses, please contact me in writing at the above 
address or fax number below and include a copy of this letter. 

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 other repairs you believe are related to 
this incident, such repairs may net be performed until after Ford Motor C.)mpany has 
conducted an inspection that may include the removal and testing of any component part 
that you claim is defective. In the event you decide to repair the vehicle and pursue action, 
you have a legal obligation to retain any component part that you claim is defective. 

Thank you for giving us the opportunity to review your concern. 

Respectfully yours, 

1/lud!A
Steve Bardell 
Legal Analyst . OGC Product Claims 
fax 866-782-3280 
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JIM HUDSON CARS OF LEXINGTON, S~C. LLC dba 

1201 W. Main St. 
LEXINGTON, S.C. 29072 9't

(803) 359-4114 
Service Direct Line (803) 951-8199 <aD 

I\CNISOR TAG NO. lNVOICE DATE INVOICE NO.CUSTOMER NO. 

JONATHAN KEY42891 11/21/12 FOCS71170 
~------------------------------------tt~"B~onAn.AAm"E~----'L~ICENSENO. CO~WNR~--------~Sro~C~K~OO~.------~ 

 57 ,43B GOLD/ DB010
YEAR I MAKE I MODEL RY DATE DEUVERY MILES

10/FORD TRUCK/ESCAPE/4DR FWD XLT 10/06/10 16,151
DENMARK, SC VEHICLE 1.0. NO. SELLING DEALER NO. ; PRo.DUCTION DATE 

1 FMC U 0 0 G 6 A K  B0107B . 03/16/10 
F. T. E. NO. P. 0. NO. R.o. DATE 

11/21/12 
COMMENTSRES BUS1NESS PHONE 

 MO: 5743 
JO 4 CHARGES- - - - - - - - - - - - - - - - _. - - - - - •• - - - - -_ ••• - - - - - _•• -. - - - - _•••••• - - - _.••••• - - -. - _•• - - ••. - _. DISCLAIMER OF WARRANTIES 

THE ONLY. WARRANTIES. IF .ANY APPLYING TO 
THESE PARTS. AND FOR SERVICES ARE THOSE 
OFFERED BY THE MANUFACTURER. THE SELLER 

LABOR - -- •• - ••• - - -- • - - • -- •• - • -•• - • - - - •••••• - - - - ••••••• - - - ••••••• -- •• - ••••...••'••• - . 

MISC···· ·CODE······· ·DESCRIPTlON·········· •.•••• -' _••..•••.•• - -.·CONTROL NO········
HEREBY ~PRESSLY DISCLAIMS ALL WARRAN· JOB *A ES COMPLIANCE COST RECOVERY 2.00 
TIES. EITHFR EXPRESS OR IMPLIED. INCLUDING JOB *A SS SHOP SUPPLIES 10.76 ANY IMPLIED WARRANTIES OF MERCHANTABILITY TOTAL ~ MISC 12.76 
OR FITNESS FOR A PARTICULAR PURPOSE. AND 
THE SELLER NEITHER ASSUMES NOR AUTHOR· COMMENTS· •.•••••..••.••.••••••••• '••.•••••••••.• - •••••. -.- •• -.- •• ;- •••• - -. - - - - • - • - •• - • 
IZES AN'(OTHER PERSON TO ASSUME FOR IT TOW IN . ANY LIABILITY IN CONNECTION WITH THE SALE 

AUTHI 36732141B OF THESE PARTS ANDIOR SERVICES. BUYER 
AMI 297.39 SHALL NOT SE ENTIThi::D TO RECOVER FROM 

SELLER ANY CONSEQUENTIAL DAMAGES. DA~ 
TOTALS· - - - - - ••••••.•• - •.•• • • -- ~ •••.•••. , -, '••••'•.• '.' " • "'. - ••• ' • , ••. ~ ....; .. - .•• • , , •••• , •••••••.•••.• AGES TP. PROPERTY, DAMAGES FOR LOSS OF 

USE, LOl;)S .OF TIME •. LOSS OF PROFiTs. OR 
INCOME, 'OR ANY OTHERINCII;>ENTAL DAMAGES. ****************11 '" "'" II II 11************************* TOTAL LABOR; ••. 153.69 

TOTAL PARrS ••.• 174.37 TERMS: CASH UNLESS ARRANGEMENTS MADE.* * * [] CASH [ ] CHECK CK NO. [ ] * TOTAL SUBLET. .. 217 .00 
TOTALG.O~G •. ~. 0.00* * 

: [] VISA (] MASTERCARD DISCOVER. : TOTAtMISCCHG. 12.76M 
TOTAL.MISC DISC ·297.39

* [] AHER XPRESS [] OTHER [ICHARGE * TOTAl TAXi. .. : . 12.21 . ** 
272.64 

THANK..YOU FOR YOOR B~SlNESS!! 

COSfOHERSrGNAJORE 

PARTS & SERVICE HOURS 

MONDAY: FRIDAY 
7:30 A.M. TO 6:00 P.M. 

SATURDAY 
7:30 A.M. TO 3:00 P.M. 

Thank you! 
CUSTOMER COPY [ END OF INVOICE 1 05:05pm 
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JIM HUDSON CARS OF LEXIN(;lT.ON, ~;C. LLC dba 

1201 W. Main St.V- b 
LEXINGTON, S.C. 29072 

(803) 359-4114 
Service Direct Line (803) 951-8199 <aD> 

ADVISOR iNVOICE DATE INVOICE NO.CUSTOMER NO. 

JONATHAN KEY42891 11/21/12 FOCS71170 
LABOR RATE L S

I TAG NO. 

  
 

4DR FWD XLT 10/06/10 16,151
DENMARK, SC VEHiCLE 1.0. NO. SELLING DEALER NO. PRODUCTION DATE 

1 FMC U 0 0 G 6 A K  801078 03/16/10 
F.T. E. NO. P. O. NO. R.O.DATE 

11/21/12 
HO"-N""E-------,,"'BU"'SI""NE""'SS""'P""HO"'N""E----+.C=OMMEN=TSo----------L--------··· 

MO: 5743 
JOB/I 1 CHARGES······································································· ~ ...•.•..• DISCLAIMER OF WARRANTIES 

nlE ONLY WARRANTIES. IF ANY APPLYING TO LABOR···················································· ..................... ~ ... . 

nlESE PAFffS, AND FOR SERVICES ARE THOSE JI# 1 10FOZ DRIVEABILITY UNITS: 1.50 TECH(S);516 138.69 
OFFERED BY THE MANUFACTURER. nlE SELLERCUSTOMER STATES VEHICLE LOST POWER. PEDAL UNRESPONSIVE. 
HEREBY EXPRESSLY DISCLAIMS ALL WARRANCHECK ENGINE LIGHT. ~ENCH LIGHT ON 
TIES. EITHER EXPRESS OR IMPLIED, INCLUDING ids·test.po2111 replaced t·body ANY IMPLIED WARRANTIES OF MERCHANTABILITY reset kam roadtest OR FITNESS FOR A PARTICULAR PURPOSE, AND 
THE SELLER NElnlER ASSUMES NOR AUTHOR·PARTS· .....QTY .. ·Fp· NUMBER··· ..••••..... ·DESCRIPTION: ..•••.•.. ~ •••....•• ·UNIT PRICE· IZES ANY OTHER PERSON TO ASSUME FOR IT 

1 DS7Z·9E926·A THROTIL 111.68 171.68 ANY LIABILITY IN CONNECTION Wlnl THE SALE 
TOTAL· PARTS 171.68 OF nlESE PARTS AND/OR SERVICES. BUYER 

SHALL NOT BE ENTITLED TO RECOVER FROM 
SELLER ANY CONSEQUENTIAL DAMAGES. DAM· SUBLET·····PO#········VEND INV#·INV.DATE·DESCRIPTION·······················c ...... . 
AGES TO PROPERTY. DAMAGES FOR LOSS OF 71170 44691 11121112 TOW BILL 217.00 
USE, LOSS OF TIME, LOSS OF PROFITS, OR 
INCOME, OR ANY OTHER INCIDENTAL DAMAGES. 

TOTAL • SUBLET 217.00 

MISC······CODE········DESCRIPTION··········,········~···········CONTROl:NO········· TERMS: CASH UNLESS ARRANGEMENTS MADE. 
EW JMA EXTENDED WARRANTY 71170 ·297.39 

,TOTAL MISe 7297.39 

JOB/I 1 TOTALS··.·····················,···················· .,-. .•.••...•••• 

LABOR 138.69 

PARTS 171.68 

SUBLETi .217 .00 

MISC -297.39 


•...•..••..•••• c·-······· .. ' '7~7' :;:,':' ........ ~"7~'" • 

0.00 

JOB# 1 JOURNAL PREFIX., FqCS ~ ..'.~TOTAL 229.98 

JOB# 2 CHARGES·" - _••.....•.... _ 

lABOR· ..."" ...•• " .~.' •••. 7 ' ••• , •••••• , - .................. . 


JI# 2 99FOZ099P;, MULTI POINT INSP .' UNITS: 
PARTS & SERVICE HO.URSPERFORMHULTI·POINT INSPECTION 

COMPLETE 
MONDAY - FRIDAY

JOB# 2 TOTALS···· - ...• 7.....•••... _•••.•••.•.. ~ ...........'•...•••.•..••••• 
 7:30 A.M. TO. 6:00 P.M. 

SATURDAYJOB# 2 JOURNAL PREFIX FOCS JOB# 2 TOTAL 0.00
'" JOB# 3 CHARGES·· ............................................. ~ ..• ~ .. ~ ......................... . 
 7:30 AM. TO. 3:00 P.M. 

~ LABOR············· .. ··· .... ····· .... ··········· .....· .. ······~ .. · .................... . 

~ JI# 3+51FOZ06 TAILLIGHTS UNITS:. TECH(S) :516 . 15.00 
~ CUSTOMER STATES REPLACE 3RD BRAKE LIGHT 
8 REPLACED 1 3RD STOPLAMP BULB 
!i; 
~ PARTS······QTY···Fp·NUMBER·············,·DESCRIPTION··················,·UNIT PRICE· 
~ 1 E5RY·13466·B BULB 2.69 2.69 
UI TOTAL . PARTS 2.69 

IJOB#I 3 TOTALS········ .. ··· .... ··••••·• .. •··•·•• .. ····•·••····· .. ····•••·· 
u. LABOR 15.00 

PARTS 2.69~ 
i 
~ 
c JOB/I 3 JOURNAL PREFIX FOCS JOB# 3 TOTAL 17.69 a 

J " Thank you! 
t: PAGE 1 OF 2 CUSTOMER COPY [CONTINUED ON NEXT PAGE] 05:05pm 
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Case Print Report 
.Case Number CAS·1922917 ·J9J5JO 

Case Opened Date 12/7/2012 12:11 PM 

Case Closed Date 

Case Status Active 

Case Last Modified 12/7/2012 12:15 PM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> Legal> Alleged Accident> Not Portal 

Customer Name  

Customer Number

 

DENMARK SC 

Email 

Dealer Jim Hudson Ford 

VIN 1FMCUODG6AK  

Year 2010 Make FORD 

Model ESCAPE Body Style UOD . XL T 4X2 4·DR 

Symptom 

Level 1 Driving Performance 

Level 2 Lack/Loss of Power 

Level 3 Cruisel Steady Speed 

Level 4 Always 
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Case Print Report 
Case Number CAS-1922917-J9J5JO 

FordCRMAppUserAccount CRM 
CUST SAID: 
-CUST SAID THAT THROTTLE CONTROL DIED WHICH CAUSED VEH TO DIED AND CAUSED 
CUST TO GET INTO ACCIDENT WITH ANOTHER CAR TRYING TO PULL OFF OF THE ROAD 
-CUST WAS CHARGED $260 FOR PART TO BE REPAIRED 
-CUST DOESNT WANT TO PAY FOR ACCIDENT DUE TO THROTILE CONTROL DYING AND 
REPAIRS AT DLR 

""DUR INFO: Jim Hudson Ford Schedule Service Jim Hudson Ford 
1201 West Main Street 
Lexington, SC 29072 
(803) 359-4114 

CRCADV: 
Accidents 

1. Date of the accident 11/20/12 
2. What the customer is alleging the product defect is that caused Accident - YES 
3. If there were any injuries sustained - NO 
4. Location of the vehicle when the accident occurred- YES 
5. Whether or not there was a police report filed.- YES 
6. If a police report was filed, what the findings were.- NO ONE WAS CHARGED 
7. The police report number and the city or county in which the report was filed. - DENMARK SC 
8. Whether or not the customer has filed a claim with their Insurance Company.-YES 
9. If a claim has been filed with the insurance company, what is the status of the claim. - ADJUSTER 
GAVE CUST ESTIMATE OF $800 ROUGHLY 
10. Whether or not the vehicle is repairable.- YES 
11. Name and address of customer's attorney (only if the customer mentions they have sought one). 
12. What the customer is seeking -CUST IS SEEKING FOR FORD TO COVER REPAIR OF VEH 
DUE TO ACCIDENT 
I will forward your information to Ford's Office of the General Counsel. You should receive a written 
response within 15 Days business days to your concern. 
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DAVID ..J. GORBERG & ASSOCIATES, P.C. 

3a PARKING PLAltA 

DAVID J. GORIlERG' SUITE: 700 NEW JERSEY OFF ICE 

LAURA L. APPLEGATE 

COURTNEY L. SOFIA' 
ARDMORE, PA 19003 206 KINGS HIGHWAY SOUTH 

EDWARD II. FEINER' 
CHERRY HILL, NJ 06034 

1-800-MY-LEMON 16!56) 3!54-2119 

"MEMBER OJ::'' PA AND NJ BARS 
1-800·69!5-3666 

tMEfIo4E1E:R OF' PA AND NY BARS 
PITTSBURGH OFFICE 

2IS-66!5-7660 

FAX 2IS-!563-8738 1900 ALLEGHtNY IlLDG. 

429 "ORIlES AVENUE 

www.MyLemon.com PITTSIlURGH, PA 15219 

412·894·9970 

..AX 412'894-9983 

August 6, 2012 

Ford Motor Company 
c/o CT Corporation 
820 Bear Tavern Road 
West Trenton, NJ 08628 

RE: 	    - VS - FORD MOTOR COMPANY 
DOCKET: UNN - L - 2672 - 12 

Dear Sir/Madam: 

Enclosed please find the Track Assignment Notice and a copy of the Civil Action Complaint and 
Summons, the original of which have been filed by our office in connection with the above 
referenced matter. 

You are hereby notified that you have been sued in Court and that you must take action within 
thirty-five (35) days from your receipt of this letter or a default judgment may be entered against 
you. 

EBF/jm 
Enclosure 

CERTIFIED MAIL - RETURN RECEIPT REQUESTED 

RECEIPT NO.: 7011 3500000011614143 
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Appendix XU-Bl 

CIVIL CASE INFORMATION STATEMENT 
(CIS) 

FOR USE BY CLERK S OFFICE ONLY 

PAYMENT TYPE: DCK DCG DCA 

CHG/CKNO. 

Use for initial Law Division AMOUNT: 

Civil Part pleadings (not motions) under Rule 4:5-1 
Pleading will be rejected fo r filing, under Rule 1 :5-6(c), 

if information above the black bar is not completed 
or attorney's signature is not affixed 

OVERPAYMENT: 

ATIORNEY / PRO SE NAME 

EDWARD 8. FEINER 

TELEPHONE NUMBER 

(856) 797-0703 

BATCH NUMBER: 

COUNTY OF VENUE 

Union 

FIRM NAME (if applicable) 


DAVID J. GORBERG & ASSOCIATES, P.C. 


OFFICE ADDRESS 
208 KINGS HIGHWAY SOUTH 

CHERRY HILL, NJ 
JURY DEMAND • YES o NO 

CAPTION 

TINA L. KAUFMANN & 

NAME OF PARTY (e.g., John Doe. Plaintiff) 

TINA L. KAUFMANN AND HARRY J. KAUFMANN 

HARRY J. KAUFMANN -VS

PLAINTIFFS FORD MOTOR COMPANY 

CASE TYPE NUMBER (See reverse side for listing) IS THIS A PROFESSIONAL MALPRACTICE CASE? DYES • NO 


512 LEMON LAW 
 IF YOU HAVE CHECKED "YES," SEE N.J. SA 2A:53 A -27 AND APPLICABLE CASE LAW 
REGARDING YOUR OBLIGATION TO FILE AN AFFIDAVIT OF MERIT. 

RELATED CASES PENDING? IF YES. LIST DOCKET NUMBERS 


DYES • No 


DO YOU ANTICIPATE ADDING ANY PARTIES NAME OF DEFENDANT'S PRIMARY INSURANCE COMPANY (if known) 
(arising out of same transaction or occurrence)? • NONE 

DYES • No o UNKNOWN 

THE INFORMATION PROVIDED ON THIS FORM CANNOT BE INTRODUCED INTO EVIDENCE. 

CASE CHARACTERISTICS FOR PURPOSES OF DETERMINING IF CASE IS APPROPRIATE FOR MEDIATION 

DO PARTIES HAVE A CURRENT, PAST OR IF YES, IS THAT RELATIONSHIP: 
RECURRENT RELATIONSHIP? o EMPLOYER/EMPLOYEE o FRIEND/NEIGHBOR 

• YES o NO o FAMiliAL • BUSINESS 
o OTHER (explain) 

DOES THE STATUTE GOVERNING THIS CASE PROVIDE FOR PAYMENT OF FEES BY THE LOSING PARTY? • YES o NO 

USE THIS SPACE TO ALERT THE COURT TO ANY SPECIAL CASE CHARACTERISTICS THAT MAY WARRANT INDIVIDUAL MANAGEMENT OR 
ACCELERATED DISPOSITION 

~: 
Do YOU OR YOUR CLIENT NEED ANY DISABILITY ACCOMMODATIONS? 

DYES • NO 

IF YES, PLEASE IDENTIFY THE REQUESTED ACCOMMODATION 

WILL AN INTERPRETER BE NEEDED? IF YES. FOR WHAT LANGUAGE? 
DYES • No 

I certify that confidential personal identifiers have been redacted from documents now submitted to the court, and will be 
redacted from all documents s~i~ in the future in accordance with Rule 1:38-7(b). 

ATTORNEY SIGNATURE: ~ 
V'" 

Effective 05-07-2012. CN 10517-English page 1 of 2 
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CIVIL CASE INFORMATION STATEMENT 
(CIS) 

Use for initial pleadings (not motions) under Rule 4:5-1 

CASE TYPES (Choose one and enter number of case type in appropriate space on the reverse side.) 

Track I • 150 days' discovery 
151 NAME CHANGE 
175 FORFEITURE 
302 TENANCY 
399 REAL PROPERTY (other than Tenancy, Contract, Condemnation, Complex Commercial or Construction) 
502 BOOK ACCOUNT (debt collection matters only) 
505 OTHER INSURANCE CLAIM (including declaratory judgment actions) 
506 PIP COVERAGE 
510 UM or UIM CLAIM (coverage issues only) 
511 ACTION ON NEGOTIABLE INSTRUMENT 
512 LEMON LAW 
801 SUMMARY ACTION 
802 OPEN PUBLIC RECORDS ACT (summary aclion) 
999 OTHER (briefly describe nature of action) 

Track II - 300 days' discovery 

305 CONSTRUCTION 

509 EMPLOYMENT (other than CEPA or LAD) 

599 CONTRACT/COMMERCIAL TRANSACTION 

603N AUTO NEGLIGENCE - PERSONAL INJURY (non-verbal threshold) 

603Y AUTO NEGLIGENCE - PERSONAL INJURY (verbal threshold) 

605 PERSONAL INJURY 

610 AUTO NEGLIGENCE - PROPERTY DAMAGE 

621 UM or UIM CLAIM (includes bodily injury) 

699 TORT - OTHER 


Track III - 450 days' discovery 

005 CIVIL RIGHTS 

301 CONDEMNATION 

602 ASSAULT AND BATTERY 

604 MEDICAL MALPRACTICE 

606 PRODUCT LIABILITY 

607 PROFESSIONAL MALPRACTICE 

608 TOXIC TORT 

609 DEFAMATION 

616 WHISTLEBLOWER I CONSCIENTIOUS EMPLOYEE PROTECTION ACT (CEPA) CASES 

617 INVERSE CONDEMNATION 

618 LAW AGAINST DISCRIMINATION (LAD) CASES 


Track IV - Active Case Management by Individual Judge 1450 days' discovery 
156 ENVIRONMENTAUENVIRONMENTAL COVERAGE LITIGATION 
303 MT. LAUREL 
508 COMPLEX COMMERCIAL 
513 COMPLEX CONSTRUCTION 
514 INSURANCE FRAUD 
620 FALSE CLAIMS ACT 
701 ACTIONS IN LIEU OF PREROGATIVE WRITS 

Centrally Managed Litigation (Track IV) 

285 STRYKER TRIDENT HIP IMPLANTS 
 291 PELVIC MESHIGYNECARE 
288 PRUDENTIAL TORT LITIGATION 292 PELVIC MESHIBARD 
289 REGLAN 293 DEPUY ASR HIP IMPLANT LITIGATION 
290 POMPTON LAKES ENVIRONMENTAL LITIGATION 295 ALLODERM REGENERATIVE TISSUE MATRIX 

623 PROPECIA 

Mass Tort (Track IV) 

266 HORMONE REPLACEMENT THERAPY (HRT) 
 281 BRISTOL-MYERS SQUIBB ENVIRONMENTAL 
271 ACCUTANElISOTRETINOIN 282 FOSAMAX 

274 RISPERDAUSEROQUEUZYPREXA 284 NUVARING 

278 lOMETA/AREOlA 286 LEVAQUIN 

279 GADOLINIUM 
 287 YAZlYASMIN/OCELLA 

601 ASBESTOS 

If you believe this case requires a track other than that provided above, please indicate the reason on Side 1, 
in the space under "Case Characteristics. 

Please check off each applicable category D Putative Class Action D Title 59 

Effective 05-07-2012, CN 10S17-English page 2 of 2 
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DAVID J. GORBERG & ASSOCIATES, P.C. 
By: Edward B. Feiner Attorney for Plaintiff 
208 KINGS HIGHWAY SOUTH 
CHERRY HILL, NJ 08034 
(856)797-0703 

TINA L. KAUFMANN AND : SUPERIOR COURT OF NEW JERSEY 

HARRY J. KAUFMANN 
229 NORTH 16TH STREET : LAW DIVISION 
KENIL WORTH, NJ 07033 : UNION COUNTY 

VS. 	 : DOCKET NO. UNN - L 

"\ I 7 .,." 12FORD MOTOR COMPANY 	 ,/ '''''\ ~ L,-.v,
c/o CT CORPORATION ~ CIVIL A cTMb1NL 
820 BEAR TAVERN ROAD 
WEST TRENTON, NJ 08628 : SUMMONS 

FROM THE STATE OF NEW JERSEY, to the Above Named Defendant(s): 

The plaintiff names above, has filed a lawsuit against you in the 
Superior Court of New Jersey. The complaint attached to this summons states the 
basis for this lawsuit. If you dispute this complaint, you or your attorney must 
file a written answer or motion and proof of service with the deputy clerk of the 
superior court in the county listed above within 35 days from the date you 
received the summons, not counting the date you receive it. (The address of each 
deputy clerk of Superior Court is provided.) If the complaint is one in 
foreclosure, then you must file your written answer or motion and proof of 
service with the Clerk of Superior Court, Hughes Justice complex, POBox 971, 
Trenton, N.J. 08625 0971. A filing fee payable to the Clerk of the Superior 
Court and a completed Case Information Statement (available from the deputy clerk 
of the Superior Court) must accompany your answer or motion when it is filed. 
You must also send a copy of your answer or motion to plaintiff's attorney whose 
name and address appear above, or to plaintiff, if no attorney is names above. 
A telephone call will not protect your rights; you must file and serve a written 
answer or motion (with fee of $135.00 and completed Case Information Statement) 
if you want the court to hear your defense. 

If you do not file and serve a written answer or motion within 35 
days, the court may enter a judgment against you for the relief plaintiff 
demands, plus interest and costs of the suit. If judgment is entered against 
you, the Sheriff may seize your money, wages or property to pay all or part of 
the judgment. 

If you cannot afford an attorney, you may call the Legal Services 
office in the county where you live. A list of these offices is provided. If 
you do not have an attorney and not eligible for free legal assistance, you may 
obtain a referral to an attorney by calling one of the Lawyer Referral Services. 
A list of these numbers is also provided. 
Dated: JULY 19, 2012 

Jennifer M. Perez, Acting, Clerk of 	the Superior Court 

Name of defendant to be served: 	 FORD MOTOR COMPANY 
Address for service: 	 c/o CT CORPORATION 

820 BEAR TAVERN ROAD 
WEST TRENTON, NJ 08628 
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, f\\ LM~lIC COU,~l y 

Depu1y Clell< 01 IhE Supellol Coun 

CIvil OiviSlon. Qltecl F1I-Jng 

1to 1 Bacha! ach Blvd. F 11 sl F I, 


Allanlle Cily. NJ 08<101 


BE RGE N COUNTY 
Oepu1y Oed" ollhe Superior Courl 

CasE' Plocessing SeclilJn. Room 119 

Jusl;CE' Cenlel, 10 Main SI. 

Hackensack, NJ 07601·0769 

BURL INGT 01\1 COU!'I1Y 
Oepuly Clt'lk 01 !he Supello l Coun 

Cenllal P10cessing OHic.e 

,lill n Judio21 Inla ke 

FII 51 H. Couns F 3[llily 

49 Rancocas Rd 
MI Holly, NJ OB060 

CAMDEN COUN1Y' 
Depuly Delli 01 Ihe Superior Coun 
Civil Proce5s'mg Otflce 
lsi Fl. Hall 01 Recolds 
101 S F il1h SI 

Camden. NJ 08103 

CAPE MAY COUNT'Y 
Depuly Clel k 01 the Sup el iOI Courl 

9 N Main Sireel 

8m. Of" - 209 

Cape MayCour1 HousE'. NJ 06210 

CUMBERLAND COUI\,)1Y' (ji{J 

LAWYE R RU ERRAL 
1509) 3<1~, 3<1'1<1 
lEGAL SE RVICE S 

(009) ]46-<'1?00 

LAWYER REF ERRAL 
(701) ilB8-00<111 

LEGAL SE RVICE S 
(201) 487· 216£' 

LAWYER REFERRAL 
(509) 261-4857 
lEGAL SE R'v'ICE S 
(609) 261·10B6 

LAWYE R REF ERRAL 
IB~6i 904-4520 
lEGAL SE RVICE S 
18S6) 964-2010 

lAWYE R REF E RRAL 

(609) 463-0313 
LEGAL SERVICES 

(609) 465-3001 

lJJ, 
Oeputy Clerk 01 Ihe Superior C~ur\61'YJ()\.J Sf lAW'YER REFERRAL 

Civil Case M:nagemenl Otflce o/!;rldte~ \856) 592·6207 
LEGAL SERVICES 

~302 (856) 451-0003 

ESSEX COUNTY'. 
Oepul)l Ch.'! k 01 Ihe SupeJiOl Coun LAMER REFERRAL 
so Wesl Markel S\ree\ 1973) 622-6207, 
Roo'm t31 LEGAl'SER\iICES 
Newark. NJ 07102 (973} 624-4500 

. ~. . '.' ~, 
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GLQUCES1ER COUI'-IlY. 
Supet10l Court 01 New Jel sey 
GloUc.eSIE't CQunly - finance Uni\ 

S~ OelawClI E' SI 

Woodbury. NJ 08096 

HUDSON COUN1Y: 

Oepuly Clel" 01 Ihe Supeliol Coun 

Superior Couri, Civil RECords Depl 

Blennan Courl House·· lsI Floor 

)83 NewalK Ave 


Jelsey Cily, NJ ()7J~6 


HUN1EROON COUN1Y' 
Oepuly Dell·, 01 Ihe Supeliol Coun 
(ivil DIvision 
E.:' Po"; A',E nue 

Fleminglon, NJ OBB:?? 

ME RCER COUN1Y: 
Deputy Oed, 01 Ihe Supelior Coun 
L oc;:lI ~ iring Olflce, Counhouse 
17S S. 8load Slleel, P.O. Bo)i, 8058 
llefllun, HJ 066S0 

MIDDLESEX COUNTY: 
Depuly Cletl,- 01 Ihe Supeliol Coun 
AllminiS\laliol) Building 

1hifd Flool 
, I\ennedy SQ, PO. 80), 2533 
!'-lew B1Un5Wi(l\, NJ 08903·7633 

MOI"-lMOU1H COUNTY: 
Depuly Clel k 01 1he Supeliol Coun 
11 Monumenl Palk . 

P.O. 80)( \ 269 
Freehold. NJ 07728·1269 

MORRIS COUNTY: 

Depuly Clerk 01 Ihe Superior Coun 

Civil Division 
30 Schuyler Pl., P.O. Bm 910 
MOIIISlowlI. NJ 07960·0910 

LAWYER REF ERRAL 
. (BS5) B4B·I1~B9 

tE GAL SERVICES PO. Bo) BB' 
(8~6) 8'-18· ~350 

LAWYER REFERRAL 
(201) 798·2727 

LEGAL SE: RVICE S 
(20') 792·6353 

LAWYER REFERRAL 

1908) 73~ 2G 1 i 


LEGAL SERVICES 


(90B) 7877979 


LAWYER REFERRAl. . 
(609) ~eS·5700 
I.EGAi SERVICE S 

16lJ~J BYS bLf19 


I.AWYER REFERRAL 
(732) 828·00S3 
t EGAl SERVICE S 
(732) 2<19·7600 

LAWYE.R REFERRAL 
1132) 43i·5~44 
LEGAL SERVICES 
\732) 866-0020 

tDWYER REFERP.Al 
(973) 267· 58B2 
LEGAL SERVICES 
(913) 2B:r6911 
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OCEAN COUNTY 

Deputy Clel k 01 the SupellOI Cour! 


, Coun House, Room 119 

118 WashIngton Sl/eel 
loms Rivel. NJ OB7~11 

PASSAIC COUN1Y 
Deputy Clerk of Ihe SUpetlol Court 
Civil Division 

Coun House 


17 Hamillon SI. 

Pule/son, NJ D7JDS 


SALE M COUNtY 
Depuly Cled\ 01 1he SUP!? 1101 Coun 
~? Mark!::1 SI. P.O. 88:::. 1 B 
Salern. NJ 08079 

SOMERSE1 COUNTY 
Depuly Clell\ 01 the Supelio! (oun 
Civil Division Ot1!ce 

40 Nonh Blidge SI.. 15111001 


PO 80)( 3000 

Somerville. NJ 08876 


SUSSEX COUNIV 
Depuly Cle/II 01 Ihe Supeliol (OUI1 
Sussex Counlv Jud'l[ial Cen!PI 

43·47 High Sheel 

Newlon, NJ 07 860 


UNION COU NTY: 

Depuly Cled.. 01 Ihe Supefiol Coun 

151 Fl.. Court House 
'2 Bload SII eel 

Elizabeth, NJOn07-6073 

WARREN COUNTY: 

Depuly Clerk 01 !he SuperiOI Coun 

Civil Division 0 Nile 
Cour! House 
413 Second Sireel 
Belvidere, NJ 07823-1500 

l AWYE R REF E RRAl 
!7 ] 2) 211 0- 35 Ei 5 
LEGAL SE RVICE S 
/7 32) 3<112727 

LAWYE R RE FE RRAl 
(973) 278-9223 
l E GAt SE RVICE S 
(973) 345-7171 

l-AVVYE R REF ERRAl 
(3:'0) S3~,.SQ713 

lEGAl SE RVICE S 
(8~6) <151 0003 

l-AWYE R RE FE RRAl 
(908) 6B~- 2323 
LEGAl SERVICES 
(90B) t31.0B~D 

LAWYER REFERRAL 
(973) 267-See2 
lEGAL SE RVICE S 
(973) 383.7400 

LAWYER RE FERRAl 
(908) 353-4715 
LEGAL SERVICES 
(908) 354-4340 

LAWYER REFERRAL 
(908) 267-5B82 
LE GAL SERVICES 
(90B) 47!)-2010 

, . ..... '-., 
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DAVID J. GORBERG & ASSOCIATES, P.C. 
By: EDWARD B. FEINER Attorney for Plaintiff 
208 KINGS HIGHWAY SOUTH 
CHERRY HILL, N.J. 08034 
856-797-0703 

Tina L. Kaufmann and Harry J. Kaufmann : SUPERIOR COURT OF NEW JERSEY 
: LAW DIVISION 
: UNION COUNTY 

DOCKET NO. UNN vs. 

CIVIL!\ Jil ""'" , 12COMPL~ J2 At-
DEMAND 

Ford Motor Company 

1. On or about January 31,2011, the plaintiffs' purchased the subject automobile, 
Vehicle Identification No. IFMCU9DG3BKA30755, from Garden State Auto Group and 
registered same in the State of New Jersey. 

2. The aforementioned subject vehicle was manufactured by this defendant who 
provided warranties for said vehicle. 

3. The use, value and/or safety has been substantially impaired as a result of a defect, 
condition, or nonconformity of the vehicle. 

4. The plaintiff provided the defendant with numerous opportunities to repair the 
vehicle and the defendant failed to do so and, in the alternative, if they have done so as deemed 
by the defendant, they have failed to do so in a reasonable time. See Attached records which are 
incorporated by reference as though more fully set forth herein. 

5. As a result of the aforementioned, the applicable warranties have been breached, 
both state and federal including the Magnuson-Moss Federal Warranty Act. 

6. The subject vehicle is also a "lemon" under the New Jersey Lemon Law. 56 
NJ.S.12-29 et seq. 

WHEREFORE, the plaintiff demands judgment against the defendant together with 
interest, costs, and attorney fees. 
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JURY DEMAND 

Plaintiff demands a trial by jury of six (6) jurors as to all issues raised in these pleadings. 

CERTIFICATION PURSUANT TO RULE 4:5-1 

The undersigned, of full age, hereby certifies: 

1. I am an attorney in the State of New Jersey and am an associate in the firm of David 1. 
Gorberg & Associate, P.C, and the attorney principally charged with handling this matter. 

2. To the best of my knowledge and information, the within action is not the subject of 
any other action pending in court, or any arbitration proceedings contemplated. 

3. To the best of my knowledge and information, there are no other parties who should be 
joined in this action. 

4. This Certification is provided pursuant to the requirements of Rule 4:5-1 

I hereby certify that the foregoing statements by me are true. I am aware that if any of the 
foregoing statements made by me are willfully false, I am subject .10 punishment. 

( 

DESIGNATION OF TRIAL COUNSEL 

Pursuant to the provisions ofRule 4:25-4, the Court is advised that EDWARD B. 
FEINER, ESQ, is hereby designated trial counsel. 
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73300 

:MRWS269792 


CELL:  
JOHN TORKILDSEN 960 761: 08/17/11 MRWS269792 

: K83AKF 5, ~64 :BLUE/

11/FORD TRUCK/eSCAPE/4WD 4DR XLT

1 FMC U9 0 G 3 B K  

08/16/11 

MO: 5664 
.LA8OR.. &... PARTS·~'~·~~i<:m;·~'~·~=-!i';:·.;"::;·~·:':·:'~········ ····~~!;~~;,.;.;~.<ir.:..~~m~~;w;.,..'..."".,...'!""'~Ii,."":
,)f.·1~'SSF.:OZZ99P.i£m:::'~o~00;'~HU~ll"'POI

COMPLETE 27 POIHT QCH 
:m=~'uc;loirI(SN518~~ll' . iIIlWi~~~1tm~~\I;II01;',

TY CHECK. ! 
JOe I 1 TOTAL LABOR & PARTS 0.00 . 

RIO TAX 0.00 
RIO TOTALS 0.00 ' 

CLAIH TOTAlS 0.00 0.00 : 0.00 0,00 0.00 0.00 0.00 0.00 

APPROVED By SIGNATURE 
-•••••** •••**~****~* D U P\L I CAT E I N V 0 ICE 

PAGE 1 OF 1 ACCOUNTING COPY-W I END OF INVOICE I 01:08pm 
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MRWS275445 
: 

CELL:  
73300 JOHN TORKILDSEN 960 3833 11/29/11 MRWS27544S 

K83AKF' 8,187 :BLUE/

11/FORO TRUCK/ESCAPE/4WD 4DR XLT
KENILWORTH, NJ  

1 FMC U 9 D G 3 B K
11/22/11 

MO: 8199 
?~20fJ2"&Or!~· . • •• -, ';~i~;H'~'I~ ~,.~.~,~ -••••• - -•• ~·OU~,:,~~;€';;;i;;r,:~Wr7.S~·t-<:~'S~·7.~~;,t~-";:"~'r:.i~rfi'~,I;~~~"'·.i"l\~i~';{l·,,'Jf:..:., 1: ... '" , .DW,Il! M;::.'\1l,,,: .. ,,,,,,,~\;I1,t'; "~D .r....,$!,jti>::r~.,~~~~~.~.~.,.~~~l

C STATES PUTrING IN GAS : 
IT KEEPS SHUlTIN6 OFF . 

MAY BE LEAKING 

PERFORM DIAG ON SYSTEM StIlKE TEST FOUND RESTRICTION IN VNlOR 

LIME DRAIN AND ACCESS FUEL TANK REPAIR VAPOR. lINE 


JOB' 2 TOTAl LABOR II PARTS 343.42 ! 

••• -.·· ••• P •••• ••• ••• ~ •• ••••••• ••• •••••••• ••••••• ••• •••••••••••••••••••••••• _ ••••••••••••••••••• 

RIO TAX 0.00 
RIO TOTALS 343.42 

WARRANTY CLAIM DETAIL TOTALS······ _........................................................ '..... . 

CLAIHf......... TOTAL .••• 

343.43 .... .. ......... -. 


CLAIM TOTALS 343.43 

APPROVED BY SIGNAfORE 

PAGE 1 OF3 ACCOUNTING COPY-W ICONl1NUEO ON NEXT PAGE} 01 :oepm 
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MRWS276445 


CELL:  
73300 JOHN TORKILOSEN 960 3833 11/29/11 MRWs275445 

K83AKF· 8,187 :SLUE/

11/FORO TRUCK/ESCAPE/4WO 4DR XLT
KENILWORTH, NJ  

1 FMC U 9 0 G 3 B K  
 11/22/11 

MO: 8199 

ocs AUDIT SLIp·················································· .......•...•.••••..............

DeS DATA FILE: fDLHWF,9S1 


RO NUMBER: ·275445 REPAIR NUMBER:· 02 REPAIR TYPE: 1 

CAUSAl. PAAT FOUND FlAG: N 

VIN: IFHCU9DG3BK
REPAIR DATE: ·11/22/2011

DISTANCE: :8187 LICENSE STATE: NJ
DISTANCE INDICATOR:;K DRIVER COttPAHY NAME: 

j DRIVER HAKE/CARI) 101: 
SERVICE WRITER 10: :2720 VEH LICENSE: 

, DISCOUNT PeT: 

pROGJWt CODE: CUSTOMER PARTICIPATION: .00 
CUSTOMER CONCERN:CODE: E65 DEALER PARTICIPATION: .00 
CONDITION/DEfECT CODE: 55 


APPROVAL CODE 1:

APPROVAL COOE 2: 


LIKE PART NUI18ER. ' CAUSAL EXCLUDE CORE 

NO. PREFIX BASE/FINIS SUFFIX QTY PRICE PART HARKUP AMOUNT INV NO. 
001 9034 .00 .00 X .00 

EXT. PART Nfl' WIlli MARKUP: .00 

LINE lABOR ·TECH OSL LABOR ~OR 
NO. OPERATION ID lNO INV.' HOURS LABOR RATE lABDR AMOUNT 
001 9000D 4232 .4 107,32 42.93 
002 900001 4232 .4 107.32 42.93 
003 900lA 4232 1.9 107.32 203.91 
004 12222A 4232 .4 107.32 42.93 
005 900002 4232 .1 107.3~ 10.73 


CUSTOMER COMMENTS 

CUSTOMER STATES WHEN PUTTING IN ~ IT KE£PS SHUTTING OFF HAY BE LEAKING 


TECH/OLR wtITER COMMENTS 

PERFORM DIAG ON SYSTEH SHaKE TEST FOUND RESTRICTION IN VAPOR LINE DRAIN AND ACCE
SS FUEL TANK REPAIR VAPOR LINE 

DIAGNOSTIC COOES(Y IN)? : N 


, TOTAL PARTS: .00 
PARTfAL PARTS INDICATOR

. TOTAL LABOR: 343.43 
PARTIAL LABOR INDICATOR

TOTAL: HIst EXPENSES; .00 
CUSTOMER.:PARTICIPATlOH: .00 

DEALER PARTICIPATION; ,DO
• TOTAL REPAIR l 343.43 

PARTIAL REPAIR INOlCATOR-

PARTIAL ~PAlR MESSAGE

.. -- .. ..........••.......... -.••••.•......••...••••••........ -- .••••••........ -_ .......••••..
-~ 

PAGE 2 OF 3 ACCOUNTlNQ COpY·W tCOtfTINUED ON NexT PAGE} OtOtlpm 
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MRWS275817 


CELL:  
73300 JOHN TORKILDSEN 960 3833 11/29/11 MRWS275817 

K83AKF 8,187 BLUE/

ll/FORD TRUCK/ESCAPE/4WD 40R XLT
KENILWORTH, NJ  


1 FMC U 9 0 G 3 B K
 11/29/11 

MO: 8187 
LABOR P'A~*_. __ •••••••••••• , •••••••• _._ ••••••••••••••••••••• _•••••••• , •• ~ ••• - ••• 
:Jf#rrl~SlFoZRENtAt':~t~Rj0REHiAl~GM~~:~1£~;;rHOOR!f~(j1'bo1tfECHlS~)r~~~~j1W'~i}.;m~jisi;!i1itoo'i

CLAIM FOR RENTAL ASSISTANCE .
DAllY lOANER CAR CHARGE:INClUDING HOKELANO SECURITY . 

JOB f 1 TOTAL I.A9OR & PARTS 0.00 
~.-.~...-.. --.- ...... -.- ... ..••..•.....••••...•........•• ~ ........-...••••....•..-.... ~ ...•..... 


RIO TAX 0.00 
RIO TOTALS 0.00 

WARRANTY CLA1H DETAIL TOTALS········~········································ •••••...•.....•...•• 
CLAIMI......... TOTAL .... 
275817 -01 90.00 ....... , •.......•••..... 

CLAIM TOTALS 90.00 

APPROVED 8Y SlGHAiURE 

PAI3E 1 OF2 ACCOUNTING COpy·W (CONTINUED ON NEXT PAI3E] 01:07pm 
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73300 

MRWS275817 


CELL:  
JOHN TORKILDSEN 960 3833 11/29/11 MRWS275817 

K83AKF 8,187 BLUE/
" ll/FORD TRUCK/ESCAPE/4WO 40R XLT

KENILWORTH. NJ  ' 
"1 FMC U 9 0 G 3 B K 

11/29/11 

  MO: 8187 

DCS AUDIT SLIp·················································· ............••••...•.........•• 
DCS DATA FILE: FDlHWF.95D 


RO HUMBER: 275817 REPAIR NUMBER: 01 REPAIR TYPE: 1 

CAUSAL PART FOUNl) FlAG: N 

VIN; .lFMCU9DG3BK

REPal~T~~; :il'~9/2011LICENSE STATE: NJ 

OISTMCE INDICATOR: K DRIVER COMPANY NN1E; 


SERVICE WR1TER ID: :272O:
IVER ~~"t'igE~gf~

DISCOUNT PCT: 

PROGIWICOOE: TAP1 CUSTOMER PARTICIPATION: .00 
CUSTOMER CONCERN ,CODE: 1\99 DEALER PARTICIPATION: .00 
CottOlTION/DEFECT ,CODE: 82 

APPROVAL CODE 1: 
APPROVAL COD£ 2: 


LINE PART NUMBER : CAUSAL EXCLUDE CORE 

NO. PREFIX BASE/FINIS SUFFIX QTY PRICE PART MARKUP AMOUNT INV NO. 
001 TAPl " .00 .00 X .00 

EXT. PART AKr WITH IWOOlP: .00 

LINE ••••.•..•••.. MISCELlANEOUS EXPENSE ..••••....... 

NO. CODE DAYS HOURS INVOICE 1# AMOUNT 

01 TAP: 003.0 90.00 


CUSTOMER COMKefTS 

CLAIM FOR RENTAl ASSISTANCE 


TECHIDLR WRITER COHHENTS 

DAILY I.OAHER eM CHARGE INCLUDING HOMElAND SECURITY 


DIAGNOSTIC CODES(V/N)? : N 


, TOTAL PARTS: .00 

PARTIAL PARTS INDICATOR.. 


TOTAL L.ABOR: .00 
PARTIAL LABOR INDICATOR~ 

TOTAl: HIse EXPENSES: 90.00 
CUSTOHER PARTICIPATION: .00 

DEAlER PAATICIPATlON: .00 
" TOTAL REPAIR: 90.00 

PARTIAL RfPAIR INDICATOR.. 
PARTIAl REPAIR MESSAGE

~........•••. -......••. ....-...•••..........•••...•.-.....•••...........•.•••...........••••... 

~A••••*.*.**._.~**••••••'A D U p Lie ATE I N V 0 ICE *****•••••A~A~***.'." •••** 

PAGEZOf2 ACCOUNTING COP1'·W I END OF INVOice I 01:01pm 
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73300 

"',0041'004 

MRCS276313 

~:"",t;jQ_-

UNION 
2800 SprIngftetd Ave. . 

BIII"IIIDII (808) GG4-144D ¥ Plm (tOG) 9G4t01144 
I3/II1V.. (9011) 1184-041 Be" PGlIllloa) eta.... 

 

"EPRINTI 1 

ESCAPE/4WD 4DR XL.T
 

U 9 D G 3 a k   

MO: 842 

"'''"_:::=-=" FAIONE 

•••••QTY •• ·FP·NlM£R· .. • •••••••••• ·D£5CIUFTION·""·· .... ··.-··· .. •·UNlT PRICE· 
1 sp·5l1 SPAAK P 376315 WARIWfTV
1 6ESZ·I2029·BA COIL AS 125864 
1 918Z·9K486·B UET 358016 

TarAt. • PARTS 0.00 -
1 TOTAlS .... ••••• .. •• ••• •••••••••• ............... •• .. •• ............ • .... 11"' ••••••• 

. JOB# 1 JOURNAL PR~FIX MACS JOBI 1 TOTAL 0.002 CHAAG£s······ ••••• ··•·•••·• ••••••••.••• ·~., ••.•••••••• ~.t ••• ~N __ •••••••••••••• ~ 

2 TOTALS·" ~ - - '" - """ ....... to ........ '" ........................................... -4 ....... '" ..... Ii • It. ...... '"' 


JOBI 2 JOI.lRHAI. PREfIX PIlCS .lOBI 2 TOTAL 0.00 

TOTAl. I.AB(R .... 0.00• tsttL PARTS .... 0.00.,n CASH r NO CHECKS ACCEPTED ] L SUBLET." 0.00
'It TOTAL ~o.a.... 0.00[ J VISA [ 1 MASTERCARD [ J DISCOVER .. mAL sc ~6 0.00

TOTAL HISC D SC 0.00( 1 AHEIl XPReSS [ J orHEIl [] CffARGE *• TOTAL TAX ...... 0.00... 
TOiAL INVOice $ 0.00 

PACAE, OF' SEAVlee FILE COpy I &NO OF! INVOICE 1 05;48pm 
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MRWS276313 


CELL:  
73300 WILLIAM TALMADGE 632 480 12/12/11 MRws276313 

K83AKF 8,421 SLUE/

11/FORD TRUCK/ESCAPE/4WD 4DR XLT
KENILWORTH, NJ 

1 FMC U 9 0 G 3 S K  
12/06/11 

MO: 8421 

~it£&~~i~~~AE~iR~t5~~R6Uii"" ····61ii&ili~ifki~~f3ml'Ql·
CAR STAllED WHILE DRIVING . ENGINE FF
PERFORM EEC TEST CODE POlO] STRESS TEST ALL COILS CYLINDER 
ONE COIL FAILED REPLACE :lGNlTIOM COIL AND FOULEU SPARK PLUG 
CYlINDER ONE . 

PARTS·····qry··FP·NUHBER•• ••••••••• •• ··DESCRIPTION·········U/COST···E/COST····U/PRICE
JOB ill SP·511 : SPARK P 376315 3.50 3.50 6.52 6.52 
JOB 1 1 6E5Z·120Z9·BA COIL AS 125864 56.28 56.28 104.91 104.91 
JOB 1 1 9LSZ·9H486·8 GASKET 358015 4.49 4.49 8.37 8.37 

.xm '1 COST TOTAL 64.27 
JOB * 1 TOTAL PARTS 119.80 

JOB # 1 TOTAL LABOR & PARTS 355.90 . 

RIO TAX 0.00 
RIO TOTALS 355.90 

WARRANTY CLAIM DETAIL TOTALS···············.············.··.··············.···· ..•........••••••.. 
..••.•. TOTAL•.•. 
 355.90  .. .... . ... . .. ........... . 


CLAIH OTAlS 355.90 

APPROVED BY SlGNA1tJRE 
DCS AUDIT SLIP.•• ··· ....... · •. ·••· ••. : ......................................................... . 


DeS DATA FILE: FDU1WF.383 


RO NUHBER:276313 REPAIR NUMBER: 01 REPAIR TYPE: 1 
CAUSAL PART FOUND FLAG: N 

VIN: lFltlll9D63Bl<
REPAIR DATE: lZl06/2011

D1STANCE: 8421 LICENSE STATE: NJ 
DISTANCE INDICATOR: H DRIVER COMPANY !fAKE; 

: DRIVER NAME/CARD IDf: 
SERVICE WRITER 10: 8691 VEH LICENSE: 

. DISCOUNT PeT: 

PROGRAM CODE: CUSTOKER PARTICIPATION: .00 
CUSTOMER CONCERN CODE: 042 DEALER PARTICIPATION: .00
CONDITION/DEFECT ~DE: 46 


APPROVAL CODE 1: 

APPROVAL CODE 2: 

I 

LINE PMT NUIfiJER ; CAUSAL EXCLUDE CORE
NO. PREFIX BASE/FINIS SUFFIX QTY PRICE PART MARKUP AMOUNT tHY NO.
001 SP 511 • 1.00 3.50 .00 

EXT. PART AMT, WITH MARkUP: 6.52
002 6ESZ 12029 SA 1.00 56.28 X .00 

PAGE' Of 2 ACCOUNTING. COpY·W [CONTINUED ON NEXT PAGE) O'~08pm 
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MRWS276313 


CELL:  
73300 WILLIAM TALMADGE 632 480 12/12/11 MRWS276313 

K83AKF 8,421 BLUE/
, 11/FORO TRUCK/eSCAPE/4wD 4DR XLT

KENILWORTH, NJ  : 
1 FMC U 9 D G 3 B K  

12/06/11 
MO: 8421 

EXT. PART AKT WITH /1ARKUP: 104.91 
003 9LeZ 9H496 8 • 1.00 4.49 .00 

EXT. PART AKT WI1H MARKUP: 8.37 


LINE LABOR TECH OSL LA9OA. \.ABQR

NO. OPERATION ID IttO INV. 1# HOlJRS lABOR RATE I)BOR AMOUNT 
001 1240SAR 8809 1.2 107.32 128.78 
002 12650D sa09 .2 107.32 21.46 
003 12650DXl 8809 .1 107.32 10.73 
004 12650045 8809 .3 107.32 32.20 
005 12650047 8B09 .1 107.32 • 10.73 
006 12650D55 8809 .3 107.32 32.2D 


CUSTOMER COHHENTS , 

eM STALLED WHILE DRIVING . ENGINE SHUT OFF 

TECH/DLR WRITER COMMENTs 

PERFORM EEC TEST CODE P0301 STRESS TEST AlL COILS CYLINDER ONE COIL FAILED REPLA 
CE IGNITION COIL AND FOULEO SPARK PLUG CYLINDER ONE 


DIAGNOSTIC CODES(Y/lm : Y 


KIL ON COOE: Y 


PMRTRAlN CODES 

IWEO: P030l • 
KOEC: P0301 ' 
KOER: POlOl ' 
BODY: 

CHASSIS! 

UNDEFINED: 


OTHER: 


, TOTAL PARTS: . 119.80 
PARTIAl PARTS INDICATOR

; TOTAL lABOR: 236.10 
PARTIAL lABOR INDICATOR

TOTAL MIst EXPENSES: .00 
CUSTOMER PARTICIPATION: .00

DEAtER PARTICIPATION: .OD 
. TOTAL REPAIR: 355.90 

PARTIAL REPAIR INDICATOR
PARTIAl REPAIR MESSAGE

I

•........••••.........•..•...•...•••....••...••.•.....•..•.• , •...........••••............•••..• 

********A••AA~A••*.******* D U P LIe ATE I H V 0 ICE *.*'~••••••'""•• -**.~ 

I 


I 


PAGEZ OF 2 ACCOUNTING COPV·W I ENO OF INVOICE] 01:08pm 
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MRWS276490 


CELL:  
73300 WILLIAM TALMADGE 632 480 12/09/11 MRWS276490 

K83AKF 8 I 421 BLUE/

11/FORD TRUCK/ESCAPE/4WD 40R XLT
KENILWORTH. NJ  


1 FMC u 9 D G 3 B K  


12/09/11 

MO: 8421 
LABOR &PARTS··················································· ••••....• -••••••••. \1,1.' • '. .,. ... ".'" .... '').•.~~.'''' ... w.'''''..w......._····'·..'t·."., ..... ·.,.""'.l···? ..itmtli····~1'II'rfl''\'''!'-X''·~'..~·~1.ia~jJ!:~~~'l!l',......1\:.'" ......

'V!I'.!1;51FOZRENTAC*;';.:.i;)~N:NTAL::..CAR~e;;:.;;;~~~iHwItS~:(;t.,tO,.OOl:I~\On.\.".:»'t~i".;;..:~~{~~m~~1t(fv;DD~~;

CLAIM FOR RENTAl ASSISTANCE 
DAILY LOANER CAR CHARGE· INCLUDING HOHELAND SECURITY 

JOB I 1 TOTAL lABOR & PARTS 0.00 

RIO TAJ( 0.00 
RIO TOTALS 0.00 

WARRANTY CLAII1 DETAIL TOTALS· _.................................................................. . 

CLAIHf......... TOTAL •.• 

 60.00 

CLAIH TOTALS 60.DO 

APPROVED BY SIGNAIORE 

PAOE10F2 ACCOUNTlNQ COPY-W [CONTINUED ON NEXT PAGE) 11:4elm 
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73300 

MRWS276490 


CEll:  
WILLIAM TALMADGE 632 480 12/09/11 MRWS216490 

K83AKF 8.4Z1:BLUE/

11/FORD'TRUCK/ESCAPE/4WD 4DR XLT
KENILWORTH, NJ  

1 FMC U 9 D G 3 B K  

12/09/11 

MO: 8421 

DCS AUDIT SLIp····················· ..•••••••••••••••••••••• ~ ••••• ~ ............................. . 
DeS DATA FILE: FDlJIWF .296 


RD NUMBER:: 276490 REPAIR NUHSER: 01 REPAIR TYPE: 1 

CAUSAl. PART FOUND FLAG: N 

VIN::lFHCU9DG3BK  
REPAIR DATE:: 12/09/Z011

DISTANCE:: 8421 LICENSE STATE: KJ 
DISTANCE INDICATOR:: M DRIVER. COMPANY rwtE: 

; DRIVER NAHE/CW) 101: 
SERVICE WRITER ID:;8691 VEH LICENSE: 

: DISCOUNT PeT: 

PROGRAM CODE: TAPl CUSTOMER PARTICIPATION: .00 
CUSTOMER CONCERN CODE: A99 DEAlER PARTICIPATION; .00 
CONDITION/DEFECT:CODE: 82 


APPROVAL CODE 1: 

APPROVAL CODE 2: 


LINE PART NUMBER : CAUSAL EXCLUDE CORE 

NO. PREFIX BASE/FINIS SUFFIX QTY PRICE PART MARKUP AMOUNT INV NO. 
001 TAP1: .00 .00 X .00 

EXT. PART AliT WIlli I1ARKUP: .•00 

LINE ...• ~ •••...•. MISCELLANEOUS EXPENSE ••••••••••••• 
NO. COOE' OAYS HOURS INVOICE * AMOUNT 
D1 TAP ; 002 .0· 60.00 


CUSTOMER COHMENTS 
 I

CLAIM FOR RENTAL ASSISTANCE 


TECHIDLR WRITER COJ1tIEHTs . . 

DAILY LOANER CAR CHAR~ INCLUDING HOMELAND SECURITY 


DIAGNOSTIC CODES(Y/N)?: N 


TOTAL PARTS: .OD 

PARTIAL PARTS INDICATOR-

i TOTAL LABOR: .00 
PARTIAL lABOR INDICATOR-

TOTAl MISC EXPENSES: 60.00
CUSTOt£R PARTICIPATION: .00 

DEALER PMTIC1PATIOH; .00 
: TOTAL REPAIR: . 60.00 

PARTIAL REPAIR INDICATOR.. 
PARTIALiREPAIR MESSAGE

I 
.~ •••• a ••••••••••••••••••••••••••• __ •••••••• _ ••••••••••••••••••••••••••••••••••••••••••••• ~ •••• 

DU P;L I CAT E I H V 0 ICE 

PAGE20F2 ACCOUNTING COpY·W 
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(FAX) P,Q03/004
07/03/2012 DO:40 

MRCS276736 

~ 
UNION 

P.8GO SprIngiald Av& 

SarYlca (lOB) 11M.' 448 ¥ PAN (IIGII) I!G4oDl1« 


Body Shop (808) 118404111l1\1 Fax (908) 811).114153 


KENILWORTH. NJ 

•••••• -_ ••••• -DESCRIPTION····· ••••••••••••• ··UNIT PIlICE· 
• 76·8 GASKET 003381 
·9E92S·A 'hiRD1TL 368013 

- 1 JOURNAL PREFIX lIRCS2 CHARGES·-·.··.~.·~ ••••• _.A ••.•..... ~~- •. ~ ...... _.......... a 


TOTAL· PMlS 


JOBI 1 TOTAL 

••••••••• ~~_~ ___ ••••••••••• _. 

2 TOTALS·· .. ••• ... • ......... '\II ... ,,"'I •• • ................................................... , ••• 


JOIlf 2 JOUIlNAL PREFIX MRCS JON ! iOTAI. 0.00 

*[] CASH r NO CHECkS ACCEPTED ] 11 .. 
[ J V1SA ( ] MASTERCARD [ l llISOO\I8t .." 
[ ] MER XPRE.SS [ J 0'IlD [ ] CHAR8I! It .. 

YOU F(IR VIlIR BUSINESSI! 

DUPLICATi 

PAGB10F'1 SIm\IIC;E FII.E COpy 

TOTAL LABOR •••• 0.00 
l8tAl PARiS•••• 0.00 

AI. SUBLET." 0.00 
=&&Q~G: 
TOTAL alSC Dtsc
TOTAL TAlC ...... 

TOTAL INVOice s 

0.00 
0.00 
0.00 
0.00 

'Hili 4 «. fl .... 

0.00 

INVOICE 

I END OF INVOICE J 01:41pm 

MENDHAM 

1D2 E.. MIIln St. 

(9?8) 1'13-25111 


F111t (973) 648·8&00 


MO: 864 

WIWfTY 
WMRANTV 

0.00 

Q.OO 

PE13-003.4 000668LC



MRWS276735 


i 
CELL:  

73300 WILLIAM TALMADGE 632 0 12/30/11 MRwsi76735 

1 K83AKF B,421iBLUE/ I 
1n./FORD TRUCK/ESCAPE/4WD 4DR XLT : 

KENILWORTH, NJ I :
1 FMC U 9 0 G 3 B K  ,. 

12/14/11 


MO: 8649 
.... , ............................... ~ . 

~Jln+12toLHI ; 'llJfijil:lmHis~oOlfs: ~~~20';fECK(s!!66~~~ml
STATES VEHICLE STALLED WilLE DRIVING . SLOW SPEED l 

THAOUGH AN INTERSECTION ' 
PERFORMED EXTENSIVE DIAGNOSIS CONTACTED FORD TECH SUPPORT 
HO'rLINE PERFORMED RECOMHEHDED TESTS FOUND FAULTY 1liR01TlE 

900Y ASSEMBLY. REPlACEO THROTTLE BODY AND ROAD TESTED • PASS 

·HOlE· FORD TECH SUPP(J\T ADVISED "IlIAT THERE HAVE BEEN

OCCURENCES WHERE OVER·FILLING OF THE FUEL TANK CAN CAUSE
ABACKUP IN THE EVAPORATIVE EMISSIONS SYSTEM WHICH CAN 
ALSO CAUSE SIMILAR PIGL£HS. ADVISED CUSTOMER TO BE AWARE
OF THIS WHEN FILLING WITH FUEL. 

PARTS·· •••QTY •• Fp·NUt18ER ..... , ......... ·DESeRI PTlON· ••••••• ·U/COST·· ·E/COST....U/PRItE

JOS , 1 1 E6AZ·9D476·8 ,GASKET 003381 1.77 1.77 3.30 3.30 
JOB II 1 1 9L8Z·9E926·A 'THROTTI.. 358013 139.66 139.66 260.33 260.33 

JOB '1 COST TOTAL 141.43 
JOB # 1 TOTAL PARTS 263.63 ; 

JOB * 1 TOTAL lABOR & PARTS 499.73 :... , .. ..........••.... --.- .....•.•. ....... -- ..... , ............•.....••••••..••..........••...
~ ~-

RIO TAX 0.00 : 
, RIO TOTALS 499.73 : 

WARRANTY CLAIM DETAIL TOTALS······· .:••••••••••••••••••••••••• , •• , ......................... " ..... ; 

eLAlH#••••••••• TOTAl.... 
1 499.74 

CLAIM TOTAlS 499.74 

APPROvED BY SlGNAiuR£ 

DeS AUDIT SLIP··········.·········· ..• ••. · •• ····•· •••...........••••....•.....•••.••..........•• 


DeS DATA FILE: FDLHWF.969 


RO NUMBER:! 216735 REPA1R HUMBER: 01 REPAIR TYPE: 1 

CAUSAL PART FOUND FLAG: N

VIN:I 1FHCU90G3BK
REPAIR DATE:, 12/14/2011

DISTANCE:i8421 LICENSE STATE: NJ 
DISTANCE IltDlCATOR:\ H DRIVER COMPMY WE: 


, DRIVER NAMEICARD IDI: 

SERVICE WRITER ID:I8691 VEH LJCENS£: 


OISCOONT PCT: 


PROOMI'!' CODE: CUSTOMER PARTICIPATION: .00
CUSTOHER CONCERN: COOE: 042 DEAlER PARTICIPATION: ,DO
CONDITlON/DEFECTi CODE: 46 


APPROVAL CODE 1: 

APPROVAL CODE 2: 

PAGE 1 OF2 ACCOUNTING copy.w ICONllNUED ON NEXT PAGEl 11:4Qem 
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MRWS276735 


CELL:  
73300 WILLIAM TALMADGE 632 o 12/30/11 MRWS27673S 

K83AKF 8, 4Z1 iBLUE/

11/FORD'TRUCK/ESCAPE/4wD 40R XLT
KENILWORTH, NJ 

I 

1 FMC U 9 D G 3 B K  

12/14/11 

MO: 8649 
LINE PART NUHBER ! CAUSAL EXCLUDE CORE 
NO. PREFIX BASE/FINIS SUFFIX " QTY PRICE PART HARKUP NIOONT INVNO. 
001 E6AZ 90476 8 1.00 1:.77 	 .00 

EXT. PART NIT WI1lI KARKUP: 3.30 
002 9l8Z 9E926 A 1.00 139.06 X .00

EXT. PART NfT WITH HMKUP: 260.33 
I 

I 

LINE 	 LABOR !TECH OSL LA80R LABOR
NO. OPERATION ; ID IHO INY.' HOURS lABOR RATE LABOR AHOUNT 
001 126500 4232 	 1.2 101.32 21.46 
002 12650DX1 4232 	 • .1 107.32 10.73 
003 12650030 4232 	 ' .3 101.32 32.20 
004 12650045 4232 	 .3 107.32 32.20 
005 12650047 4232 	 .1 101.32 10.73 
006 12650055 4232 	 .3 107.32 32.20 
007 12222A 4232 	 .4 101.32 42.93 
008 9926A 4232 	 107.32 53.66• .5 

CUSTOMER COMNTS ~ 	 ,
CUSTDI1ER STATES VEHICLE STALLED ~lLE DRIVING, • SLIJ4 SPEED ntRDUG4 AN INTERSECTl 

:ON 

ON 	 i 
TECH/DLR WRITER COHHENTS 	 . 
PERFORMED EXTENSIVE·DIAGNOSIS CONTACTED FORD TECH SUPPORT HOTlINE PERFOIVIED RECO 

HMENDED TESlS FOUND FAULTV THROTTlE 900Y ASSEteLY. REPlACED THROTTLE BODY AND 

ROPD TESTED· PASS ·NOTE· FORD TECH SUPPORT ADVISED THAT iltERE HAVE BEEN OCCUAEN 

CES "fIERE OY£R-FILllNG!OF lHE FUEL TANK CAN CAUSE ABACl<UP IN THE EVAPORATIVE EM 

ISSIONS SYSTEM ~ICH CAN ALSO CAUSE SIMILAR PROBLEMS. ADVISED CUSTOHER TO 8E AWA 


I 

DlAGHOSTIC CODES(Y/N}7: N 


TOTAL PARlS: ;263.63
PARTIAL 	 PARlS INDICATOR.. 


: TOTAL LABOR: 236.11 

PARTIAL LABOR INDICATOR= 


TOTAL HIst EXPENSES: .00 

CUSTOMER PARTICIPATION: .00 

DEALER PARTICIPATION: .00 
; TOTAL REPAIR: 499.74 

PARTIAL REPAIR INDICATOR
. PARTIAl! REPAIR Hl;SSA6E

, 

~ ••• - ••• - ••••••••••••• * ••••••••••••••• ~- •••••••• - •• - •• •••••••••••••••••••••••••• __ ••••• - •••••• 

a •• *AkAA'AA.A.A••a'*AAAA** D U P;L I CAT E I N V 0 ICE A"*'~'~A*A****•••**..* ••• a 

PAOE20Fa ACCOUNTING COpY·W 	 I END OF INVOICE I 1':4hm 
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.. ,002100"1 

MRCS284828 

MSNDHAM 
102 e. Mlin 8t. 
(1J73) 1M~_1 

Fill (9'18) 64HIICI8 

73300 

KENILWORTH, NJ 

/01/12 

~·k·········~·~·~~ 
iUFORH£D EXT£ DIAGNOSIS TO VEHICLE • NO SIGNS OF 
".IN NIY IIlDUlE • UNABLE TO VERfFY ON ROAD TEST 

tGK ORDER NO WRAN1Y S1.IIHll1'£O RllDOO
Au ADVlSEO THAT VEHICLE SEE~ TO ACT UP ~ llJRINB 
TO RIQrr ltIUlI.Bi INTERSECTION. TECH ATTEMPTED TO DUPUCATE 
NUMEROUS TIMES BUT UtWILE. CONT'ACttD HDTLINE • ADVISE/) TO 
T~ NO ACTION IJlllESS CONCERN CAN 9E REPLICATED. CUSTOI1ER 
SElMa: RliP ANGELA ADVISED TO REl.EASE VEHICU; TO CUSTOMER 
AT THIS TIME P!NDtN9 LOCATION NIl USAGE OF VDR !tiE" AVAIL. 

OBI 1 TOTALS·· .. • ........ "'· .. • ........... "' •••• "'·· ........ " ............. ,."' ....................... . 

JDBf 1 JOURNAL PREFIX MRCS JOBi 1 TOTAL D.DO 
CDMMENTS~~~~ .... ••• ••••••-··.···· •• ·~~~~"'- •.• -"' ..................................... 4 •• ~ 
MNa IN ERS •••CM STAU.EO IN INT£RSECTION

DELETED OPEAATION(S) •••• ·••• •• ••.•.• · .••••. · •••....•.•...•.•••............•••••..... 
B&FOZZ99P Qt HUL.Tl POUlT CHECK 

.. . 

.. [J CASH [NO Q£IC5 ACCEPTED] ..
• * 
II [] VI~ [] MASTERCARD [ l DISCOVER ..• •

[ ) AtfER XPRF.SS t ] OTli~R LJ CHAArE III.. 
• _~~.ft.A'ftAA.K •• '." ••4'4••**•••'••l.iA •••• *.*** 
THAN\( YOU fOR YOUR BUSINESS II 

DUPLICATE INVOXCE 

TOTAL IAOR•••• 
TarAI. PNn'S•••• 
TOTAL SUBLET ••• 
TOTAl a.0.8 •••• 
1llTAL MISC CHfl 
TOTAL HIse DISC 
lIlTAi. TAIL •••• 

TOTAL INVOice $ 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

0.00 

MRcs284828 

MO~ 11845 

PAGE 1OF, SERVICe! FILS cOpy , !!N!) elF INVOICE I Oa:45pm 
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MRIS284828 


I~lmulllll~OllllllllllllllmllnUIDI~llmlllllllllg~11I1
OlQllMRISa048Z8 

CELL:  
73300 WILLIAM TALMADGE 632 168 05/11/12 MRIS284828 

K83AKF 11,766 BLUE/

11/FORD TRUCK/eSCAPE/4wD 4DR X~T

1 FMC U 9 D G 3 8 K  

05/01/12 
MO: 11845 

~,"" ......... ,!':.•~~~~~·'~*:~~:·~~·:~~j,~~~i~~~~h~;~;~~~~~;;,:!!."" \'!- .~

~1.1'.,12F0lJ11C.,,,:.,,.,~'!l~.,·,CltlVE'A8l!Ifl;.'H~SC:r..~.t,HOURS . ""'S)·"533,.~.,..'(t,.~,.';~W~""j""."",,,.,,,,~,~i<:iO ..Ov;:.; 

es WAS DRIVING CAR THROUGH INTERSE ON AND CAR STALLED. 
RESTARTED AND PROVE TOO WORK 
PERFORMED EXTENSIVE DIAGNOSIS TO VEHICLE . NO SIGHS OF 
FAULTS IN ~y tIIOULE • UNABLE TO VERIFY ON ROM TEST 
INTERNAL 1r«)AJ{ ORDER NO WARRANTY SUBHlmD R/IOOO
CUSTDJ1£R ADVISED iHAT VEHICLE SEEHEO TO N:.T UP \liEN TURING 
TO RIGHT THROUGH INTERSECTION. TEC1i ATIEMPTED TO DUPLICATE 
NUHEROUS lUtES BUT UNABLE. CONTACTED HOTlINE • ADVISED TO 
TAKE NO ACTION UNLESS CONCERN CAN BE REPLICATED. CUSTOHER 
SERVICE REP ANGELA ADVISED TO RELEASE VEHICLE TO CUS'TOMER 
AT THIS TIME PENDING LOCATION AND USAGE DF VOR WHEN AVA1L. 

JOB' 1 TOTAL LABOR • PARTS 0.00 :.............••.............•••••.........••• , ••••.......•.....••••............ -_ .....••••••....• 

COttKENTS....................... '" ............... '" '" ............................................ lit 
 , ....................................................... .. 


TOWING IN ERS •••CAR STALLED IN INTERSECTION 

DELETED OPERATIOH(S)················:··························· .. •·•••·•••··•••····· 

SSFOZZ99P QC MULTI POINT CHECK 

TOTALS-'" ..... " ........ "' ............ " ., ......................... " , ........................................................... "' ........... " ,. "'" ..................... _................. lit 

CONTROLI ACCOUNT NUMBER AMOUNT •• 
TOTAL lABOR •••• 0.00 
TOTAL PARTS •••• a.ao 
TOTAl SUBLET ••• 0.00 . 
TOTAL G.O.G•••• 0.00 . 
TOTAL HISC.CHG. 0.00 . 
TOTAL MIse.DISC 0.00 ,
TOTAL TAX ....... 
 0.00 •.......... 


TOTAL INVOICE $ 0.00 . 

APPROVED BY slGNAiOKE 
IoUUUU...HUU...U"... D1I P LIe ATE I N V 0 ICE ,***"UHlUU*1fUUUUUUIo 

PAGE 1 OF 1 ACCOUNTING COPY... I END OF INVOICE I 11;.7am 
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73300 

P .DO If00"(FAX)
Q7f03/2012 00:39 

MRCS287836 


~-UNION MENDHAM 

taCO Sptlngfteld lINe, 102 E. Mlln SI, 


SAMoa (908l M+H48 V PIN (I0Il) 1IM4Ii44 (1'14) Jl43.m1 

BIWJY BIIQP (808) I14-41U \I Flu (808) 8100846B F:p (913) S4H8&t 

s···········~#········································ .••••.. 

,0,06/20/12 

MO: 12898 
~- •••••.............. 

~02i~~"':"'" ............ . fTltOtWJ 
CUSTOMER SlAm CM FT 
ACCELERATING. RESTNnm OK. 

~l~~m ~~ ~~Sl~~ ~~n ~FAIILTS
FOUHIl lIIAB~E 1'0 DUPLICATE CONCERN DRIVE wrm IC 
RECCR'G ON V£HlCU NO RELEVAIfT DATA RECOIIIEO. rCLE 
RELEASED TO CUSTtHR IS PER FORD HO"I'ra COjopANY 


1 TOTALS· ........................................... : .............. . 


JOf!I/I l..nJRNAl PREFIX HRc..'l JOI3I 1 TOTAL 0.00 

2 CHAAGES- ..... •...... • .. •••• ........ • .. _....... •• ... ••••••• .. •••••• .............................. ,.,.." ................. ,. ...... . 


2!...... , .... -•.. -ft~ ..... ~ •.. -•... -••••••••• A ••••••• , •• ~~ _ •••••••••••••••••• A •••• 


:t~·S!~~:Ji~~~~;I!'~.••••••nfil 


JIl!I ! JOlJ<tW. PREFIX MRCS ,Df 2 TOTAL 0.00 


OHHENTS·······.· .. ······•••.··· ... ·...••............••••.•........••••..........•.• 

~~ .l~~I................................................................ 

03fOZCKS CMECK STEERING 

OTAlS .. ••••• ."' .......... " .................. , .......................................................................... ... 

~**~~••••A~•••••••I••••*.*••'.AA••_* TOTAL lABOR•••• 0.00 
TarAL PARTS•••• 0.00r NO CHECKS ACCEPTED l * .. * TarAl. OlET••• 11.00 
TOTAL G.O.G•••• 0.00t J VISA [ ] MASTEIt~D r ] DISCOVER * .. l3f.AL MIse CHI' 0.00 

0.00[ J MER XPRESS [ 1 O1lIER [ J CHAReE .. TJ~ ~lf.. ~~ .: 0,00• ........ 

~a••••••**...AA.~..."*'.*•••'A'aA** tOTAL'rNVOrCEi $ 0.00 

THANK YOU F<R YOUR BUSINESS II 

oU P LIe A T £ I N V 0 ICE 

111:11. 0. 

PABE1 OF' SfiAVIoE PILE eopv I eND Of! INVOloe I Cl6:4st1m 
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MRCS287836 


I 
\ CELL:  

73300 WILLIAM 1TALMADGE I 632 3305 06/29/12 MRCS287836 

\ K83AKFi 12,805!BLUE/I: ' 
11/FORD!TRUCK/ESCAPE/4WD 40R XLT 

KENILWORTH, NJ 1 F M C\ U 9 0 G 3\8 K 

 \ 06/20/12 

liMO;12898 
J081 1 CHARG£S···················· .:...•.•........•.•...••• ~ . . . .•.. ..... .. .. . . . .•• •. •.. . .•. •••.•• : 


,i ' 

I Annn •••• _•••• _.~ •••••••••••••••••••••••••••••••••••••••••• ~ ••••• _••••••••• ,....... : 


:~~fiFOiEVP.fE.~Jlk~;stAtUlNG~&<iNCERlf~t~~{~!f;j_T£CR(S)r5n~~~NfERftXt~
CUSTOt1ER STATES CAR STALLED WHILE TURNING LEFT; AND • 
ACCELERATING. RESTARTED OK. i 
CHECK FOR TSS'S AND SSM'S· NONE APPLICABLE ;

PeRFORMED EXTENSIVE DIAGNOSIS DN VEHICLE NO CaJES NO FAULTS

FOUND UNABLE TO DUPLICATE CONCERN DRIVE WITH DIAGNOSTIC 
RECORDER ON VEHICLE NO RELEVANT DATA REOORDED.IVEHICLE 
RELEASED TO CUSTOHER AS. PER FORD MOTOR COMPANYi 

I I 
J08I 1 TOTALS........ ·····, ... • •• ··:· ~ ..................... ~ ............. . 

, JOBf 1 JOURNAL PREFIx MRCS J08Ii 1 TOTAL 0.00 .
JOBf 2 CHARGES·····-········-······'···6 .... ~ .. -- ... -•••••. ~ ...........• ~ •••••.......•..• -....•• 


• 1 

I ..aCR...... , .................................. : .........................t............... ............. ;
:vu:'. ,. . ....... ····ih!w"'~'r<.t~ , ... .,....... ' ..-f<' •... , ,.,,, " '.' '········ ..IJ""",;·1!'''.,·'','·~i.\'· ~'·""~'i+....'iI···~'········1Jn:::l::J::,.-l!I."!!~~~~:!Illl!'~z::;;;:a~...
JI:2:,55FOZZ991'..;,:~':)::'t?:I.,!QC1HUl:TI.:,~P.OXtm!itHECrl/~,~",;,,~h~rw:~\t.IE:."",\lS:I:533r',~~·~i."..f;j~1~&'M~.V.~OO:li: 
27 Point lnspection An; I· 

JORl; Z TOTALS· ...... •• .. •• •••••• •...•••• ...... •.. •••••••• •• ~ ............ ..
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H/iPlECREST
1M 

. UNION BODVSHOP 
• MENDHAM 

2800 l'il-lrlngllekf Ave. 28 Burnett Ave. 102 e. Main Si. 
VAUXHAl.l, NJ 07086 MAPLE'WOOO. NJ 07040 MENDHAM. NJ 07945 

(909) 964-noo (913)763-1326 (973) $43-'-531 
FlU<: SERV, (908) 964-29&5 • PART (908) 810-9433 I"lI'I (973)163-1906 FIlX (913) 543-6963 

www.mepleerestautogroup.eom 
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CuDL Issue List Page 1 of 1 

last Handling 
Datel 

Issue Status 
7/612012 
CLOSED 
6/20/2012 

CLOSED 

5/21/2012 
CLOSED 
5/212012 

CLOSED 

5/1/2012 
CLOSED 
12/22/2011 
CLOSED 
12/8/2011 
CLOSED 
12/8/2011 
CLOSED 
9/20/2011 
CLOSED 
9/20/2011 

CLOSED 

9/20/2011 

CLOSED 

9/20/2011 

CLOSED 

ISSUE LIST 

Namel Vinl Model Year and Issue 
Reason Desc Case No. Vehicle line Type 

TINA L KAUFMANN 1FMCU9DG3BK 2011 04 
CLP -IN - SERVICE REPAIR  AT RISK 445022631 
TINA LKAUFMANN 1FMCU9DG3BK  2011 01 
CRC RELATED - SUPERVISOR REQUEST 
SUBMITTED 445022631 

TINA L KAUFMANN 1FMCU9DG3BK  2011 04 
CLP  IN - SERVICE REPAIR AT RISK 445022631 
TINA L KAUFMANN 1FMCU9DG3BK  2011 01 
ROADSIDE ASSISTANCE REQUEST
WARRANTY COVERED 445022631 

TINA L KAUFMANN 1FMCU9DG3BK  2011 02 
DEALER GENERATED INFORMATION ISSUE 445022631 
TINA L KAUFMANN 1FMCU9DG3BK  2011 04 
CLP -IN - SERVICE REPAIR  AT RISK 445022631 
TINA L KAUFMANN 1FMCU9DG3BK  2011 02 
MISC INQUIRY GENERAUOTHER 445022631 
TINA L KAUFMANN 1FMCU9DG3BK  2011 02 
MISC INQUIRY  CHANGE OF ADDRESS 445022631 
TINA L KAUFMANN 1FMCU9DG3BK  2011 02 
MISC INQUIRY - CSR OBC 445022631 
TINA L KAUFMANN 1FMCU9DG3BK 2011 01 
WARRANTY - REPAIR MUST BE PERFORMED 

AT FILM 445022631 

TINA L KAUFMANN 1FMCU9DG3BK  2011 01 
WARRANTY REPAIR MUST BE PERFORMED 

AT FILM 445022631 

TINA L KAUFMANN 1FMCU9DG3BK  2011 01 
WARRANTY - REPAIR MUST BE PERFORMED 

AT FILM 445022631 

Ford Confidential 
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Customer Data Link - CuDL Page I of 3 

All Action Details for Issue 

VIN: 1FMCU9DG3BK Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01-31 
Symptom Desc: STALUQUITS NO RESTART HOT ENGINE Primary Phone
Reason Desc: CLP IN - SERVICE REPAIR  AT RISK Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 06/21/2012 

Action: TIER ONE OPEN ISSUE 
Dealer: 01765 MAPLECRESTFORD Origin Desc: TIER ONE - MELBOURNE 
Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: VADEN SIMRALL Analyst: SVADEN1 
Action Date: 06/20/2012 Action Time: 09.26.38.222 Action Data: No 

Comments LTV: 95-----------CUST:-WANTS VEH FIXED IMMEDIATELY-----------CRC:"I WILL ESCALATE THIS TO 
OUR CUSTOMER CARE SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. 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"· 
ASKED CUST IF SHE HAS SPOKEN TO DLR ABOUT A RENTAL IN THE MEAN TIME AND SHE SAID THATS WHY SHE 
IS CALLING CRC.-CANT WAIT TWO BUS DAYS, ASKED FOR SUP---------SYMPTOMS:-VEH SHUTS OFFWANT VEH 
DATA RECORDER IN CARSHUTS OFF IN MIDDLE OF A TURNSTARTED APRIL, 2011-UNABLE TO DUPLLlCATE-------
-------DEALER:MAPLECREST FORD LINCOLN 2800 SPRINGFIELD AVENUEUNION NJ 07088(800) 954-0288ALEX SIM 

Action: TRANSFER ISSUE 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: MCCAULEY,ERIN Analyst: EMCCAUL3 
Action Date: 06/21/2012 Action Time: 09.31.54.970 Action Data: No 

Comments OBC TO MAPLECREST FORD (973-543-2531 OPT 3) SA JACK ADVISED THE VEH HAS NEVER BEEN TO 
THiS DLRSHP OBC TO (PA CODE 11232) MAPLECREST FORD LINCOLN ( 908-964-7700 OPT 2) 
SPOKE WITH SA DAN ADVISED THE VEH CAME INTO DLRSHP YESTERDAY CSM THANKED DLR AND 
ADVISED WILL ASSIGN TO CORRECT DLRSHP FOR CASE HANDLING OB EMAIL TO CSM COREY TO 
ADVISE OF CASE TRANSFER ASSIGNED TO INCORRECT DLRSHP CC'D COM 

Action: CREATE FOLLOW UP 

Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTiONS 
TEAM 

Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: TRAUSCHT 
(CTRAUSCH),COREY Analyst: CTRAUSCH 

Action Date: 06/21/2012 Action Time: Action Data: Yes13.55.04.366 

Comments -OBC TO DLRSHP SIA WILL - VEH is AT DLRSHP - UNABLE TO DUPLICATE CONCERN CUST STATED iT 
HAS OCCURRED 3TIMES - CUST IN LOANER FROM DLRSHP DLRSHP HAS A VDR WHICH THEY WILL PUT ON 
VEH SOON - FlU WED-OBC TO CUST AT  - NO ANSWER - LEFT VIM - ADVISED CUST OF STATUS OF 
VEH AT DLRSHP AND THAT CUST IN LOANER -ADVISED CUST WILL FlU 6/27 BY 4:30PM 

Data Element Name Data Value 

DATE OF FOLLOW UP: 06-27-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

... 8/16/2012 
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Customer Data Link - CuDL Page 2 of3 

Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONS

Dealer: 11232 MAPLECRESTFORD LINCOLN TEAM 
Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: TRAUSCHT Analyst: CTRAUSCH
(CTRAUSCH},COREY 

Action Time:
Action Date: 06/27/2012 Action Data: Yes12.55.23.808 

Comments -OBC TO DLRSHP SIA WILL - VEH IS AT DLRSHP - STILL UNABLE TO DUPLICATE CONCERN - VDR IS IN 
VEH AND STILL NOTHING - DLRSHP TRYING TO DUPLICATE CONCERN-OBC TO CUST AT - CUST IS 
EXTREMELY UPSET DLRSHP CAN'T DUPLICATE CONCERN - CUST STATED SHE IS GOING TO WASHINGTON DC 
JULY 15 WITH FAMILY - CUST STATED SHE IS NOT GOING TO DRIVE THE VEH - CUST IS TOO AFRAID OF VEH 
SHUTIING OFF IN INTERSECTION - CSM ADVISED CUST DLRSHP HAS VDR ON VEH AND TRYING TO DUPLICATE 
CONCERN - CUST IS UPSET AMOUNT OF MILES BEING PUT ON VEH SINCE IT'S A LEASE - CUST WANTS CREDIT 
FOR THE MILES -ADVISED CUST THAT IS NOT SOMETHING CSM COULD HELP WITH - CUST WILL TRY TO 
CONTACT LEASING - ADVISED CUST WILL FlU 7/2 BY 4:30PM 

Data Element Name Data Value 

DATE OF FOLLOW UP: 07-02-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CREATE FOLLOW UP 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 11232 MAPLECRESTFORD LINCOLN TEAM 

Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: TRAUSCHT Analyst: CTRAUSCH(CTRAUSCH},COREY 

Action Time:Action Date: 07/0212012 Action Data: Yes11.34.52.520 

Comments -OBC TO DLRSHP s/A WILL - SIA WILL STATED CUST STATED SHE IS CONTACTING A LAWYER 
DLRSHP STOPPED WORKING ON VEH AT THAT POINT-OBC TO CUST AT  - CSM ADVISED CUSTTHAT 
DLRSHP HAS DISCONTINUED WORKING ON VEH SINCE CUST STATED SHE IS CONTACTING LAWYER - CUST WAS 
VERY ANGRY AT HEARING THIS - ADVISED CUST ONCE SHE STATED LAWYER DLRSHP COULD NO LONGER 
WORK ON VEH - CUST STATED SHE IS ONLY CONTACTING LAWYER OVER HER OPTIONS CSM ADVISED CUST 
TO CONTACT DLRSHP - CUST WANTED TO KNOW WHY I KEEP CONATCTING HER - CSM EXPLAINED HIS ROLE 
AND CUST STATED SHE DOES NOT HAVE TIME FOR THIS NO FURTHER CUST CONTACT - CSM SETIING 
DLRSHP ONLY FlU FOR 7/6 BY 4:30PM 

Data Element Name Data Value 

DATE OF FOLLOW UP: 07-06-2012 

TIME OF FOLLOW UP (HH:MM): 20:00 


Action: CONCERN ADDRESSED 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 11232 MAPLECRESTFORD LINCOLN 
TEAM 


Odometer: 12000 MI Comm Type: PHONE 

Analyst Name: TRAUSCHT 


Analyst: CTRAUSCH(CTRAUSCH},COREY 

Action Time:
Action Date: 07/06/2012 Action Data: Yes11.16.23.486 

Comments -OBC TO DLRSHP SIA WILL -UNABLE TO DUPLICATE CONCERN - VEH GONE - AS STATED BY CUST 
SHE DOES NOT WANT TO BE CONTACTED BY CSM - NO FURTHER ACTION - CASE CLOSED 

 8/16/2012 
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Customer Data Link - CuDL Page 3 of 3 

Data Element Name 

CUSTOMER'S LTV SCORE 

PARTS ESCALATION USED? (YIN) 

TECH ASSIST (FSE INVOLVED) USED? (YIN) 

TECH HOTLINE CONSULTED? (YIN) 

ESP USED? (YIN) 

SCP USED? (YIN) 

X-PLAN USED? (YIN) 

CLP FINANCIAL ASSIST PROVIDED? (YIN) 

--ESTIMATED REPAIR COST(@WARRRATES) ($) 

--CUSTOMER'S SHARE OF REPAIR COST ($) 

--DEALER'S SHARE OF REPAIR COST-P18 ($) 

--DEALER'S SHARE OF REPAIR COST-OTHER($) 

--FORDS'S SHARE OF REPAIR COST-P11 ($) 

CLP FINANCIAL ASSIST DENIED? (YIN) 

NONE OF THE ABOVE (YIN) 


Ford Confidential 

Data Value 

95 
N 
N 
N 
N 
N 
N 
N 

N 
Y 

8116/2012 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCU9DG3BK Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01-31 
Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone:  
Reason Desc: CRC RELATED - SUPERVISOR REQUEST SUBMITTED Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: SUPERVISOR REQUEST LIVE ESCALATION 
Dealer: 01765 MAPLECRESTFORD Origin Desc: TIER ONE - MELBOURNE 
Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: VADEN SIMRALL Analyst: SVADEN1 
Action Date: 06/20/2012 Action Time: 09.34.24.979 Action Data: Yes 

Comments -ESC TO SUP KEVIN-LTV: 95------------CUST:-WANTS VEH FIXED IMMEDIATELY------------CRC:"I WILL 
ESCALATE THIS TO OUR CUSTOMER CARE SOLUTIONS TEAM SO THEY CAN INVESTIGATE YOUR CONCERN. 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"-ASKED CUST IF SHE HAS SPOKEN TO DLR ABOUT A RENTAL IN THE MEAN TIME AND SHE SAID 
THATS WHY SHE IS CALLING CRC.-CANT WAIT TWO BUS DAYS, ASKED FOR SUP-----SYMPTOMS:-VEH SHUTS 
OFFWANT VEH DATA RECORDER IN CARSHUTS OFF IN MIDDLE OF ATURNSTARTED APRIL, 2011-UNABLE TO 
DUPLLlCATE------------DEALER:MAPLECREST FORD LINCOLN 2800 SPRINGFIELD AVENUEUNION NJ 07088(800) 
954-0288ALEX S/M 

Data Element Name Data Value 

SUPERVISOR'S CDSID: KTESMACH 
SUPERVISOR'S NAME: TESMACHER , KEVIN 

Action: SUPERVISOR REQUEST LIVE CLOSE 
Dealer: 01765 MAPLECRESTFORD Origin Desc: TIER ONE - MELBOURNE 
Odometer: 12000 MI Comm Type: PHONE 
Analyst Name: TESMACHER , KEVIN Analyst: KTESMACH 
Action Date: 06/20/2012 Action Time: 09.37.43.279 Action Data: No 

Comments =CAS KEVIN TAKING LIVE CALL FROM SIMI=CUST VERIFIED THE CONCERN=STILL HAVING A 
CONCERN WITH THE VEH STALLlNG=CUST SEEKING FOR THE VEH TO BE REPAIRED=VEH WILL STALL WITH NO 
WARNING OR INDICATOR=ADVISED CUST THAT WE HAVE ESCALATED THIS CASE TO OUR REGIONAL 
DEPARTMENT AND SHE WOULD RECEIVE A CALL BACK WITHIN 2 BUSINESS DAYS ON THE CONCERN=ADVISED 
THAT HER BEST OPTION IS TO HAVE THE VEH AT THE DLR SO THEY CAN PREFORM FURTHER 
TESTS=RECOMMENDED CUST TO SAVE ANY RECEIPTS FOR RENTAL AS THAT CAN BE REVIEWED BY THE 
CSM=CUST STATES THAT SHE WILL GO TO ALAWYER IF THIS IS NOT RESOLVED-NO FURTHER ACTION NEEDED 

Ford Confidential 

8/16/2012 
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Customer Data Link - CuDL Page I of 4 

All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name: Owner Status: Original WSD: 2011-01-31 
Symptom Desc: STALLS/QUITS ACCELERATION Primary Phone:  
Reason Desc: CLP - IN - SERVICE REPAIR  AT RISK Secondary Phone:  
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 05/02/2012 

Action: TIER II ESCALATION - CUSTOMER PERCEIVES MULTIPLE REPAIR 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: DOREEN (CDOREEN),CHEESEMANAnalyst: CDOREEN 
Action Date: 05/01/2012 Action Time: 09.46.15.173Action Data: Yes 

Comments CUSTOMER SAID: - CUST STATES VEH SHUT OFF AGAIN FOR THE THIRD TIME - SAME PROBLEM 
FOUR TIMES NOW FOR THIS - CUST STATES I WAS DRIVING AND VEH SHUT OFF IN THE MIDDLE OF 
INTERSECTION - LAST TIME TOOK TO DEALER AND TOLD ME TO DRIVE IT THERE - VEH THERE TWO WEEKS IN 
DECEMBER - REPAIRED THE VEH AND TOOK LONG TIME TO FIGURE OUT WHAT HAPPEN - ELECTRICAL AND 
FUEL SYSTEM - ENTIRE VEH TAKEN APART THEN - CUST STATES NOW WAITING FOR ROADSIDE TODAY TO 
COME GET THE VEH - CALLED THEM EARLIER - TAKING VEH BACK TO THE DEALER TO BE CHECKED AGAIN 
CUST CALLING FORD I NEED TO GET THIS VEH FIXED THANK GOODNESS I DIDNT HAVE THE CHILDREN IN THE 
VEH WHEN THIS HAPPENED - COULD HAVE BEEN WORSE -I NEED THE VEH FIXED OR LOOK INTO OTHER 
OPTIONS IF IT CANT BE FIXEDDEALER SAID: MAPLECREST FORD 2800 SPRINGFIELD AVENUEUNION NJ 07088 
(800) 954-0288 NONECRC 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- CRC ADVISED THE ABOVE - CUST STATED CALL ANYTIME- PHONE #  

Data Element Name Data Value 

ESTIMATED COST OF REPAIR: o 

Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/0212012 Action Time: 10.45.21.164Action Data: Yes 

Comments OBC TO SM ALEX @908-964-7700 SM STATES THAT THEY HAVE NEVER VERIFIED THE CUSTOMERS 
CONCERN HAVE BEEN WORKING WITH HOTLINE TO MAKE REPAIRS. SM STATES THAT HE REQUESTED AN FSE 
AND GAVE THE CUSTOMER A LONER. NO CODES AND UNABLE TO DUPLICATE AFTER ROAD TEST. CONTACTING 
HOTLINE AGAIN.OBC TO CUSTOMER @  - LM ON VM PROVIDING TOLL FREE NUMBER AND SET FU 
05-04-2012. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-04-2012 
TIME OF FOLLOW UP (HH:MM): 18:30 

Action: ESCALATED HANDLING REQUIRED - COMPLETE (EXPLAIN IN COMMENTS) 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: DEALER 
Odometer: 11400 MI Comm Type: VISIT 
Analyst Name: MICHAEL DECICCO Analyst: M-DECIC1 
Action Date: 05/03/2012 Action Time: 13.22.54.622 Action Data: No 

8/16/2012 
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Customer Data Link - CuDL Page 2 of 4 

Comments ROAD TEST PERFORM EEC PINPOINT TESTS AS PER TECH HOTLINE UNABLE TO DUPLICATE 

CUSTOMERS CONCERN.AWAITING FSE TO GET INVOLVED 


Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/04/2012 Action Time: 14.37.57.203Action Data: Yes 

Comments OBC TO SM ALEX @908-964-7700- WAITING FOR FSE.OBC TO CUSTOMER@
CUSTOMER STATES THAT SHE ONLY GETS 10500 MILES ON THE LEASE AND IS CONCERNED ABOUT GOING 
OVER. CUSTOMER STATES THAT THE DEALERSHIP PROVIDED HER WITH A LONER VEHICLE. CSM ADVISED 
CUSTOMER THAT THE DEALERSHIP HAS REQUESTED THAT AN FSE COME OUT TO LOOK AT THE VEHICLE BUT 
WE DON'T HAVE AN EXACT DATE AT THIS TIME. CSM ADVISED CUSTOMER OF FU 05-08-2012 WITH ANY 
ADDITIONAL INFORMATION. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-08-2012 

TIME OF FOLLOW UP (HH:MM): 18:30 


Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/08/2012 Action Time: 13.07.13.204Action Data: Yes 

Comments OBC TO SA WILL @908-964-7700 - CSM ADVISED SA THAT AN FSE MORE THAN LIKELY WONT COME 
OUT UNLESS THEY ARE ABLE TO DUPLICATE THE CUSTOMERS CONCERN. CSM ADVISED SA TO SEE IF THEY 
CAN OBTAIN A VDR TO PUT IN THE CUSTOMERS VEHICLE TO CAPTURE READINGS AND RETURN THE VEHICLE 
TO THE CUSTOMER. CSM ADVISED IF THE DEALERSHIP IS UNABLE TO OBTAIN A VDR THEN THE VEHICLE NEEDS 
TO BE GIVEN BACK TO THE CUSTOMER SINCE THEY ARE UNABLE TO DUPLICATE THE CONCERN AND IT'S BEEN 
OVER AWEEK SINCE THEIR LAST HOTLINE CONTACT.OBC TO CUSTOMER@ - CUSTOMER STATES 
THAT THE CONCERN HAS HAPPENED 4 TIMES AND A MONTH IN-BETWEEN EACH OCCURRENCE. CUSTOMER 
STATES THAT THE LAST TIME THE CONCERN HAPPENED SHE CALLED ROADSIDE BUT ONLY AFTER SHE WAS 
ABLE TO RE-START THE VEHICLE AND GET OUT OF THE WAY OF ONCOMING TRAFFIC. CSM ADVISED 
CUSTOMER THAT DEALERSHIP IS LOOKING FOR VDR, BUT IF THEY ARE UNABLE TO FIND IT THE VEHICLE WILL 
HAVE TO BE RETURNED SINCE THEY HAVE BEEN UNABLE TO DUPLICATE. CSM SET FU 05-09-2012. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-09-2012 

TIME OF FOLLOW UP (HH:MM): 18:30 


Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO , ANGELAAnalyst: ATRETTEN 
Action Date: 05/09/2012 Action Time: 10.35.43.302Action Data: Yes 

Comments OBC TO SM ALEX OR SA WILL @908-964-7700 - SA STATES THAT IT WILL BE A COUPLE OF WEEKS 
BEFORE THEY ARE ABLE TO OBTAIN A VDR - CSM ADVISED SA TO MAKE SURE WE ARE ON WHATEVER WAITING 
LIST IS NECESSARY TO OBTAIN THIS VDR FOR THIS CUSTOMER. SA STATES THAT SM ALEX IS WORKING TO GET 
THE VDR ALSO. SA ADVISED CSM THAT THEY WILL DELIVER THE CUSTOMERS VEHICLE TO HER TODAY, PICK UP 
THE LONER VEHICLE AND EXPLAIN THE VDR SITUATION TO HER.OBC TO CUSTOMER @9  - CSM 
ADVISED CUSTOMER OF INFORMATION DISCUSSED WITH SA WILL AND SET FU 05-16-2012 TO TOUCH BASE ON 
HOW THE VEHICLE IS RUNNING AND THE STATUS OF OBTAINING THE VDR. 

8/16/2012 
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Customer Data Link - CuDL Page 3 of 4 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-16-2012 

TIME OF FOLLOW UP (HH:MM): 18:30 


Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/16/2012 Action Time: 13.39.49.171 Action Data: Yes 

Comments OBC TO SM ALEX @908-964-7700 - SM STATES THAT HE ORDERED 3 NEW ONES FROM FSE DAN - OB 
EMAIL TO FSE DAN INQUIRING ABOUT ETA FOR THE VDR'S. OBC TO CUSTOMER @ - LM ON VM 
PROVIDING TOLL FREE NUMBER - CSM ADVISED CUSTOMER THAT I AM LOOKING INTO ETA OF VDR AND SET FU 
05-18-2012, 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-18-2012 

TIME OF FOLLOW UP (HH:MM): 18:30 


Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/18/2012 Action Time: 10.20.53.506Action Data: Yes 

Comments IB EMAIL FROM FSE STATING THAT SHIPMENTS WILL START AT THE END OF MAY AND WILL BE 
COMPLETE BY THE END OF JUNE.OBC TO CUSTOMER @  LM ON VM PROVIDING TOLL FREE 
NUMBER AND SET FU 05-21-2012. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 05-21-2012 

TIME OF FOLLOW UP (HH:MM): 18:30 


Action: CONCERN ADDRESSED 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 11400 MI Comm Type: PHONE 
Analyst Name: TRETTENERO, ANGELAAnalyst: ATRETTEN 
Action Date: 05/21/2012 Action Time: 09.47.21.938Action Data: Yes 

Comments OBC TO CUSTOMER @  - LM ON VM PROVIDING TOLL FREE NUMBER AND ADVISING 
CUSTOMER OF CASE CLOSURE. CSM ADVISED CUSTOMER THAT WHEN THE VDR ARRIVES AT THE DEALERSHIP 
THEY WILL CONTACT HER TO BRING HER VEHICLE IN, IF SHE IS STILL HAVING THE SAME CONCERNS. NO 
FURTHER ACTION. CASE CLOSED. 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 95 

PARTS ESCALATION USED? (YIN) N 

TECH ASSIST (FSE INVOLVED) USED? (YIN) N 

TECH HOTLINE CONSULTED? (YIN) N 

ESP USED? (YIN) N 

SCP USED? (YIN) N 

X-PLAN USED? (YIN) N 


8/16/2012 
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Customer Data Link - CuDL Page 4 of 4 

CLP FINANCIAL ASSIST PROVIDED? (YIN) 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($) 

--FORDS'S SHARE OF REPAIR COST-P11 ($) 

CLP FINANCIAL ASSIST DENIED? (YIN) N 

NONE OF THE ABOVE (YIN) Y 


Ford Confidential 
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Customer Data Link - CuD L Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCU9DG3BK Year: 2011 Model: Case: 445022631 
Name: Owner Status: Original WSD: 2011-01-31 
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 CLUB 
Odometer: 011000 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 0510212012 Action Time: 22.38.06.797 Action Data: No 

Comments DISPATCH COMPLETE 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01-31 
Symptom Desc: Primary Phone:  
Reason Desc: DEALER GENERATED INFORMATION ISSUE Secondary Phone:  
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Action: ESCALATED HANDLING REQUIRED - COMPLETE (EXPLAIN IN COMMENTS) 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: DEALER 
Odometer: 17766 MI Comm Type: VISIT 
Analyst Name: MICHAEL DECICCO Analyst: M-DECIC1 
Action Date: 05/01/2012 Action Time: 14.14.36.927 Action Data: No 

Comments CUSTOMER STATES VEHICLE IS STALLING WHILE DRIVING.THROTTLE BODY REPLACED IN 
DECEMBER FOR SIMILAR CONCERN COIL REPLACED IN DECEMBER FOR DRIVEABLILTY CONCERN.WE ARE 
UNABLE TO DUPLICATE CUSTOMERS CONCERN AFTER ROAD TESTING.ALL CODES PASS.DEALERSHIP 
REQUESTING FSE INVOLVEMENT AS THIS IS THE THIRD REPAIR ATTEMPT AND WE ARE UNABLE TO DUPLICATE 
CONCERN AT THIS POINT 

Action: CLOSING PENDING 02 ISSUES 
Dealer: 11232 MAPLECRESTFORD LINCOLN 
Odometer: Comm Type: OTHER 
Analyst Name: Analyst: SYSTEM 
Action Date: 05/01/2012 Action Time: 23.00.23.639 

Origin Desc: SYSTEMS TEAM 

Action Data: No 

Comments CLOSED BY SYSTEM 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 4 

All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01·31 
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: 12/09/2011 

Action: TIER II ESCALATION - MULTIPLE REPAIR 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: KYLES, SHARA Analyst: SKYLES2 
Action Date: 12/08/2011 Action Time: 09.46.48.682 Action Data: Yes 

Comments CUSTOMER SAID: - CUST STATES THE VEH HAS BEEN IN THE DLRSHIP 5 TIMES SINCE PURCHASE IN 
FEBRUARY CUST STATES WAS ALMOST IN AN ACCIDENT BC WHILE COMPLETING TURN THE VEH SHUT OFF
DLR ADVISED CUST BAD COIL - STATES WHEN THE VEH GETS FILLED UP WITH GAS CAN SMELL THE GAS IN THE 
VEH - STATES SM WILL ADVISED CUST THAT FOUND ISSUE WITH THE COIL HOWEVER NOT CONFIDENT THAT 
THIS IS GOING TO RESOLVE ALL THE ISSUES MAPLECREST FORD LINCOLN 2800 SPRINGFIELD AVENUEUNION 
NJ 07088(800) 954-0288CRC 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 VEHICLECSR ADVISED OF ABOVE - PLEASE CONTACT CUST AFTER 2PM 

Data Element Name Data Value 

ESTIMATED COST OF REPAIR: o 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12/09/2011 Action Time: 14.36.58.729 Action Data: No 

Comments OBC TO DLR @908-964-7700 SPOKE WITH ALEX SMITH WHO ADVISED VEH HAS SHUT OFF 3 TIMES IN 
6 MONTHS AND THEY HE CAN NOT VERIFY PROBLEM==ALEX STATES ALSO THAT CONCERNS RELATED TO GAS 
SMELL HAVE BEEN RESOLVED== VEH WAS PURCHASED AT DLR THAT IS NOW CLOSED 

Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12/09/2011 Action Time: 14.39.22.956 Action Data: Yes 

Comments OBC TO CUST @ ==LEFT VM ON MACH WITH CASE# AND NAME==ADVISED I WOULD BE 
HERE TILL 3:30 TODAY AND WOULD FlU WITH HER MONDAY 12112111 BY EOB IF I DID NOT HEAR BACK FROM HER 
TODAY 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-12-2011 

TIME OF FOLLOW UP (HH:MM): 16:30 


Action: CREATE FOLLOW UP 

8/16/2012 
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Customer Data Link - CuDL Page 2 of 4 

Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS. CYNTHIA Analyst: CTiBBETT 
Action Date: 12/12/2011 Action Time: 11.35.05.897 Action Data: Yes 

Comments IBC FROM CUST==LEFT VM ON MACH WITH CELL # ==OBC TO CUST 
1817==LEFT VM ON MACH==SET FlU FOR TOMORROW 12-13-2011 


Data Element Name Data Value 

DATE OF FOLLOW UP: 12-13·2011 

TIME OF FOLLOW UP (HH:MM): 16:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12/1212011 Action Time: 13.43.15.642 Action Data: No 

Comments OBC TO DLR @908-964-7700==SPOKE WITH WILL WHO ADVISED THEY ARE IN THE PROCESS OF 
DISSASEMBLING THE VEH AND THAT THEY BELIEVE THEY HAVE DETERMINED THE CAUSE OF THE CONCERN 
WHICH IS THE VEH STALLING 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 1211212011 Action Time: 13.46.27.808 Action Data: No 

Comments OBC TO CUST @ ==CUSTOMER STATES PROBLEM WITH DRIVETRAIN HAS EXISTED 
SINCE APRIL 2011==VEH SHUT OFF 3/29/11 AS CUST WAS COMPLETING A TURN==CUST ALSO ADVISED 
CONCERNS WITH SMELL OF GAS IN VEH AFTER FILLING TANK UP==CSM ADVISED SHE WOULD CALL DLR AND 
INQUIRE AS TO STATUS OF REPAIR== 

Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 1211212011 Action Time: 13.54.05.169 Action Data: Yes 

Comments OBC TO CUST @ ==SPOKE WITH CUST AND ADVISED VEH IS IN THE PROCESSS OF BEING 
DISASSEMBLED==SET FlU FOR 12/13/2011 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-13·2011 

TIME OF FOLLOW UP (HH:MM): 14:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12/13/2011 Action Time: 13.13.18.860 Action Data: No 

Comments OBC TO SIM WILL @908-964-7700 MAPLECRESTFORD LlNCON==WILL ADVISED TECH THAT WAS 
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Customer Data Link - CuDL Page 3 of 4 

WORKING ON VEH YESTERDAY CALLED OUT SICK TODAY==WILL ADVISED HE DIDN'T WANT ANOTHER TECH TO 
WORK ON THE VEH AND THE ORIGINAL TECH THAT WORKED ON THE VEH WOULD BE BACK TO WORK 
TOMORROW 

Action: CREATE FOLLOW UP 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12113/2011 Action Time: 13.29,03.754 Action Data: Yes 

Comments OBC TO CUST @ =ADVISEDCUST NO UPDATE ON REPAIR AVAILABLE AS SERVICE TECH 
IS NOT AT WORK TODAY==CSM ADVISED SHE WOUDL FOLLOW UP 12-15-2011 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-15-2011 

TIME OF FOLLOW UP (HH:MM): 16:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12/15/2011 Action Time: 13.59.42.190 Action Data: No 

Comments OBC TO DLR @ ==SPOKEWITH WILL WHO ADVISED HOTLINE HAD BEEN CONTACTED 
AND REPAIR WS COMPLETED USING THIER SUGGESTIONS== WILL ADVISED THEY WERE ALMOST READY TO 
RELEASE VEH BACK TO CUST AFTER 1FINAL ROAD TEST 

Action: CREATE FOllOW UP 
Dealer: 11232 MAPlECRESTFORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: TIBBETTS, CYNTHIA Analyst: CTIBBETT 
Action Date: 12115/2011 Action Time: 14,02.33,552 Action Data: Yes 

Comments OBC TO CUST @ =CSMADVISED CUST SHE HAD SPOKE WITH DlR AND VEH SOUlD BE 
RETURNED TO HER THIS AFTERNOON OR TOMORROW MORNING==CSM ADVISED SHE WOUDL FlU 12-22-11 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-22-2011 

TIME OF FOLLOW UP (HH:MM): 14:30 


Action: CONCERN ADDRESSED 
Dealer: 11232 MAPlECRESTFORD LINCOLN Origin Oesc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: RONDA,MARIO Analyst: MRONDA 
Action Date: 12122/2011 Action Time: 13,18,29.889 Action Data: Yes 

Comments OBC TO DlR S/A Will INFORMED CSM DlR REPLACED TRHOTTLE BODY AS PER HOTUNE_VEH 
WITH CUST SINCE LAST WEDNESDAY_OBC TO CUST WHO ADVISED CSM THE VEH HAS BEEN 
REPAIRED_CUST HAS CONCERN WITH THE REMOTE START NO WORKING PROPERlY_CUST WILL BRING 
VEH IN AFTER THE HOLIDAYS TO HAVE REMOTE START LOOKED AT BY THE DLR_CASE CLOSED 

Data Element Name Data Value 
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CUSTOMER'S LTV SCORE 9S 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) N 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
-ESTIMATED REPAIR COST(@WARR RATES) ($) 
--CUSTOMER'S SHARE OF REPAIR COST ($) 
--DEALER'S SHARE OF REPAIR COST-P18 ($) 
--DEALER'S SHARE OF REPAIR COST-OTHER($) 
--FORDS'S SHARE OF REPAIR COST-P11 ($) 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) Y 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01-31 
Symptom Desc: Primary Phone:  
Reason Desc: MISC INQUIRY - GENERAUOTHER Secondary Phone:  
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Action: REFERRED BY DEALER 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: MANUAL - PHONE CSR 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: KYLES. SHARA Analyst: SKYLES2 
Action Date: 12/08/2011 Action Time: 09.49.23.888 Action Data: No 

Comments CUSTOMER SAID: - STATES WILL ADVISED CUST TO CONTACT CRC TO ASSIST CUSTCRC ADVISED: 
MAPLECREST FORD LINCOLN 2800 SPRINGFIELD AVENUEUNION NJ 07088(800) 954-0288 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 
Name:  Owner Status: Original 
Symptom Desc: 
Reason Desc: MISC INQUIRY CHANGE OF ADDRESS 
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER 
Dealer: 
Odometer: 8155 MI Comm Type: PHONE 
Analyst Name: KYLES, SHARA Analyst: SKYLES2 
Action Date: 12/08/2011 Action Time: 09.42.28.425 

Comments CUSTOMER PROFILE UPDATE 

Model: Case: 445022631 
WSD: 2011-01-31 
Primary Phone:  
Secondary Phone:

Origin Desc: MANUAL· PHONE CSR 

Action Data: No 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  
Name:  
Symptom Desc: 

Year: 2011 
Owner Status: Original 

Reason Desc: MISC INQUIRY - CSR OBC 
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Model: Case: 445022631 
WSD: 2011-01-31 
Primary Phone:  
Secondary Phone:  

Action: OUTBOUND CALL TO DEALER 
Dealer: 11232 MAPLECRESTFORD LINCOLN 
Odometer: 6000 MI Comm Type: PHONE 
Analyst Name: POMARES, KATHI Analyst: KPOMARES 
Action Date: 09/20/2011 Action Time: 12.25.37.665 

Origin Desc: MANUAL  PHONE CSR 

Action Data: No 

Comments NO COMMENTS AVAILABLE 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name:  Owner Status: Original WSD: 2011-01-31 
Symptom Desc: START/CHARGE STARTING SYSTEM Primary Phone: 
Reason Desc: WARRANTY - REPAIR MUST BE PERFORMED AT F/LM Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

.......................... 

Action: CLOSE - DOCUMENT MULTIPLE SYMPTOMS 
Dealer: 11232 MAPLECRESTFORD L
Odometer: 6000 MI 
Analyst Name: POMARES, KATHI 
Action Date: 09/20/2011 

INCOLN 
Comm Type: PHONE 
Analyst: KPOMARES 
Action Time: 12.24.00.474 

Origin Desc: US CONCERN CASE BASE 

Action Data: No 

Comments CUSTOMER SAID: -LEASE A 2011 ESCAPE AND HAD TO TAKE BACK FOR SVC FOR A NOISE FROM 
STEERING COLUMN AND HAD IT REPLACED-ALSO HAD TO HAVE REMOTE START REPAIRED·DLR NOW CLOSED 
AND WENT TO MAPLECREST FORD WHO SAYS MAY NOT BE WARRANTIED DUE TO HAD TO GO BACK TO DLR 
AND DLR NO LONGER THERE-HAVING NOISE -WAS TOLD A BOX WAS LOOSE FOR THE REMOTE START AND DLR 
SAID THEY DID CUST A FAVOR BY NO CHARGE AND STILL HAVING NOISE AND REMOTE START NOT WORKING 
AGAIN·CUST WAS TOLD THAT IF THERE WAS ANOTHER PROBLEM IN THIS AREA THAT IT WILL NOT BE 
COVERED?·REARVIEW MIRROR CHANGING COLORS ALSO-REMOTE START WAS PUT IN AT GARDEN STATE 
FORD AND MAPLECREST SAYS IT IS AFTERMARKET AND CUST STILL CAN NOT GET IT TO WORK AND SHE PAYS 
MONTHLY FOR THE REMOTE START1·NOISE IN STEERING COLUMN2-REARVIEW MIRROR APPEARANCE3· 
START/CHARGE INOPERABLEDEALER SAID: MAPLECREST FORD LINCOLN FORD CODE: 13D044 LM CODE: 
14D474 DEALER PROFILE 2800 SPRINGFIELD AVENUEUNION, NJ 07088 TEL:(800) 954-0288FAX:(908) 964-8021CRC 
ADVISED: WE RECOMMEND THAT YOUR VEHICLE BE INSPECTED BY A FORD/LINCOLN/MERCURY DEALERSHIP 
TO DETERMINE THE CAUSE OF ANY SYMPTOMS YOUR VEHICLE MAY BE EXPERIENCING. IF THERE IS NO 
COVERAGE UNDER APPLICABLE WARRANTIES, RECALLS OR ESP'S, REPAIRS AND SERVICES WOULD BE YOUR 
RESPONSIBILITY. YOUR NEXT STEP IS TO MAKE AN APPOINTMENT WITH YOUR SERVICING DEALERSHIP TO 
HAVE YOUR VEHICLE DIAGNOSED:OBC TO DLR*-SPOKE WITH SIM ALEX WHO SAYS THE CUST SHOULD CALL 
FOR APPT AND HE WILL ASSIST HER WITH THIS CONCERNADVISED CUST OF THE ABOVE AND CUST WILL CALL 
AFTER WORK FOR APPT·NO OFFERS NO ALERTS 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name: Owner Status: Original WSD: 2011-01-31 
Symptom Desc: MIRRORS INTERIOR APPEARANCE Primary Phone:  
Reason Desc: WARRANTY - REPAIR MUST BE PERFORMED AT FILM Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED 

........................................... 


Action: CLOSE - DOCUMENT MULTIPLE SYMPTOMS 
Dealer: 11232 MAPLECRESTFORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 6000 MI Comm Type: PHONE 
Analyst Name: POMARES, KATHI Analyst: KPOMARES 
Action Date: 0912012011 Action Time: 12.22.24.268 Action Data: No 

Comments CUSTOMER SAID: -LEASE A 2011 ESCAPE AND HAD TO TAKE BACK FOR SVC FOR A NOISE FROM 
STEERING COLUMN AND HAD IT REPLACED·ALSO HAD TO HAVE REMOTE START REPAIRED-DLR NOW CLOSED 
AND WENT TO MAPLECREST FORD WHO SAYS MAY NOT BE WARRANTIED DUE TO HAD TO GO BACK TO DLR 
AND DLR NO LONGER THERE-HAVING NOISE -WAS TOLD A BOX WAS LOOSE FOR THE REMOTE START AND DLR 
SAID THEY DID CUST A FAVOR BY NO CHARGE AND STILL HAVING NOISE AND REMOTE START NOT WORKING 
AGAIN-CUST WAS TOLD THAT IF THERE WAS ANOTHER PROBLEM IN THIS AREA THAT IT WILL NOT BE 
COVERED?-REARVIEW MIRROR CHANGING COLORS ALSO-REMOTE START WAS PUT IN AT GARDEN STATE 
FORD AND MAPLECREST SAYS IT IS AFTERMARKET AND CUST STILL CAN NOT GET IT TO WORK AND SHE PAYS 
MONTHLY FOR THE REMOTE START1-NOISE IN STEERING COLUMN2·REARVIEW MIRROR APPEARANCE3· 
STARTICHARGE INOPERABLEDEALER SAID: MAPLECREST FORD LINCOLN FORD CODE: 130044 LM CODE: 
14D474 DEALER PROFILE 2800 SPRINGFIELD AVENUEUNION, NJ 07088 TEL:(800) 954-0288FAX:(908) 964-8021CRC 
ADVISED: WE RECOMMEND THAT YOUR VEHICLE BE INSPECTED BY A FORDILlNCOLNIMERCURY DEALERSHIP 
TO DETERMINE THE CAUSE OF ANY SYMPTOMS YOUR VEHICLE MAY BE EXPERIENCING. IF THERE IS NO 
COVERAGE UNDER APPLICABLE WARRANTIES, RECALLS OR ESP'S, REPAIRS AND SERVICES WOULD BE YOUR 
RESPONSIBILITY. YOUR NEXT STEP IS TO MAKE AN APPOINTMENT WITH YOUR SERVICING DEALERSHIP TO 
HAVE YOUR VEHICLE DIAGNOSED.*OBC TO DLR'-SPOKE WITH SIM ALEX WHO SAYS THE CUST SHOULD CALL 
FOR APPT AND HE WILL ASSIST HER WITH THIS CONCERNADVISED CUST OF THE ABOVE AND CUST WILL CALL 
AFTER WORK FOR APPT-NO OFFERS NO ALERTS 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG3BK  Year: 2011 Model: Case: 445022631 
Name: Owner Status: Original WSD: 2011-01-31 
Symptom Desc: STRGIHANDLING NOISE Primary Phone:
Reason Desc: WARRANTY - REPAIR MUST BE PERFORMED AT FILM Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: PROVIDE INFORMATION ACCORDING TO PHRASEOLOGY 
Dealer: 11232 MAPLECRESTFORD LINCOLN 
Odometer: 6000 MI Comm Type: PHONE 
Analyst Name: POMARES, KATHI Analyst: KPOMARES 
Action Date: 09/20/2011 Action Time: 12.21.41.505 

Origin Desc: US CONCERN CASE BASE 

Action Data: No 

Comments CUSTOMER SAID: -LEASE A 2011 ESCAPE AND HAD TO TAKE BACK FOR SVC FOR A NOISE FROM 
STEERING COLUMN AND HAD IT REPLACED-ALSO HAD TO HAVE REMOTE START REPAIRED-DLR NOW CLOSED 
AND WENT TO MAPLECREST FORD WHO SAYS MAY NOT BE WARRANTIED DUE TO HAD TO GO BACK TO DLR 
AND DLR NO LONGER THERE-HAVING NOISE -WAS TOLD A BOX WAS LOOSE FOR THE REMOTE START AND DLR 
SAID THEY DID CUST A FAVOR BY NO CHARGE AND STILL HAVING NOISE AND REMOTE START NOT WORKING 
AGAIN-CUST WAS TOLD THAT IF THERE WAS ANOTHER PROBLEM IN THIS AREA THAT IT WILL NOT BE 
COVERED?-REARVIEW MIRROR CHANGING COLORS ALSO-REMOTE START WAS PUT IN AT GARDEN STATE 
FORD AND MAPLECREST SAYS IT IS AFTERMARKET AND CUST STILL CAN NOT GET IT TO WORK AND SHE PAYS 
MONTHLY FOR THE REMOTE STARn-NOISE IN STEERING COLUMN2-REARVIEW MIRROR APPEARANCE3
STARTICHARGE INOPERABLEDEALER SAID: MAPLECREST FORD LINCOLN FORD CODE: 13D044 LM CODE: 
14D474 DEALER PROFILE 2800 SPRINGFIELD AVENUEUNION, NJ 07088 TEL:(800) 954-0288FAX:(908) 964-8021CRC 
ADVISED: WE RECOMMEND THAT YOUR VEHICLE BE INSPECTED BY A FORD/LINCOLN/MERCURY DEALERSHIP 
TO DETERMINE THE CAUSE OF ANY SYMPTOMS YOUR VEHICLE MAY BE EXPERIENCING. IF THERE IS NO 
COVERAGE UNDER APPLICABLE WARRANTIES. RECALLS OR ESP'S, REPAIRS AND SERVICES WOULD BE YOUR 
RESPONSIBILITY. YOUR NEXT STEP IS TO MAKE AN APPOINTMENT WITH YOUR SERVICING DEALERSHIP TO 
HAVE YOUR VEHICLE DIAGNOSED.*OBC TO DLR*-SPOKE WITH SlM ALEX WHO SAYS THE CUST SHOULD CALL 
FOR APPT AND HE WILL ASSIST HER WITH THIS CONCERNADVISED CUST OF THE ABOVE AND CUST WILL CALL 
AFTER WORK FOR APPT-NO OFFERS NO ALERTS 

Ford Confidential 
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Report Summary Page 1 of 3 

Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File ReJlort To This Folder File ReJlort To A Folder Folder Number: 
Download Options 

f!tUibbliiilililht'l 'H'MIH!!'1 IIIIII e.1i"i'fP 'Mm,@u.", 

Report Detail Section: View Details Attachments: 0 

Report# : BLNFJ004 NHL Received: 12/14/2011 

CCRG/EPRC: Reviewed Status: Date: 

Vehicle: 2011,ESCAPE 4X4 (99 -
12) ,4X4,XLT ,MPV ,lFMCU9DG3BK  

Build Date: 08/31/2010 

Odometer: 11,766 M Engine: 3.0L 
IVCT 

Calibration: AM71F30A 

Transmission: 6SP 6F MID Axle: 3.51 
RATIO A/C: YES 

Dealer: USA 11232 Maplecrest Ford Lincoln Phone#: 
(908) 964
1448 

City: Vauxhall State: 
New 
Jersey 

Country : USA 

Originator: REUBEN LEWIS 

Symptom: 5 52 1 39 DRV PERF,STALLS/QUITS,AT IDLE,INTERMITTENT 

Status: 
VFG: V52 DRIVEABILITY 

Additional 
STALLS AT SLOW SPEEDS Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: PJACOB45 Phone: 000 000-0000 Regn Cd: N 1 New York 

Engineering: Phone: TAR: 

8116/2012 
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Report Summary 	 Page 2 of3 

Dlr Contact: REUBEN LEWIS 	 Phone: 908964-1448 Title Cde: T 

KOEO: 

KOEC: 

KOER: 

Comments: 

REPAIR 	 12/14/2011 05:34PM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA CONCERN:CUSTOMER STATES VEHICLE STALLED WHILE DRIVING 

SLOW SPEED THROUGH AN INTERSECTION DIAGNOSTICS: ROAD TEST, COMP 

DIAG, CHECKED FOR UPDATES TO PCM NONE APPLY PARTS REPLACED:LAST 

VISIT OTHER TECNICIAN REPLACED COIL AND PLUG CYN 1 AFTER STRESS 

TESTING AND CODE P0301 TECH QUESTION:WHEN I GOT THIS VEHICLE I ROAD 

TESTED SEVERAL TIMES AND MILES COULD NOT GET VEHICLE TO STALL WHILE 

DRIVING AT SLOW SPEEDS I KNOW THAT THESE VEHICLES HAD SOME CONCERNS 

WITH THROTTLE BODIES ARE THERE ANY REPORTED CASES LIKE THIS REPORTED 

OR ARE THERE ANY TSBS OR OAISES MESSAGES THAT COULD APPLY THAT ARE NOT 

PUBLISHED AS OF YET ANY ASSISTANCE WOULD BE GREATLY HELPFULL 

RECOMM 	 12/14/2011 05:34PM PHIL JACOBS MSS - FCSD - TECH SVC HOTLINE 
REUBEN, REPORTS INDICATE THAT THE THROTTLE BODY HAS BEEN THE CAUSE OF 

SIMILAR CONCERNS. RECOMMEND TO FIRST VERIFY THAT THE AIR INLET SYSTEM 

AND THE AIR FILTER ARE SECURE AND FIT PROPERLY. INSPECT THE MAF SENSOR 

FOR DEBRIS AND CONTAMINATION. CHECK FOR RAW FUEL IN THE EVAP LINES 

AND CANISTER FROM OVER FUELING BY THE CUSTOMER. RECOMMEND TO VERIFY 

WITH THE CUSTOMER TYPICALLY OCCURS AFTER REFUELING. IF THIS IS THE 

CASE, OVER FUELING BY THE CUSTOMER WOULD BE SUSPECTED. IF NO OTHER 

PROBLEM IS FOUND, RECOMMEND TO REPLACE THE THROTTLE BODY AND RETEST. 

REPAIR 	 05/01/2012 03:54PM ROBERT ABERCROMBIE MSS - FCSD - TECH SVC HOTLINE 
WEB FORM DATA CONCERN:CUSTOMER STATES THAT VEHICLE STALLED OUT 

WHILE DRIVING - AFTER SLOWING AND TURNING TO THE RIGHT THROUGH AND 

INTERSECTION DIAGNOSTICS: ROAD TESTED - UNABLE TO VERIFY - EEC TEST 

- NO CODES PRESENT. PARTS REPLACED: NONE TECH 

8/16/2012
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Report Summary Page 3 of3 

QUESTION: PREVIOUSLY REPLACED THROTTLE BODY AS PER HOTLINE 

RECOMMENDATION. CUSTOMER STATES SYMPTOMS ARE EXACTLY THE SAME AS LAST 

TIME. CAN WE HAVE THE ASSISTANCE OF A FIELD SERVICE ENGINEER FOR THIS 

VEHICLE? CUSTOMER IS UNHAPPY. 

RECOMM 05/01/2012 03:54PM ROBERT ABERCROMBIE MSS - FCSD - TECH SVC HOTLINE 
WILLIAM, IT WOULD BE RECOMMENDED TO CONTINUE TO TRY TO DUPLICATE THIS 

CONCERN OR IF AVAILABLE USE A VDR TO TRY TO CAPTURE THIS CONCERN. USE 

SECTION 6 IN THE PC/ED FOR HELP WITH PID SELECTION. MONITOR THE MAF 

VOLTAGE AND IF NECESSARY MAKE A RECORDING OF THE MAF VOLTAGE. IF A 

CONCERN IS FOUND REPLACE THE MAF. ALSO CHECK THE PURGE VALVE. IF THE 

PURGE VALVE INTERMITTENTLY LEAKS IT CAN CAUSE A VERY HARD TO DUPLICATE 

STALLING CONCERN. 

AUDIT 05/01/2012 03:54PM ROBERT ABERCROMBIE MSS - FCSD - TECH SVC HOTLINE 
ODOMETER 8421 M CHANGED TO 11766 M BY RABERCR4 

ADD-ON 05/15/2012 03:08PM DAN YUROWSKI(FSE) MSS - FCSD - REG - NEW YORK 
THE SERVICE DIRECTOR ALEX SMITH CALLED ME ON THIS VEHICLE AND THEY 

WERE UNABLE TO DUPLICATE THIS CONCERN. PLEASE CALL FSE DAN YUROWSKI @ 

(732)685-1323 IF A TECHNICIAN CALLS IN ON THIS CONCERN AND HAS Download Options 
DUPLICATED THE CONCERN. 

File Rellort To This Folder File Rellort To A Folder Folder Number: 

'!J'ge"!!!"W!!m 'Hltnm!:j mill .. ,pfillliMr.n. 

Requester: DWASHI49 16-Aug-2012 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCWS686 

8/16/2012
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RICHARD A SCHULi:R 
I ARr\ L PATj'I::.RSO', 

1-800-LEMON LAW 
1!\10THY i AtlELL m . 
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,\L!·Rr.;1 I 'I "MO:J) III',,',nll'I.' \Ii 

('] jIUSrOPHf'.;'{..1 hl:l U'HFR',!,'!/lht'! \/1 	 CORPORATI:. IIEADQUARTERS 
\/,'",hd.' 1];',11 30 E Butler Pike 

Ambler. PA 19002 
P 1215) 540-8888 
r (215) 540-8817 

WESTERN PA OFFICE, 210 Granl Street, Suite 202, i'ltlsburgh, PA 15219, P (412) 566-100 L F (412) 566, IOOS 

'\ J:\\' ,JERSEY OFl'ICE, Executive Quarters 19:,,(1 E Marhon PIke, Suite Q2~, Cherry Hill, NJ 08003, P (856) 429-8334, F (856) 216,7;1 j 

DELAWARE OFFICE, 501 Silverside Road, Suite 118, Wilmill~t"n, DE 1980'), P (J02) 791-9373, F (302)791-9476 

CONNECTICl'T OFFICE, 136 Main Siree! Suite 30 I, Damelson, CT 06219, P (860) 866-4380, F (860) 263-091 <) 

,\EW YORK OFFICE, 1001 Avenue oflhe America" 12th Floor, New York, NY 10018, i' (212) 719.7543, F (877) 617-25 J 5 

BliFFALO, NY OFFICE, 1207 Delu\\Jre Avenne, Suite 440, Buffalo, NY 14209, P (716) 332-6112. F (800) 863,! (,89 

PLI':ASE REMIT ALL CORRr:SPONDENCE TO THE WESTERN PA OFFIO: 

November 16, 2012 

Ford Motor Company 

clo CT Corpontion System 

116 Pine Street 

Suite 320 

Harrisburg, PAl 7101 


Re: 	  v. Ford Motor Company 
Luzerne County Docket No.: 2012-15822 

Dear Sir or Madam' 

Enclosed please find a copy of the above-referenced Complaint that has been Jiled 
against Ford Motor Company in the Court of Common Pleas. Luzerne County. 
Pennsylvania. You are being served pursuant to the Pennsylvania Rules of Civil 
Procedure. Rule 403. 

Please submit the enclosed to your legal department. A responsive pleading IS 

due 20 days afer the receipt of this complaint. 

MAN, p,c. 
RARiJl1 
Enclosures 

./ 
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__ County 

For Prothonotary Use Only: 

Docket No: 

,d-[i /:;;--//S~}, -~+ 

The information collected on this form is llsed sole(v for COllrt administration purposes, This form does not 
supplement or replace the filing and service ofpleadings or other papers as required bv law or rules afcourt. , 

S 
E 
C 
T 
I 
o 
N 

A 

S 
E 
C 
T 
I 
o 
N 

D Toxic Tort - Implant 
D Toxic Waste 
D Other: 

B 

PROFESSIONAL LIABLITY 

D Dental 
o Legalo Medical o Other Professional: 

~___-_-__-_...=================__~ 

! Commencement of Action: 

I 
IE Complaint o Writ of Summons D Petition 
o Transfer from Another Jurisdiction o Declaration of Taking 

ILead Plaintiffs Name: Lead Defendant's Name: 
• Debra P. Laubenstein Ford Motor Company 

Are money damages requested? lEI Yes o No 
Dollar Amount Requested: rElwithin arbitration limits 

(check one) D outside arbitration limits 

Is this a Class Action Suit? DYes lEI No Is this an MDJAppeal? DYes lEI No 

Name ofPlaintiff/ Appellant's Attorney: Robert A. Rapkin, Esquire 

0 Check here if you han' no attorney (are a Self-Represented IPro Sc] Litigmltl 

INature "fthe Case: Place an "X" to the left of the ONE case category that most accurately describes your 
PRIMARY CASE. ]f you are making more than one type of claim, check the one that 
you consider most important. 

TORT (do not include Mass Tort) 

D Intentional o Malicious Prosecution o Motor Vehicle 
[J Nuisance 
D Premises Liability 
D Product Liability (does not include 

mass tort) 
D SlanderlLibell Defamation 
D Other: 

MASS TORT 
Cl Asbestos 
D Tobacco 
[J Toxic Tort - DES 

CONTRACT (do not include Judgments) 
CI Buyer Plaintiff o Debt Collection: Credit Card 
D Debt Collection: Other 

o Employment Dispute: 
Discrimination o Employment Dispute: Other 

IE! Other: 
Lemon Law 

CIVIL APPEALS 
Administrative Agencies o Board of Assessment 
D Board of Elections o Dept of Transportationo Statutory Appeal: Other 

o Zoning Board 

D Other: 

-_.__•••-  ...........;••!.-'----- 

:z: ~. 

REAL PROPERTY 
D Ejectment
o Eminent Domain/Condemnation 
o Ground Rent o Landlord/Tenant Dispute 
D Mortgage Foreclosure: Residential 
o Mortgage Foreclosure: Commercial o Partition 
o Quiet Title o Other: 

i____________________________~ 

MISCELLANEOUS §:;;::..' 
D Common Law/Statut<UY Arbitration 
D Declaratory JudgmerU:.. 
o Mandamus o Non-Domestic Relations 


Restraining Order 
o Quo Warranto o Replevin

D Other: 


._....__.---_.------

Updated 11112011 
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· NOTICE 

Pennsylvania Rule of Civil Procedure 205.5. (Cover Sheet) provides, in part: 

Rule 205.5. Cover Sheet 

(a)( 1) This rule shall apply to all actions governed by the rules of civil procedure except 

the following: 

(i) actions pursuant to the Protection from Abuse Act, Rules 1901 et seq. 

(ii) actions for support, Rules 1910.1 et seq. 

(iii) actions for custody, partial custody and visitation of minor children, Rules 

1915.1 et seq. 

(iv) actions for divorce or annulment of marriage, Rules 1920.1 et seq. 

(v) actions in domestic relations generally, including paternity actions, Rules 

1930.1 et seq. 

(vi) voluntary mediation in custody actions, Rules 1940.1 et seq. 

(2) At the commencement of any action, the party initiating the action shall complete 

the cover sheet set forth in subdivision (e) and file it with the prothonotary. 

(b) The prothonotary shall not accept a filing commencing an action without a 

completed cover sheet. 

(c) The prothonotary shall assist a party appearing pro se in the completion of the form. 

(d) A judicial district which has implemented an electronic filing system pursuant to 

Rule 205.4 and has promulgated those procedures pursuant to Rule 239.9 shall be exempt from the 

provisions of this rule. 

(e) The Court Administrator of Pennsylvania, in conjunction with the Civil Procedural 

Rules Committee, shall design and publish the cover sheet. The latest version of the form shall be 

published on the website of the Administrative Office of Pennsylvania Courts at \v'"\vw.pacourts.us. 
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.,--__ County 

nnsylvania 
For Prothonotary Use Only: 

Docket No: 

The information collected on this form is used sole~y for court administration purposes. This form does not 
supplement or replace the filing and service ofpleadings or other papers as required bv. law or rules ofcourt . 

S 
E 
C 
T 
I 
o 
N 

A 

S 
E 
C 
T 
I 
o 
N 

B 

i 

Commencement of Action: 
lEI Complaint D Writ of Summons o Petition 
o Transfer from Another Jurisdiction o Declaration of Taking 

Lead Plaintiffs Name: Lead Defendant's Name: 
Debra P. Laubenstein Ford Motor Company 

Are money damages requested? [EJ Yes D No 
Dollar Amount Requested: (Ejwithin arbitration limits 

(check one) [Joutside arbitration limits 

Is this a Class Action Suit? DYes [EJ No Is this an MDJ Appeal? DYes (l£] No 

Name of Plaintiff/Appellant's Attorney: Robert A. Rapkin, Esquire 
"-.. 

0 Check here if you have no attorney (are a Self-Represented [PI"O Sel Litigant) 

Nature of the Case: Place an "X" to the left of the ONE case category that most accurately describes your 
PRIMARY CASE. ]fyou are making more than one type of claim, check the one that 
you consider most important. 

TORT (do not include Mass Tort) 
CJ Intentional o Malicious Prosecution 
D Motor Vehicle 
D Nuisance 
CJ Premises Liability o Product Liability (does not include 

mass tort) o SlanderlLibeV Defamation 
CJ Other: 

MASS TORT 
[] Asbestos 
D Tobacco 

-o TOXIC Tort DES 
D Toxic Tort - Implant 
D Toxic Waste o Other: 

PROFESSIONAL LIABLITY 
D Dental 
D LegaJo Medical 
D Other Professional: 

I 

CONTRACT (do not include Judgments) 
o Buyer Plaintiff o Debt Collection: Credit Card 
o Debt Collection: Other 

o Employment Dispute: 
Discrimination o Employment Dispute: Other 

IE Other: 
Lemon Law 

REAL PROPERTY 
o Ejectment 
o Eminent Domain/Condemnation 
D Ground Rent 
D Landlord/Tenant Dispute 
o Mortgage Foreclosure: Residential 
o Mortgage Foreclosure: Commercial 
o Partition 
CJ Quiet Title o Other: 

I 

CIVIL APPEALS 
Administrative Agencies 
CJ Board of Assessment 
D Board of Elections8Dept. ofTransportation 

Statutory Appeal: Other 

[] Zoning Board 

o Other: 

---~..--.. 

MISCELLANEOUS 
CJ Common Law/Statutory Arbitration o Declaratory Judgment 
D Mandamus o Non-Domestic Relations 

Restraining Order o Quo Warranto 
D Replevino Other: 

Updated 11112011 
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,NOTICE 

Pennsylvania Rule of Civil Procedure 205.5. (Cover Sheet) provides, in part: 

Rule 205.5. Cover Sheet 

(a)(1) This rule shall apply to all actions governed by the rules ofcivil procedure except 

the following: 

(i) actions pursuant to the Protection from Abuse Act, Rules 1901 et seq. 

(ii) actions for support, Rules 1910.1 et seq. 

(iii) actions for custody, partial custody and visitation of minor children, Rules 

1915. I et seq. 

(iv) actions for divorce or annulment of marriage, Rules 1920.1 et seq. 

(v) actions in domestic relations generally, including paternity actions, Rules 

1930.1 et seq. 

(vi) voluntary mediation in custody actions, Rules 1940.1 et seq. 

(2) At the commencement of any action, the party initiating the action shall complete 

the cover sheet set forth in subdivision (e) and file it with the prothonotary. 

(b) The prothonotary shall not accept a filing commencing an action without a 

completed cover sheet. 

(c) The prothonotary shall assist a party appearing pro se in the completion of the form. 

(d) A judicial district which has implemented an electronic filing system pursuant to 

Rule 205.4 and has promulgated those procedures pursuant to Rule 239.9 shall be exempt from the 

provisions of this rule. 

(e) The Court Administrator of Pennsylvania, in conjunction with the Civil Procedural 

Rules Committee, shall design and publish the cover sheet. The latest version of the form shall be 

published on the website of the Administrative Office of Pennsylvania Courts at \v\vw.pacourts.us. 
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IN THE COURT OF COMMON PLEAS OF LUZERNE COUNTY, PENNSYLVANIA 


DEBRA P. LAUBENSTEIN, 

Plaintiff, 

VS. 

FORD MOTOR COMPANY, 

Defendant. 

CIVIL DIVISION 

NO.: 

COMPLAINT IN CIVIL ACTION 

Filed on behalf of Plaintiff: 
Debra P. Laubenstein 

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 


DEBRA P. LAUBENSTEIN, 

Plaintiff, 

vs. 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 a 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 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 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 

DEBRA P. LAUBENSTEIN, 

Plaintiff, 

No.: 

FORD MOTOR COMPANY, 

Defendant. 

VS. 

COMPLAINT 

1. Plaintiff, Debra P. Laubenstein, is an adult individual citizen and legal resident of 

the Commonwealth of Pennsylvania, 5 Center Street, Harveys Lake, PA 18618. 

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 Consumer Affairs, 16800 Executive Plaza Drive, 3 NE-B, Dearborn, 

Michigan 48126-4207, and can be served at c/o CT Corporation System, 116 Pine Street, Suite 

320, Harrisburg, PA 17101. 

BACKGROUND 

3. On or about February 28, 2009, Plaintiff purchased a new 2009 Ford Escape, 

manufactured and warranted by Defendant, bearing the Vehicle Identification Number 

1 FMCU93 G3 9KA07861. 

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 approximately $40,000.00. 

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 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 worthless to Plaintiff. 

10. 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: 

abnormal transmission concern, oil leak, fuel consumption, no-start condition, stalling condition, 

defective rear window latch and fan. True and correct copies of all invoices in Plaintiff 

possession are attached hereto, made a part hereof, and marked Exhibit "A". 

3 
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COUNT I 
PENNSYLVANIA AUTOMOBILE LEMON LAW 

11. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint 

by reference as if fully set forth at length herein. 

12. Plaintiff is a "Purchaser" as defined by 73 P.S. §1952. 


l3. Defendant is a "Manufacturer" as defined by 73 P.S. §1952. 


14. Coccia Ford, Wilkes-Barre, PA 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 February 28,2009, 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 

Plaintiffby Defendant. 

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

If a manufacturer fails to repair or correct a nonconformity after a reasonable number of 
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 

presumption of a reasonable number of repair attempts if: 

(1) 	 The same nonconformity has been subject to repair three times by the 
manufacturer, its agents or authorized dealers and the nonconformity stilI exists; 
or 

(2) 	 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 subj eet to 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 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. Plaintiff avers 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 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 of73 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 

nonconformities, 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. 

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 settlement 

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 contracts, 

Defendant agreed to perform effective repairs at no charge for parts and/or labor. 
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35. 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. 

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 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. 

38. Plaintiff has afforded Defendant a reasonable number of opportunities to conform 

the vehicle to the aforementioned express warranties, implied warranties and contracts. 

39. As a direct 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 O(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. 
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41. Plaintiff avers that Defendant's warranty was not provided to Plaintiff until 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 Dispute 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 to the price of the subject vehicle, plus all collateral charges, incidental and consequential 

damages, reasonable attorneys' fees, and all court costs. 

COUNT III 
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 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 
property of a 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 ofconfusion or of misunderstanding. 

51. Plaintiff avers Defendant has violated these, as well as other provisions, of 73 P.S. 

§201-2 et seq. 

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. 

53. Defendant's conduct surrounding the sale and servicing of the subject vehicle falls 

within the aforementioned definitions of "unfair or deceptive acts or practices." 

54. The Act also authorizes the Court, in its discretion, to award up to three (3) times 

the actual damages sustained for violations. 

9 
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WHEREFORE, Plaintiff 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.e. 

10 
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VERIFICATION 

I, Robert A. Rapkin, being duly sworn according to law, depose and say that I 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.S.A. §4904, relating to unsworn 

falsifications to authorities. 

12 
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COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES BARRE, PA 18702 
570-823-8688 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RRl BOX 
HARVEYS 

.~:t'CLilrnlM!t!''Ii:i!':tCAli!lON .: Mn/~:o:in: 

LAUBENSTEIN lFMCU93G39KA07861 3271 
337C 
LAKE PA 18618 YEAR AAKE Mom::~ 

DA'l'li ·o:frio '. . :i~Idl:lfO . 

OS/27/09 39897 
'l4:0D - C 

coum TAG NO 

09 FORD ESCAPE XL'! LIGHT SAGE 00000 

CWST.NO •. I,:r~:!il HQM£ PHONE WOlUt PHONE STOCK NO. . . .!?ROn. DATE seV.MN. 'l'E'RMS 

392189 570-639-2189 - - A9222 00/00/00 432 6432 CASH 

COST. LABOR RAn: l)E'L:tv •PATE DELIV.I'I!.!:LES MIl"Ej)\,G£ IN ~TI!l IN IN-SERV DA'l"B 

69.00 02/28/09 3271 OS/26/09 10/28/08 OA#137761610 

LIm;: OP.'Co.tJE P~L-CD TECH. K'()'(l2'9tr;tr'f m:e AM(l.'QN't 

A ... CUSTOMER STATES CHECK TRANSMISSION, GET SQUEAL TYPE NOISE 
WHENSHIFTS FROM 1ST TO 2ND & 2ND TO 3RD, WHEN PULLING AWAY FROM 
DEAD STOP 

TECH lID TESTED VEHICLE, CHECKED OASIS FOR. ANY SERVICE 
MESSAGES ORTECHNICAL SERVICE BULLETINS. FOUND SSM 20753 1 WHICH ST 

** EERING HAS BEEN INVESTIGATING THIS ISSUE 
AND WILL BE RELEASING A NEW 4WD MODOLE CALIBRATION TO CORRECT THIS 
NOISE. PLEASE NOTE THIS IS NOT A DURABILITY ISSUB AND WILL NOT CAUSE 
.ANY DRIVABILITY CONCERN. 

A56 8028 
Line Total. .... 

B * CHG. OIL&: FILTER G/ENG 
IP A56 8028 .40 C 6.34 

AASZ 6714 A FILTER ASY 0 1 C 12.20 
XO 5W20 QSP OIL - ENGINE 6 C 28.50 

Line Total. .... 47.04 

C * MULTI POINT INSPECTION 
99P A56 8028 

Line Total ..... 

CUSTOMER COpy - PAGE 01 

B 

!iTA~ 01' DI!lc:t.IUMER on bahllH ot oervicing de&~.... I "erel:ly e.nuy tNtt the :l1Itc>""""~i,,,, coot........, 
T'h. f;:u:tory wZirrADty c:ecaatitut:e.a all o( ~no w4rrl!Lnt:i~. 'W:i.th rcapeat to' the hcrocm 1a IkCC\l;r;4\to un1e.lI oeM¥vilte ahCNn. IIUlI'""ty oervieu !!."llrilJecI ""reo 
nl.. o( <hi.. it:.,.,./items. 't'he s ..n ... h~....lr.r oxpr..".ly ,:IiBch.~"'. aU parror1Dl!d at no c:J1arge to cW1'Je:~. 'I'hOre w... no 'M~<;:IIt1cn trom ~n. r.ppuranat! of 
warra.nti.s .Sther e.xpra•• 0-; 1~1ed., includ.i.ng .ny implied wA~I'''lltY' at ell" vohicle or atho""h... t ...." <IllY put repAi..ed 01' nplllt;.ed umler tllU Q~d,. 
mqorc.......~ility O~ ~i;nc•• tar a piU'''it;:Ular purp"'" $Ol.ler ne:ithe:.: bad boo" Qonn .. e"..d in any WilY "itb any "CQ~dl:lnt. "<:lIligell" Qr .,itru.... ~;Qr\l~ 

... e~I'ft()' nor ""thQ.(i'''G ....y ather pe.....tm t.o ~••u.... for it ;any liabUity in ollpportin9 Ch,U "hi.. are av.1l.~l .. tor (11 y .... tr,"" the d.~. ", pal"""nt nQtiU· 
c;:~tt..lhfll:ci.Gn with t.he 8Al. at tl'l1a it.:m/i'tentlJ. t;aeian at t-hltt '.",,:l.o.1n, deUlleI' t(lt" iuapeetion by I""",,utacturctrl,l J.".p~¢I.enl:.ative. 

CUS'l'OMIIlI nllNl<Tlll1ll L!I~ ) OEIILall.. 1;.~lIItA1. MlUa.D1!ll' OK JW'l'HOItIr.EtI PtllSON ttlATll) 

~ PLAINnFF'S 
~ EXHIBIT 

~ A~ 
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~~/UD/~U~~ UU;Da rAA DIU~DDIU~~ 

... 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-EARRE, PA 18702 
570-823-8868 FAX 570~e23-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RR1 BOX 
HARVEYS 

VEHIC~ IDBNTIFlCA~ION IMttJU\Gl'iI otr.I 

~OBENSTEI:N 1FMCU93G39YJ\07861 3271 
337C 

U:iUt. :twiAJtF.-.. '. MODEl:LAKE PA 18618 
OS FORD ESCAPE XL'!' 

CU5T.tW, L~!: .HOtm li'HONB wOIUt.liHONS . : -sroCK No. , . PROD:DATa: 

~92189 570-639-2189 - - A9222 00/00/00 

CUST. t.AB~ ·'RATE. DE!Lrv .M!J!li m:lstV,·MJ:.us. . 'MILBliQB :rN DAN IN m..smw DATE:. 

69.00 02/28/09 3271 OS/26/0':1 10/28/08 

t;;tNl;: OP.COElE FAX:L-CD 'tECH. HOURS/OTt TY'PE 

D TIRES CHECKED AND ARE OKAY 
GTIRE A56 8028 

Line Total. .... 

E BATTERY HEALTH GOOD 
GBATT A56 8028 

Line Total. .... 

Labor 
Parts 
coupon/Credit 
SalesTax 
parts-Other 
TOTAL-CRCARD 

CUSTOMER COpy - PAGE 02 

DATi: om I .l:N'J'OrCB. NO. 

OS/27/09 : 39897 B 
14nn - C 

: CO!101t .. T$ :lltJ. 

LIGHT SAGE 00000 

SJilfI!'l .A't1V. ~ 

432 6432 CASH 

OA#137761610 

AMOUNT 

6.34 
12 . .20 
15.34

1. 90 
28.50 
33.60 

8~TZMIMT o~ DISCLAIMEa On b"haU 0' auv1"lns 4oIU.r, I llereby celt""y that ;Ila l,1\Co;.""",don ~cmtlin" 
TIl" r&<:1;"ry w,,1'tM"'Y aanotit"t"l1 &U 0' til.. "arr&n~U'1 vitI> "''''pact to ~I'" """""" is ,.qQ~rat.. ",,1... o;."l\orwirl....boom. H.rr....ty aaJ:'v!eu 41".eribed ver. 
~..:l... a: t.hio it....I.~_, '!'h.. s .. 11e" lIenl;ly _p"".. ly d~V"1"i"", all l"'rf"""",.s ~t no "har,,, to OwIl4'r. Ther" ..... ~O In<1i.,..tion fTOnI the ..pp.. &r .... ce Or 
"aX"tl.ntiu dtller e1Q:l1'e" Dr i"'l'lied. i~C~\l4Iing any 1"",H.O warn".y o! th" vahl.al.. or Otllo .... 1a .. , thaC ~y part np..i1'.(l or r"placed undu tl.h "lUll! 
merc:hallro1bUHy or titJleaa fo\' .. pllrticul.... Q~jr.lX,..... Selbt l14'lt.""" M~ """n """"""ted ~II any ".y v~cll any .."dde"t. I\(tn~!I"n"e or lIIiduae. ••<:<mI. 
... .IiIUn'leS nct' &\ltnQrb,eq any other p.rP'Qn to "'Dal.lmf$ t!Q%' 1t any lio1bU ~ty in .u~"0~"1.n9 th1. cldm oro a...Ailabl" tow (1) yaar f .... ~1I. <i.t.e 0: pa)'1ll*ne natiti. 
C!OZlnac:t ion wi en I;he "A.Ie or toni. 1,.m/lt.erM. ".U.'" •• tha ...rvicing a..lor ''''' ~n."'<:ClQn IIy manutaet"...r'. r.pre.....UelvO. 

CllnolIDI SIGMA'l.'VlIlil (S;t!l!f1lD I I7l£JIl.lt~. CllII'IDJIL I'\I\IIMIn OR AIlTIIOI\UID nliSOIl (EII\Tll:1 
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.l1./VOI ;:VJ.;: lJIJ;::>4 t'J\A ::> I v;:::>::> I Vl:fl:1 1'1,1.(..:1.'1. II J. ! .llllt:! 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARRE, PA 18702 
570~823-8888 FAX 570-623-64B4 

WWW.COCCIACARS.COM 

DBBRA P. 
RRl BOX 
HARVEYS 

'~C!.l!, l:ri ",~, ~:r.!~lt~a: '000 
LAUBENSTEIN 1FMCU93G39KA07861 7431 

337C 
LAKE PA lS6lS Y:!wt ' MMCE :;"*~tj.EL 

09 FORD ESCAPE XLT 

CUS:t".NO.· .".....,.,..... jfOi'm.pa~ WOU: PHONl!I STOCX NO" P.IlOD •DATE" 

392189 570-639-2189 - - A9222 00/00/00 

CUST.lABOlt RATE, , . nm.rv:•!)ATE DELIV.MrLli:S M:rUU<G~ lIf. tl.ll'!'E !N rN'-SERV DATE 

70.00 02/28/09 7431 10/29/09 10/28/08 

loIN!: Ol'.eons P'AIL~CD TECH. HOtms/G'iY TYPlil 

99P A81 4168 ,lO I 
Line Total. • .. " t 

E * 

X1~ri1: out " ·l.WQilia·m·.. 
10/30/09 47018 

·iiiibR,' , ... .T.hlr No.... , 
LIGHT SAGE 00000 

SERV.JU:lV . TImMS 

224 3224 CASH 

OA#l37761610 

McOM' 

Com CUSTOMER STATES wants to rescedule for trans making squeal type noisewas 
here before and was told ssm 20753 was to release a new updated calibration 
for the 4wd. i ran oasis and a tsb 09~12-11 was released for a updated 
calibration for the 4wd for the hoot noise 

Cor RESCEDULE FOR ll/5/2009 
C24 3224 

Line Total. .... 

F + 
~om OWNER ADVANTAGE DISCOUNT 
~or OWNER ADVANTAGE DISCOUNT 

OA C24 3224 
/::!ode Mise Charge Inv# Days Hours 
PTH OA DISCOUNT 1.0 C -ll.S9 

Line Total. ... . 11.59

CUSTOMER COPY - PAGE 02 
BTA'I'ZMiWT OF DXIICtJU!'Ila On 1I.1>1'l! Qf ."rvici"'l dealer. I lltrtlly QertHy tllat tile in!o......H<)II oi:<)II~ain"l! 

The h.at0"Y warranty eOllsUt\l\;08 I'll ot tile varr....tiu J/ith rGiP'ft;!!; to the h"reon U ACCllt:'atQ \ll\l.".o otherwiae ,,!lOW!!. lIurlUlty "ervicea d".<:r;'I:IO<I '"Uo 
nJoe or tni. item/it....... , 'l'be seller llenDy fllCjjIr"".l.y d1rJcl"h... aU pctrrDnlDd At aD "har9a '0 _~"". There \IIA" no il\d1CAtio., (rom the appcnu:onoe Df 

",ur..nt~"1! e'~I.n o><pru. or implied. 1nclud149 IO.ny ~"'l'li"l1 ....rr....ty of ellt- ~1I1Ql." Dr «urwin. thU AllY pan z"paireCl or .....plllce<l \u>".r tllb clailD 
me.rc:hant.ability or f.i.tnes. ~oY .:l pArticular purpoue. GeUU ndtlll.r bad Nail QOIIn.c:ted in any v"y with lUll' AeC1".nt, negU,,,,,,,,, or ".'u•• , ~QQrdg 

3JI"".... nor ..uthori."" 6t1y oCllt':t pouon to ""'I!!'" 'or It any Ual:>1l1~y in oupportin9 thU "J.t.l.. ara AvAilable to.. (11 Y."~ tr... til.. date of "ayone~t i\(>I;Ui· 
eonnertion with the .alt t>t t:h11J, 1tem/iteml!l. cation _l t.nlf ••.tv1c1ng c1ealar tor inIJpe.ti.Oe\ by unut'acturerfc raprelulln~.tw:lV" 

t:IJ!l'1'OMBR 51Ol11\TURJ!: j!l1QNZDl DI!Al4!:R, OIlNEIIJ\t. _GIlA OR AtmIOUZIID PERSON [DAn) 

I 
I 
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11/05/2012 00:54 FAX 5702557099 NlCK or Tlme 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WlLKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RRl BOX 
HARVEYS 

VEHICLE IDENT~FICATION MILEAGE om 

LAUBENSTEIN lFMCU93G39KA07861 7431 
337C 
LAKE PA 18618 YEAR MAKE . MODEL 

09 FORD ESCAPE XLT 

. COsT.NO. LI($!NS.l!:·· . :'. ~ :PHONE WoRl{ PHom: S'roCK NO • :i'aOD.• :DA'l'1i! 

~92189 570-639-2189 - - A9222 00/00/00 

DE:W:nii.TEi :..:: ... DiLri·.:Mlcis· MILEAGE iN 
.. 

. iN.' SER:v. Jj'&;TE'CUS'l' . I...UIOR RATE .'. ··D'&;TE" IN . . '. 

70.00 02/28/09 7431 10/29/09 10/28/08 

LIm: OP.CODB FAIL-CD TECH. HOURS/qry 'NP1i! 

Labor 
Parts 
Coupon/Credit 
Sales Tax 
Mise Charge 
Parts-Other 
TOTAL-CASH 

CUSTOMER COPY - PAGE 03 

DATH our .INvoIcE' ·NO.· 

10/30/09 47018 

COLOR. TAG NO . 

LIGHT SAGE 00000 

SERV.• ADV.. TBRMS 
224 3224 CASH 

. .. . .. ' . 

OA#137761610 

AJIIOTJN'l' 

53.29 
12.20 
17.65

4.46 
11. 59
26.46 
67.17 

&TI\TI!HUI'I' or DI8c.A.HKR On ~.h;llr: ot' lJ.rvl.C!ing l1oalellr, I bereb), cBrtiry tnat. tbo infortnlLtian aontainad 
Th~ fD.~tcry wa.rrAnty ctmatitutea a.ll at the owa.rra.ntiea .... ith redp.:!ICt foO che he~.on 10 .ccun~. IoIn~.n o~l\....b. 8hown. 'N~~t;.y .'l'Vicafjl c1allcribeu1 were 
:2al.e ct thi:l ite1'll/il:elll!J. The Seller hereby axprea.ly dillclaima all !>ert<>med lit no charge co ovne~. TMre wu no indlelclon from the "PP.'rIJ"~. o~ 
warrantiea eitner expreaa or implied., inc::l\lding any impliec:i warranty at the vehicle or otb.ntb~. tbat any !>Art repaired or replaced under cbU ClAU, 
rt'erc~t.::tDi~it)' or fitnagg tor _ particul_r PUrpOIlO, Sel~er neither had been E:!.onneE:!.ted in any way witb Ilny at:!cident l ae,li,enoe or NJlUae. Rae<m!. 
".a\l1,..,e nor ;t\l~hO>r~ce8 IIny o~nor ponoll ~o "8\1~ tor 1, lillY l11l1>ility in ouppartiDg tni. c~aim Are ovailllllle tar (~J yoar trCIJI tho d .. t~ ot P"ym=t notiti
c;O"'neCtiOfl "i.th ehll:' It:Ale o! thill :i.t.em/itntll. e.~£.o~ _-: ;.he '.III"Y:l.Cl."g "••J.er for 1nfl1Pft~lQl1 ~ ~ut~urerl a l'epTe.emtative. 

CUSTOMER S.IQNA'l'UR.E ISI(;NIm) IlKALD. Dll:NERAlo MANNISH OK AuncOUZID P1Ql3OH 1""1'11:) 
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J.J./V"/":'V.L":' 1J1J;"'i rJt.4 "11.1':;""11.11:)1:) l'Ul.:K Oi iilll\:: 	 !.f!JVVO 

COCCIA 	 FORD LINCOLN MERCURY 
5?? EAST MAIN STREET 

WILKES-BARRE, FA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

"':': ',";::tV_I'Jii:" " .  . '..2!'l,!, ,:',:,·rm.\l.\ii':om': "; :. INvOOGB' No..... ' . : ," 

DEBRA F. LAUBENSTEIN lFMC093G39KA07861 7690 11/0!}/09 47272 
RRl BOX 337C 

'~'NO",:H.AR.VEYS LAKE PA 18618 YEAR: MlU:.li MoRL COWR 

09 FORD ESCAPE XL'I LIGHT SAGE 00000 

COST.NO. ' LrCENSB. .. HOME. 1i'H0NB., WORK PHONE STOCK NO. PROD. nATE Slm.VM:JV .'l'Bli.Ms 

~92189 570-639-2189 - - A9222 00/00/00 224 3224 CASH 
C!I'lST.1.mlOR. .RATE'::: :DBL;rit,;Dm '. t.:cm.rv. ,t<ti:~ : 'f4:J:l.oEAsl!: tN nATE' IN tN·SERV DATB 

70.00 ~ 7690 11/05/09 10/28/08 OA#137761610 

LDIE OP.COPs i'SUI.-CIl TECH. H01:1Rs/Q'l'r ~ Ji.M~um'· . " 

A 'It 

~om CUSTOMER STATES TRANS STILL MAKING HOOT TYPW NOISE WAS TOLD SSM 20753 
RECALIBRATE 4WD WILL FIX CONCERN BELIEVE TSB 09-12-11 IS FIX 

~or TECH VERF HOOT NOISE FOUND TSB 091211 APPLIES PREFROM TSB 091211 RECAL 
IBRATE 4WD MODULE RETEST OK 

A44 4330 .30 W 
Line Total ..... 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 01 
1n'I\'rlfMlltrr 01' D%IlC1.l\XMIIlt On behalf or Dervioing dlllllh.". ¥ hU'~ ,.,.rt1ty tb&t tlul in~""""'tia" contained 

The f""t0"Y "......,anty canatituee. all of ~he .......-.nU". "'th r ..~t:1; ttl tile nDreDlt is accurate unlluu, otherwtM .hewn. Wu~an;y .O""i..... a.o.cdbed "e""
.o.l" o~ thia item/it...... 1b.. Sell".. lu!r&by ..""....Uy G.i.lo~"~11\11 aU perfOrDld at no oMr,e to OW'I'ler. Th..... was no 'ncnCll~~on tra:o tlte appear...."" ot 
warrand"" "ithe.. ""Pren or impU"r2, inclul1in!l ""Y illll>lSed "'''UNlty o( tho v,,"ic~.. or etllonbe. thab any pare t'e96'~ or ..ep..._ u~.. :IOi. c.81m 
~rchan~t1b111ty (It' titneuul tOI' a partieular pt.JJ:pQ••• Sdle:r ndth".. " .. " lIoon COQnBOIZU'" in lUI)' way with lUI)' acc:id• .,e, na!lUt....ct 01 ml.tIlIO. 1I.01Xl"""_.H,um" n<nl l"tIlOr1~.' ~..y Oelln P":I1Qn ~o AUU_ tar it. any liability in e\l!)porelll!l ~IlU ~1"1'" "'" avAilll.b1e ter !li y..ar trnm th.a date or l>Aym6fte nouu. 
~"nnaGt~On "hh ~M t<1l" ot .h~1 ~..m/~t.l!\8. cat-ion .1: "t'UJ '.W'Y"~,l",g "'••lel' 1:= 1nllP"atiou by manutaatur.r 10 rlfP~all.na".'..,... 

c::tlSTOMI:Il S IGW.'l'tII!B IUIl>"!)1 DSAl.II1l. D&:IfE'JLAL MA>WJD OR AtmlCRUI<ll fI.IUION tDJI'r51 
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Il/lJtll ~lJ.LZ 00: <)0 l:'AA :nuz:,O( U1HI l'HCK or H.me 19J VV , 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RRl BOX 
HARVEYS 

. . vImJ:CL'B :i:D:iI:.iiir.:cPlCCATION.~ ;. ~:D;''''''''' 00'.1:' :.... Di.TE·OOii··.: .' 

LAUBENSTEIN 1FMCU93G39KA07861 17537 12/02/10 
337C I 

LAKE PA l8618 't1iiAA MAl<lil MODm. COWl!. 

:±N\Toili:.NQ:;" . 

64857 

-r.ilGNO. 

0.9 FORD ESCAPE XLT LIGHT SAGE 00000 

CUS'l'.NO. LlCENBlil HOME PH<»lE WOR.K PHONB STOCX NO. l?lWtl. DATil SlilRV .1l1N . 'l'IH!M& 

392189 570-639-2189 - A9222 00/00/00 224 CASH 
COST. I..Al!IQR AATil . DlU.IV,DATliJ.· .. mrLIV.MILES :Mlt.2AGa IN DA'.\:& IN IN-nll;V.l:JA7S 

72.00 02/28/09 17537 11/30/10 10/28/08 0A#137761610 

x.J:ml OP.COPS I'A.iL-Ctl 'tECH. HOORS-jQTY- TYPE AMOUNT 

A 
~om CUSTOMER SEEKING VEHICLE PAYMENT FOR TRNASMISSION REPAIRS 
~or VEHICEL PAYMENT ApPROVED THRU FORD FOR TRANSMISSION REPAIRS 

APPRVL M04A2 
C24 1.00 W 

Line Total. . . . . 
Warranty Claim Type: F Authorization Code: 

TOTAL-CUSTOMER NoCharge 

, 

CUSTOMER COPY - PAGE 01 
$TATIIMmn' or I)UCI.AI~ 0" bellaU oe '6f1'VU'n!l ".,,1.1'. I narel>y certify 'nat tile 1"~Drmaticn aantdlUld 

Thl! factory warranty COIl8tt~\H:,e8 .U 0' clle wUlrandu "ith nlpect to th" heraon i.. """"r"l:.. un...'. otJIeInti•• Illown. W..r~Nlt.y .ervic:os t2cDcr1bcd were 

.. 

.al. ot tbis iUII/ite"",. The Sell... he:tll.by "XI're~oly (jUC~UI'!8 "~l perfartnl!!l2 at no charte eo D1',Ulr ~ TI..,,;,c ..... no .n.sicaUon t~om <11~ ""llOar"""" ot 

..,orrolUlttea &tit.her c.xpreaG at' implie:o, inC'ludinji lU1)" i8'CJlied waJt3tfU\t.y o. thO YOlli"la .... oenoxviao.. thAt .any part repaire<l Dr ropl"ee<l u,,<le... ~hl.il CU~II\ 

mcr~tabill't.y or tit-neDII 'for a pl1rtieull1r purpose. Sall..r neitber lIad Dten cOlln.'n" ~" any Wit}' "itll ..ny ....ci<lene. I1egli'1cncc or \lUa...". 1\..c;or4~ 

OI~\llPOq nQT ""O;llgri!ca ou>y atller per.."" eo ....lNIIC for it any liabilit.y in ..._II'UIl9 ~hU cl.l.rII ......y"ll~la tar (11 yoar trQIII the dllte ot pa)'11OSnt notil;· 
Ml'\iuIC!:le.lon \I'i.t:h c.bar l16.lO' ot .:!11111l item/iteftla. cation at ~h••1:11:"\11..:1,,9' d • .,lor tox 1n.pelf::~tlcn by U\A.J1\ltacturerlB rcprella.ntatlve. 

CIl''I'OMlllI. ~IGliA'l'UlUI (JIONEIl) DSlIl.IR. GElIEIIAL MNIJIGO Oil MmlOI\XUD PBUO>/ (DilTS/ 

: 

i 

PE13-003.4 000723LC
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11/U51 ~U12 UU: 56 FAX 57U~557UIHJ N1CK or Tlme tmU1U 

COCCIA FORD LINCOLN MERCURY 
577 EAST MA!N STREET 

WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RR1 BOX 
HARVEYS 

VEHICLE IDENTX'XCATION MILEAGE om 

LAUBENSTEIN 1FMCU93G39KA07861 17562 
337C 
LAKE PA 18618 YEAR ~ MCll3P:L 

09 FORD ESCAPE XLT 

COST ,NO. ' L:r:C:ENsE HOME ,PHONE WORK PHONE', STOCK :NO., PROlJ,. :DATE 

P92189 570-639-21.89 - - A9222 00/00/00 

CUST • t.MiOR~,:RAn;,,, 
' ...... 

... DEL;[V,;,DATE tI~X\r::'I'.rI,Lg8 •:M:ri.~"l!N ' :"DATe,:itit' :':,', ~N';;;SEi~;:'DATla ' 

72.00 02/28/09 17560 12/13/10 10/28/08 

LINE (je.COOE FAlI.-til 'TECH: HOi.m:slOTY Tn't 

A 
~om CUSTOMER STATES CHECK FOR OIL/TRANS FLUID LEAK 
~au TECH CHECKED & FOUND LEFT S!DE AXLE SHAFT SEAL LEAKING 

DATE out INVOICE ~O. 

12/15/10 65417 

COLOR. .'l'M NO. 

LIGHT SAGE 00000 

SBRV.APV. , :' ,T.ERMS 

432 CASH 
" ,., 

OA#137761610 

AMOUNT 

AS PER TSB 10-21-11, REPLACED LEFT SIDE HALF SHAFT, SEAL & HOUSING 
Cor TECH CHECKED & FOUND LEFT SIDE AXLE SHAFT SEAL LBAKING. AS PER TECH 

NlCAL SERVICE BULLETIN TECH REPLACED LEFT SIDE HALF 
** SHAFT CV JOINt HOUSING, SEAL & BUSHING AS INSTRUCTED 

RECHECK FOR LEAKS UPON COMPLETION 

A21 2.00 W 
9L8Z 3A427 D SHAFT - FRONT 1 W 
9L8Z 1177 A SEAL 1 W 
AL8Z 7025 A BUSHING 1 W 

Line Total . . . . . 
warranty Claim Type: F Authorization Code: 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 01 
STA't11'l1liT OJ' DISCLA= On behalf ot Juvi<:ic9 <Saalel', ¥ norel>y certify tn.; the intornlllt'01'I ;QfI~lline~ 

1'll. r.a~tQry warr.n~y cQnet.itute:a 411 oE tll. W'arrantioD w1~h rOlilpect tc the n.rO'on io lI.~cur"l:.iI!I unlolllil ctherwiee .hQlm. Nlirriln~Y servic8D deaor.1bed "".:r:-o 
.ue of th~' 1t..lII/it~. 'l'ho Soller hereby e"pneoly cli.claimll All per'fom.~ at. DD chari* CO owner. Ther. "&8 no inclicatiCII rrCIII tile .ppear'nc~ of 

wZLrrantied e1 the" ~rc.aD ar i"",U,eCl. lnclur1in; an)' l.Jrlpl11!1~ wlU'rant.}I' ot the vehiCl. or othe:rwiee, Co"", any part rC!l~..1t.Cl or 'E'opla.cCld und.1' thi.1I ~14im 

1lI'itX't:hAnta.tlility or t1tncgg tar a part.i.cu.1..r purpoZie I SelJ.or neithli!:t' ha" been cOnt\ec:~od in any "'.y "",ll any Ar=cident, n.gli9'ence or m.i. ..",,,•. IlecardD 

" 

litlliluhltl nor authorize. any ~he:r pe:rzrtm to &',UIDe tar it a.ny lial:J.11.ity in I\lppor~in~ this claill are ayail.b~. fQr (1) year ~rOlll tl1e c1at. of ""l"W\Ont nctiti· 

conn.cticm with th~ .81t: Dr thilJ 1te~/.il:.eM', cation at th~ .~~lc.1ng Cle:a1.er re.o: lnlilpoctiDn by tu'!\\lf'u::turer1a rapr.lII.n~ative. 

CUSTOMER 8IQHATU~~ (SIGND:PI DEALER, OBNK(lI.I. w.HA(]n OR AAmlORIUD PBMSOII (DATE) 

PE13-003.4 000724LC

http:WWW.COCCIACARS.COM


11/05/2012 00:55 FAX 5702557099 Nick of Time 	 I4J 008 

COCCIA 	 FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARREl PA 18702 
570-823-8888 FAX 570-923 6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RR.l BOX 
HARVEYS 

VEHICbE. 'llJ:mn-l'F'liC».'t'lQN ' ' , iJ.tJ:LZruJE. om 
LAUBENSTEIN 1FMCU93G39KA07861 17539 

337C 
LAKE PA 18618 ~ MA:tCl!: 'M0l>EL 

09 FORD ESCAPE; XLT 

Ct1ST,Nb,., L:reBNSE B~'Pilem; WOR.K PHONE STOCK NO. ;, Ii'R/;)li} .lilArr,g, 

392189 570-639-2189 - A9222 00/00/00 

COST. LABGI. RATE DEl.IV • DA-"l'B DEt.IV~Ml:LB'S ,:M:u.P.Qll: :IN' DATB IN INMBi!mV IlATE 

72.00 02/28/09 17539 11/15/10 10/28/08 

LINE " '. ' , ·Q,I?,:'CGlllif. ' ' 1'AlL-CiI TEcH: ' " 

HOlmS/on' m& 
A 

F:om CUSTOMER STATES HAS OPEN CAMPAIGN 10B15 
POWER TRAIN CONTROL MOOULE REPROGRAMMING 

DATE our J:HvOliCi: :NG. 

12/16/10 64285 
Eon - c 

COWR ,TAG 00. 

LIGHT SAGE 00000 

Su'V.ArlV. , , 'l'RRMS , 

432 CASH 

OA#137761610 

»10M 

~au TECH PERFORMED OltEN CAMPAIGN 10B15, FAILS LOAD TEST. NECCESSARY TO 
REMOVE TRANS & OVERHAUL AS INSTRUCTED RD TEST UPON COMPLETION 

~or TECH PERFORMED OPEN CAMPAIGN lOB15, FAILS LOAD TEST. NECESSARY TO 
REMOVE TRANSMISSION &: OVERHAUL. REPLACED NECESSARY FORWARD CLUTCHES. 

~'it OlD CLUTCHES, SEALS & GASKETS. REPLACED VALVE BODY, REFILL SYSTEM 
RD TEST UPON COMPLETION 

A21 9.90 W 
9L8Z 7153 G :KIT - GASKET 1 W 
13L8Z 7A100 A CONTROL ASY - 1 W 
XT 10 QLVC OIL - AUTOMATI 9 W 
TA 29 SEALANT - SILl 1 W 
ZC 31 A REMOVER - SILI 1 W 

Code Mise Charge Inv# Days Hours 
LJOA Loaner 105/62 5 1.0 W 

Line Total. .... 

Warranty Claim Type: F Authorization Code: 

CUSTOMER COpy - PAGE 01 

:a 

STIIT1CJoIENT OP "'xll(a....~I'1~~ On behalf of .",·vieiIl9 ~ul ••• t horlOl>y cer:dty thAt the intot1lllotj,OIl eOllul.ll.\I 
'l'I\c tllctory ,,;orr""ty c""otitllu". all oe tbe wlu'ra"Uaa wnJ1 ¥••l'lOct to tile berean is aDOUrat.e unlel. oen.",ipo al'1awn. WArranty aervicl:la deIJoribad .eil'b 
8U~ 0' tha ~uAl/it"""'. The Sell..., he".by ""'P......ly d:l.dclalnl8 U:!. per.tormed At no CMr,e toO ~et I '1'1\.", "'lUI nQ iOOie.tion tram t .... "1'1"....""0" of 
......ron.i...:i..h........:r081 or i"'P11"". i""l....i,,' ""y iq>HIl'Il " .....""~y o~ the valliele 0.;' otnerwi• .:t, Uuu: any }?alr' ¥'~il'o" or replaced under tb.i. claim 
""""cl1Antability .,,, fit....... f~ a J;lU'U!:I.ll..r p"rpQ"~. Saller nei ther lIad I)••" .."'nne"t.... in any ""y wl.tb any ..c,,'lSe,,~, IItgUg.nco or mJ.ouo". bcorda 

a860/MB nQI '\I~lIQ"i""" lUll' "the" p"...an to ...... ....". to.. U any J.iability in .upportin$ till. ela1111 U<I ovDi1111>1" !QI' 111 feu ~'"'''' the d&e~ 0' S!lIY111Ollt IIQtiU. 
c"",,",ctian ...it!> tile &fll. Qf !;h1, hem/it"... , e.ation At the a1!rvieing d.atlll.1t eO~ :I.",IPtc~taa by taanufaEttu:r:erfa npreDet't.tiV't. 

Cl./STiOMD. SICI'ATlJliI.E i!IIGNEDI DItlU.n. OItllD)!J. I<WlAOD OJ!. AlmroRUm PUSCH 1l:1li'1'&1 

PE13-003.4 000725LC
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COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARREl PA 18102 
570~a23-88a8 FAX 570-823-6484 

WWW.COCCIACARS.COM 

VBHXCLE IDENrrrlCATION 1M:t.t.Hm:: om nAT.B OOT lNirOICB NO. 

DEBRA P. LAUBENSTEIN lFMCU93G39KA07861 17539 12/16/10 64285 B 
RR1 BOX 337C i<!()n - ("I 

HARVEYS LAKE PA 18618 YE:lIR WI:KE MODEL c.oWR TAG NC. 

09 FORD ESCAPE XLT LIGHT SAGE 00000 

~·.NO. "l.i);~... ~. : N0ME RHONE ' wOn PHc:na S'l!OCX 'NO. RRon.nATE. .snV .1\D.V. :rms 
~92189 570-639-2189 - - A9222 00/00/00 432 CASH 

CYSt'.• L1\.'S0l!, AATE D:E;kJ:V •DATB DELIV.MILES =Ml~ IN 
" 

J:R IN"lmltV nA'l'B 

72.00 02/28/09 17539 11/15/10 10/28/09 OA#137761610 

Ll'NE Oli',conE FAlL-CD T!!CH. HOOJ!S/CJTY TYPE liMOUNT 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COPY PAGE 02 
STAT:£IoI'£In' OF e>%SI:I.UHEI! 

Th~ '''I:tory wa.rranty e()n'~l~U1:eC all ol the w.,rrantlea with 'toepect to the 
~ille 0' tnl.o ite!JI(it...... '1'1>0 S"ll"r n..rooby e/IPreatily <l1oel.'1118 1\11 
"'..r~IuIHu .1th"r _"Pre.. ot 'mplil><1, inclwHog any i"",Ued ,....lI'Oj)~y 0" 

_rcnantabilley or Hcn.ac f"r .. ~a.rtl.","lar I'ure>o.e. -Salle" neiti'l4!l' 
."..woe. ncr "\lt~c.uu ony other l>etUQn ~Q ....um. for ~t Any li&bUHl' ll\ 
cOlU'le~tiotL wlUl t:ha: :;JaIl: at thid 1C.",/1tc:HI\D~ 

ctlSTCM.ZIt nOAA1'1,JaE 

OIl "./>aU at ...rvl.c~"g a"lLl."r, I hfllr'~ "ertHy tha~ ;ht I.n'Qr:1I\ati"" conu~no~ 
he~.on i. ACmll'ate unl,"1 otherwi8& ..hO"n. lIarranty .trv~Q4. IleDcrib.d wee. 
p-r CQ=a at no chllt9. ~Q DWTIcr, Tha~w ,.... nO' I.Mi.c:.t1on tr"", tile al'P""tlu'lct of 
th. ,..M~la Dr etherwi•• , that lUll' part n"..~r..c! Dr ..~~Ut~ ~~or tbio "lU,. 
hOod ba,,~ eonn..~t.!S in any 'litI' with JUly .ceit!.~t, nO!lli,anctt Ot ml....o. lIo!"o~de 
RUpperti"1t tllh C1Dh, are .vtlUl-bl.b fer III year tfQIII tho date of lI.ymont netUi
cation «t th" ••YVici1l9' deal.r (O~ lnllpccticn by tl\tn\lt:actureri/IJ t.~t.p."t...tive. 

ItoXOIlrl») DlOALU I GIlalIIUoJ. KIUIAQ&I! OR M/'fIIQIlIZ&:D Pl'Jl.HOIl IDAn) 

PE13-003.4 000726LC
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11105/2012 00: 56 r'AX 5702557099 N 1 cl< or TIme ~Ull 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-EARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

I 

VEH1Cut XIlENTIFlCATlO» IMIl>lilAGi'i 0'01 DATE O'UT mvOlieB 00', . 

DEBRA P. LAUBENSTEIN 1FMCU93G39KA07861 19790 03/17/11 69195 B 
RR1 BOX 337C ~(m - C" 

HARVEYS LAKE PA 18G18 YB"!R: MAKE MQl3BL COIiOR TAG NO. 

09 FORD ESCAPE XLT LIGHT SAGE 00000 

CUST.NO .. '. I:."tCmmR.. ' ... 'HOME l!>:ltO»K . wou: woo i SToCK..NO, . MlOD.•:tIATB Smt'l ,.AnV , 'It'.DMS. 

~92189 570-639 2189 - - A9222 00/00/00 383 CASH 

ct1sr . LA»O'R. ilATi}'· . 'l'lBLIV • J:tA'l'Ii. . . DEL-IV.Ml:J:.BS 'f/!Il.SAGE IN . 'VJ\.'.t'J!:. IN .~N~:m.'I/' li.ATB: : 
.. 

72.00 02/26/09 19790 03/0S/11 10/28/0B OA#137761610 

Ll:N.Ii1 OP.t:"m>:B . 'F.AXL-en 'TE'CH.: : Hoh'RS'fGTY 'l'n'P! AMO'ClNl' 

A 
~om CUstomer states THAT THE BACK GLASS WILL NOT STAY CLOSED KEEPS POPPIN 

G OPEN BY ITSELF CAN HEAR LATCH ACTUATING
~or CHECKED VEHICLE FOR REAR WINDOW OPENS ONCOMMANDED TSB # 1Q-S-1 PERTAI 

NS-WATER CONTAMINATION AROUND SWITCH AND PIGTAIL PERFORMED TSB # 
** 10-5-1 AND INSTALLED LIFTGATE SWITCH ASSEMBLY RECHECKED OPERATION

A56 .60 W 
1L2Z 14018 AC SWITCH ASY 1 W 
3U2Z 146411 BXAB WIRE ASY 1 W 

Line Total. ... 

B + 
Com Customer states FUEL MILEAGE IS DROPPING WOULD LIKE IT CHECKED 001'-
Cor PERFORMED FUEL MILEAGE CONSUMPTION TEST AND FOUND NO CODES PRESENT IN 

ANY CONTROLLER THROUGH AN IDS SCAN-FUEL MILEAGE TEST SHOWED 21.7 MPG
ASS .20 I 

Line Total. .... 

warranty Claim Type: F Authorization Code: 

CUSTOMER COpy - PAGE 01 
S'l'ATDIJRIIT 01'" IlUC1AtMIi:II On behAU of ."rvicinll CIc,,1er. 1 1Ie~~ oel'tU), tht the • ..eo ....tian cODta1""d 

TIle factory " .... :r.nty conotltute. all of eM ...,.nlUlti". with ..u~"cc ~II ~he ne .... "" 10 "occ\ln~o \lRleu Dtherwlse 'bolm. lIa.ttanty oONie.. 4.,qri.ba<l .....e 
Ill•• Of this iteDl/:i..l'nt8. "tn. selle;- hereby UXSU'vs81y aiQc~a.imtl all p4:t'l:ormcd at no ch....g. to OW'DCtr. "l'bllre ""I no iN1icAtl.Cln from r.h. appearance Q~ 
",al"l"AntleB .ither cucprCilbD oiL" i~l)'.d. 1nQlud:in, any i~1.1.CI vananty at th" vehicle Dr athe .... l .... ;ha~ AD)' put npli"d Qr "'plACed umS"r ~h11 clainl 
merCl!4ntllbil1tl' or C~~nua tor a partiOCII1"" p~rpQa". Seller ne~~h.r hed tHoen 0111\1\."."" 1n "'1 "«:Y "'~ll any "",,ci.dant. "ogu,gonQe or ..:!.auee. aeoo~4. 

"ea~M' .,"'" authort.... &0)' O1:/IO~ peuen tc Udu.... Cor it Ally lillbil1cy I~ luppcrtin, ~llU Q~.~11I are avaU..ble tOT ell y .... r troll ehe CIo.,. of payment notif:l.. 
C'OntleCUQn "lth the Gal.. cf th'. ~um/1t....... CIC.i.on at the. Dcsrvic-it/\S (toaler tor in.paCtS.on "'V 1JYU\ut4ctvrer'. t.pl".eantative. 

C:V~ BICl1!ATURE I/JIG~I~l)l DlIlU.SR, GlDIlIlIII.!. ~U OR A11I'II0RlUO ?USON (DATE) 

PE13-003.4 000727LC
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11/05/2012 00:57 FAX 5702557099 Nick of Time 

COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARRE, PA 18702 
570-823-8688 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RRl BOX 
HARVEYS 

, VIlIi!CLE IDENTI1?ICATION mr.!Ml!lLQ..il! 

LAUBENSTEIN 1FMCU93G39KA07861 19792 
337C 
LAKE PA 18618 YEAA ' M'1U'J,I; , 'MOMttl 

09 FORD ESCAPE XL'! 

COST.NO., LI'CBNBB HOMB PHONE WOR.K PHONE STOCK ~I;;). PlWD.!lM.'J!: 

392189 570-639-2189 - - A9222 00/00/00 

COST. LAlIOR RATi DlU.I'Il bAn· Dl!!Ll:V. MILES i:MILlEAG!l .IN ~Tlll :tN :EN. BERV DATE 

72.00 02/28/09 19792 03/15/11 10/28/06 

LINE OP.CODl!: 1I'A:tL-CO TE<::H. HQuRS1Ql'Y m-e: 
A 

DATE our lilWOICI MO. 

03/16/11 69555 
'Hiln - ("' 

COLOR TMN:O. 

LIGHT SAGE 00000 

9RRV.MiV. ~. 

383 CASH 

OA#137761610 

JlMoe' , 

~om Customer States TO INSTALL SOP FOR BACK LIFTGATE GLASS-
r;or MEMO

A56 
Line Total. .... 

B 
~om Customer States TO PERFORM A FUEL CONSUMPTION TEST -
r;or MEMO

A56 
Line Total. .... 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 01 

A 

BTATEMilNT 01' "%$CIJ\X"~1l O!l. b.IIa..t 0: Qarvicin'1 dealer. r ","",by o.r~ity !<hat, 1:.11" info......tioto Cotl'.~Il.<.I 
The f~,,~oty .."nnW OQn.titut". a~l af the , .... :"tlU'ltiea ..,j,l~ ....p"". to the h ...... em i8 I.coonl. \lll~O.' atharwiae all""". "arran,), "l"Vic,," d••cr1bed werll 
• al. o~ this iu,llI/i~",'" '1'1\6 $"~er lIa-"eDy ''''p''uol), dhelal......11 p"rt".....d ..t no ;:~t96 to INIIo;r • Then ..a. no i"dicaUoli trQnl the IIPpa"nn... ",f 
IIIAn::mti.a Riebe.- exp""•• Or toll!)l1e4. lncl\101n!il ""Y implied ..o.ttanw ot tl10 v"hi,,~e or other.-io.. chAt IOn)' par!; ""pd..ell '''' .."pl"""d W\II.., II/Ill clAi. 
...t\lll~c;obU1ty or Ut.....a ~or .. p .... t1eulll" PII¥pClOO, Seller neit.her fl." b,on ~Ottnl;Cl't.ed in llf1y Yay 'With at1Y &Qf;idonc.. ncvlileneJe or 1IIi..vI16 • R.~Ord, 

""."""'8 ~or '\ltbQrUU any ate" penon to "nuM 'Q" i.~ any liability in Ifu,"potting ~l\i. <;!J."'" an available fO~ 111 y ...... t...,.. t.lI. dat.. af 1'lI)'10II''' dM.H
coml.~'.l.OD wI ton the !:Jlll= ar: tllie ite"'Rl/:i.temo. ii.t.icm .... e.J\6 fU!lxviC::ln, dealer tor in.pe<:tJ.¢A by tUnueact,urer'D reprtu,cmtat.ive. 

roSTOMJ:R StGl'll>'l'lm1l; {1Il:QIIltDI DlU>.l.ZR. !l!:llll:JU'W _MIlA OR lUmIOll1.ZItll PIlILIiOII (D,\n:l 

PE13-003.4 000728LC
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11/05/2012 CC:56 FAX 5702557099 Nick of Time 141012 

,. COCCIA FORD LINCOLN MERCURY 
577 EAST MAIN STREET 

WILKES-BARRE, PA 16702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. 
RR1 BOX 
HARVEYS 

., Vlm:&CLE 'I. .. ' ' .ffU'riaG:~ QTn : 

LAUBENSTEIN 1FMCU93G39KA07861 19790 
337C 
LAKE PA 18618 nAR MAXli/. MOJ)2l:. 

09 FORO ESCAPE XL'! 

COST.NO. LICENSE H()M.E .li'H0Nll: WORK. PHON'll! trroC!'.K .!Kl. nOD.DATE 

~92189 570-639-2189 - - A9222 00/00/00 

.CusT·..~OR RATE. Dl!:I.IV .'DAT!?l lml:.IV .,Mll:.2S . MILEAGE IN '. t1~TE :i:lI'I IN-fimv D~TE . 

72.00 02/28/09 19790 03/0S/11 10/28/08 

Ll:NE OF. CODE FMt.:cn TECH. HotIR;S/on' nl'B 

. ·D.\n:wr·· • . l:lrW'tliC$ 'lI'O. 

03/17/11 69195 B 
J:<on - r 

COLOR ~AtJ NO. 

LIGHT SAGE 00000 

SEItV.MN. TTitIU4S. 

383 CASH 

OA#137761610 

AMOt'lm' 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 02 
!ITA'l'II:M£NT 01' DISCLAIMER 01\ DeliaH ot .ervtetnll doal,,', 1 hereby cU~Hy ~11&~ .... 1nt"rn1i1tlon contAined 

Tne ~actory warranty aQnDti~ute9 .~~ or tne warrant i •• witn recpect to the bereon ill Accurate unle•• c::pt,nerwiae bhcnrfn. ...niltlty serviCeS d..c,,~b.d ....". 
061.. of thia it_lite"",. TIle !lttll."r har.t>y exprucl.y cliG"l....i..,.. aU ~t<>rml!d at "" "harp to "'''".. , There "". no indication frOm tho AC>Durane., of 
"'u~..n~~e& olehn ellP¥en O~ tftll)Ued, ~Ilc~"d'ng any ~l!lP:l.h\l w..rrlU1~y of thO vatdele or otberviat!l" that An)' PJUOt J:tq:I&lred or :nspleae:d under thia cl..i.. 
meE'Ciha.ntAbJlity ot" fit.UD,o tor 4 particula;. PUrpOIlC. • alle.: I'Il1itllln hid b.... c_.~;.c! 1.. PI' weI' with any acc;:14ent. ....gHg.",,,.. or adau.e . Jleoorda 
aeisumea nor &utnorile:s any other paraon to uaume tor it any lia.bl1ify itt auppon:j,1\!! 1:1111 .:la111 an avanCl. 101' (1) ~.u· tl'OIII the elate of pA)'lIIO"t !lotifi. 
con.ru:ction w11:h the aLle Of c.nia item/ite1llD. c:..tiO!l ,,, the ..."",locing «n1.n fooW' ~",.po;oc:U- by _ufacturcr" ""presentative. 

CVll'rO""K SlGl'lM'URR (&IGm!l1'l1 OKIILSa, QIIIltIUJ,. _QU 011. AIITIIOII.IIIl!D PElt/ION (DAn) 

I 

PE13-003.4 000729LC



11/U51 ~U12 00: 57 J:<'AA. 57U2:5:5701:11:1 N1CH or Tlme t!1I U14 

COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

WILKES~BARRE, PA 18702 
570-823-8888 FAX 570-823~6484 

WWW.COCCIACARS.COM 

DEBRA P. LAUBENSTEIN 
RR1 BOX 337C 
HARVEYS LAKE 

VEHICLE IDENTIFrCAT~ON IMl:LWWR om 

1FMCU93G39KA07861 27787 

PA 18618 ~ I'WQl MOm:t. 

DA'L'B 00'l' 
... 

IWOICE No. 
ll/29/ll 81614 A 

~on - c 
COLOa TAG NO. 

09 FORD ESCAPE XL'! LIGHT SAGE 00000 

CUBT.NO :, :t.~." HOME 'RHONE.' WORK PHONE STOCK NO:., zion ,DA'l'1l mmV.MN, 'l'EIRM& ' , 

392189 570-639-2l89 - - A9222 DO/DO/DO 432 CASH 
COST .LUOJl AA'rE ", 'D!itit .,tlATB' .. , DlIlt.IV ..lUUi;:, MrWG2, IN : DAn;' :oJ '.IN;..S2'Rv D.A.~ 

75.00 02/28/09 27785 11/21/11 10/28/08 OA#1377616l0 

DEAR CUSTO.MER, YOUR. SJlTISFATION IS OUR #1 OOAL. IF YOU CAN NOT SCOltE THE MANUP'ACTtlRER' S SURVEY QUBSTIONS COMPLETELY 
SATISFIED, PLEASB CONTACT US lIND WE WILL 00 EVER'iTHING IN OUR PQW2~ TO D2S~VE ~ COMPLETELY SATXS~IEn ~SPONSB F~ 
'lOU. WE nU1.Y APPUC:IATE YOUR :eaSINESS, THANK YOU. RUDY PODE6T PARTS AND SERVICE DIUCTOR 

l..XNl!; Oli'.CODE FAl:t.-CD n:CH. HOUR:S/OTY T'fPl! lIMOUNT 

A 
Com CUSTOMER STATBS CHBCK FAN ONLY WORKS ON #3 &; #4 
Cau TECH VERIFIED CONCERN, TESTED POWER & GROUND TO RESISTOR, FOUND 

FAULTYBLOWER MOTOR RESISTOR. TECH REPLACED RESISTOR. ASSY RETEST 
Cor TECH VERIFIED CONCERN, TESTED POWER & GROUND TO RESISTOR, FOUND 

FAULTYELOWER MOTOR RESISTOR. TECH REPLACED RESISTSOR ABSY RETEST 
A15 .80 W 

X 3F2Z l8591 AA RESISTOR ASY 1 W 
Line Total. , . '" . 

Warranty Claim Type: F Authorization Code: 

TOTAL-CUSTOMER NoCharge 

CUSTOMER Copy - PAGE 01 
S'l'hTSMEIIT ell!' D%&t;1A~ On .!:>abatt ot ."Moin, dealer, I he.-olly cenny ~I"... ~he .nrormo.ti<>n """tllinecl 

The f"etO,,>, warranty con"titute" all of the "lJrn~.iu .,UI> :.I\)O~~ 1;" ~nc llorean i.Q Accurata unllu,., Qtruu:wiIJII ahetvn I HU""f.o'y l.rv~;<I' Oo.~rlJXld ~~ 
ul.. of tlli. 1t"lII/i."""', TIle Sell.... nenoby ..",,,,,,.,,ly <lieCl",..8 fo11 p.:rtormod a~ no Charge t.o owner. n.or" " .. "" indio"ti"" ! .. "", .1Ie 1oP1?8........,. Of 
" ....IC.."tio. 01!;.ncr _n... or 1mpl.i"lS, inclulSing ""Y implied WArran.y oe tile ...n~c~. 0", ,,~h.""~... thlt uty part repair.d a .. replaced under 1:1>10 "laJ.m 
,,,,,,rCII",,~aJ:/ll1ty ot U~n••• (0'" ~ Pi>rUc:u1ar purpaoo. saller rud ther had been ~nec:'.c1 :ioll"l any \fay "s,tn any ACcident. negli9cnce cr m.:lauee. Rtl"O::a;r;da: 

au""",,o n"" ftu<:borh... any oellel" 1l'II:'8on to ....IIIM tOT it <u>y aolll>lli~y in .upportiniJ thb "ldm II"" AvltUldlh ~~ (11 yon t_ tho dlte ~ pllymomt notift· 
"en....etLan with the sale of tnt. it.../i""..... catton at the IScrvioinw daGlor toJ:' inBp.Ct;;4.OtI ~ ",p'UZActUt4r 1 a rcpX'4uentative. 

euS'rOHlltI. S~GNI\'IVI\t (SlQlllUl) DlIl\LJ:ll. GIHD.JU. MNlMIIJ. OJ! MI'I'IIOIIX~~ PIll50H (1l1Tl!t) 

PE13-003.4 000730LC
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11/05/2012 00:57 FAX 5702557099 Nlcl< of Tlme 141015 

COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. LAUBENSTEIN 
RR1 BOX 337C 
HARVEYS LAKE 

Vlija':tr:t.2 Xt>l!$t':t,':t;C)I.'tlON' IMJ~ll. o'Ui 
1FMCU93G39KA07861 35683 

FA 18618 YE~ MAKE MODlllL 

09 FORD ESCAPE XLT 

CUS'l'.NO LlCENSB HOME PHONE won PHONE STOCK NO •. PROD.DATE 

]'2189 570-639-2189 - - A9222 00/00/00 

CT1ST.lJUlIQit AATE:·· : pi:J:.;t"v..•tiJi.'l'!l J;lllLlV ..ronLis ·M!l:La~ IN nA!I'E IN IN- SERV DATE 

75.00 02/28/09 35683 07/23/12 10/28/08 

DATE OUT INVOICE NO. 

07/25/12 93198 A 
Eon - c 

COLOR 'l'MNO. 

LIGHT SAGE 00000 

BBRV.lIIJV • 'nOOifFJ.. 

763 CASH 

.. ... 

OA#137761610 

DEAR CUSTOMER, YOUR SATISFATION IS OUR *1 tiOAL. IF 'lOTJ CAN NOT SCOlU: TItt MANUFACTURER'S SURVEy QUESTIONS COMPLETELY 
$ATlSFIED, PLUS>: CON1'AC'l' us ANl:l WE WILL DO EVERYTHING IN OUR POWER TO DIi:SIi:RVlil A COMPLETELY SA'tIStIED R.!!lSPONSJIl FROM 
YOU. WE TRULY APPRECIATE 'lOUR BUSINESS. THANK YOTJ. RUDY PODE$T P~TS ~ SRRVlCE DIRECTOR 

LINE . ... :~·.G.QD:g··: ::w\I~~CIr 'l'iCH·. j{OtlRS10'ri' TYPE : .J\MOUI¢T 

A 
~om Customer States WOULD NOT START--DASH LIGHTS WENT OUT--TOW IN 
~or TECH STATES CHECKED CHARGING SYSTEM AND FOUND FAULTY BATTERY-REPLACED 

BATTERY AND RETEST--OK NOW 
A9 1. 00 C 20.00 

BXT 40 R BATTERY 1 C 109.95 
Line Total. .... 129.95 

B + 
Com OWNER ADVANTAGE DISCOUNT 

OA A9 
leode Mise Charge Inv# Days Hours 
PTH OA DISCOUNT 1.0 C 8.53

Line Total ..... 8.53

Labor 20.00 
Parts 109.95 
Sales Tax 7.80 
Mise Charge 8.53
TOTAL-CUST-CRCARD 129.22 

CUSTOMER COPY - PAGE 01 Printed: 07/25/2012 @ 10:08 
ST10TZMENT OF DISCLAIMIPl On benal f of aervicin9 dealer I I b.l!!reby ce;'t.i fy UI~C I:.n. l.nfO.rII\At.l.on containl!!d. 

The %~~tDry wiiilr't'.a.nty canDtit.uteu all Dt tha warra..ntiea wir.h t08Pflet 'Q tno "aroon ~. e.ccura.te u.nle.la othcrwiae dhown I warrant)' "JV~~o, ...... '''·ibOd wen 
sale Of tnU ~~O"/l~."8. Tne Seller ne't'eby expreeJl:Ily di5claillul all P4'rtonnoc.1 .at nQ ~arga to owner. There w... nO indication I~om ene ..pp.arllllco at 
wa..rranticD either BQlfa-.. S O~ "mpU.•~, lngl\l"in!l any impl.iea warranty at chI!' ".hie•• Qf othorwiae. that any part repaired Dr; r.,gla.ced ul'ldeX' !:.hl1 cl.lm 
me:rchantui1.ity Dr titceaG for II gartiC'1.l1al' pul').;ose. ,.11er neithl!!r had been connectfu' ,,, ."Y ",..y witn OIly accident, neqli,encl!I or milNel!!. aecotds 
;aa~\lmo. nor ~lIt.hcrh.eD any ot.her pereon to a.tlaume for 'to any U.a.b!11t)' in tlupporti05 this claim .'te .vai;l.Mlo Cor (1, )"oar fran t.hl!! dat.1!! of 'Pa.)'II'tII'nt notifl..
C;QII"lIIC;~j.OI\ ",~'h ,n~ 1I00le of this It.ern/itema. cation at the sorvic:iD9 daaler for :i.1I.1».C~1on by 1NU\1IJ:Ilc:turar l a repreaente.ti~. 

C\IS'tOHIR uGN.'ITUIla (SZGNI;DI Dv.u:R. ODIEIIAL MJlNACDII OR I\\mIORIUD 'liMON (,,011'111 

.. 
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11/05/2012 00:58 FAX 5702557099 Nlck ot Tlme 19J016 

COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-64B4 

WWW.COCCIACARS.COM 

DEBRA P. LAUBENSTEIN 
RRl BOX 337C 
HARVEYS LAKE 

VRHICLE IDENTIFt.~~~ON MlLEA.Cm Qg':! 

IFMCU93G39KA07661 36000 

PA 18618 YVJI. MAKE MODBL 

09 FORD ESCAPE XLT 

.C,OST.• N6": : ..LI~· . . H~ i>HOJal . :' WGJ$ WGNl'l . 'STOClC: ·.NO.• PR.OD •%)ATE 

~':U89 570-63.9-2189 - - A9222 00/00/00 

CUS'l' .'&lIBOR RATE .. 
. . . . 

, l$.LtV·.MIuls·, : 'I>u,yia 'IN ' . ~'l'B' IN . : ,m..:.$mtv· riATB.·'·,ili:t.:xv.DATIl 

75.00 02/28/09 35999 08/09/12 10/28/08 

lil.!\:n. our I lWO'ral NO. 

08/30/12 93978 C 
H()n - ('" 

COWR 'l'.I\SNO. 

LIGHT SAGE 00000 

SERV.NIN :Tll»'IS 
763 CASH 

OA#137761610 

DEAR. CUSroMER. YOUR SJlTI$PATION IS OUR #1 GOAL. U' YOo CAN NOT ,seoUl THB MA:N'U'f'Ac:'l'URER I S SURVEY' QUESTIONS COMPLETELY 
SATISFIED. PL!ASE CONTACT '0'$ ».NO WE WILL pO EVERYTHING XN OUR PONER TO DESERVB A COMPLETELY SATIS~IED RBSPQNSS FROM 
YOU. WI!! TRULY APPRlSCIATE YOUR ~USlNESS. '1"f!1IN'K YQU. RUDY t>O'Dl!lST PARTS ANt! SERVICB PIRltCTOR 

LINE OP.CODE l.I'ArL-CD TECH. HOURS/\1rt TX'P1!l AMOUNT 

A 
!com CUstomer States REVIEW TSB 09-20-16 FOR INSTRUMENT CLUSTER CONCERN 
~au TECH VERIFIED INSTRUMENT CLUSTER INTER~CK OUT 
~or TECH STATES IDS TESTS FOUND CODES U0155,U0140,U2023-INSTRUMENT 

CLUSTERFAULT, P1260,U01S5--STUCK IN THEFT MODE--REPROGRAMMED 2 KEYS & 
1** PERFORMED PARAMETER RESET--CLBAR CODES AND ROADTEST 

A28 1.90 W 
X 9L8Z 10849 C INSTRUMENT CLU 1 W 

Line Total. .... 

warranty Claim Type: F Authorization Code: 

Warr-Deduct 100.00 
Sales Tax 6.00 
TOTAL-CUST-CHECK 6.00 
TOTAL-CUST-CASH 100.00 

CUSTOMER COpy - PAGE 01 Printed: 06/30/2012 @ 09:55 
!'l'ATEMl!:In' or I:IISC~:14D On behaU Of ge;rv1cinl deal.:. 1 bemby eartH\' Chllt tile in~o....t'.n ~QI1toJ.n.<1 

'!'lIe. C,,~;c><y .....u""t}' ""n4UtuU' allot the .........m;i". with "",,,,p,,~; to tilt> bor"on U ."<:\Ilr"ta U111eu otlletw,n ""awn. w..rrAn~y Urvicco da."EilMtd WOlr~ 
OAl~ 01 tM. it...../a""'•. TM II<Ill"... hereby ..xpS'..,ll' £11o<:14i.... All par~o.,..d /Ie ~. 1'''1'''9'' to _ ... '!lito". "D. no in<llC:AUon tn". the ""pearane. or 
varriH"I1;.4•• e.1~ner exprua: O( ltnpl:l0d. including any iMPlied va.r:ranty or eha velIit:le Cll" oct'l.n1ae,. t.hAt any P'I'I ¥Apaired or npl.act4 under tbill elaim 
1MIrchllol1tab~J.1ty or fitne:sl!I tor • P~"'~lC'Ular purpQlle. s.aor Mither h..a. been eonnedeed in ~" W4)" with any .Ct:ld4nt~ ne:,:ti.ClnclD O~ ",lJlu.a. Recorda 
.1l:1au..,u not' iI:\oICl1or12.•• Any othe~ P4~.on to 4t'lelUme ftn' i.~ MY lial;)ility in ,\lppart1ng tili. ,,1«1111 .... avdlable to~ 111 l'QAE tEam th.. <l1Oe. or paYRftt noti/1. 
conne~tion l1li11;.1'1 r;.hll .&1« at thilJ itlntl/.~cJTl(l. c:.,lon At thll lJC5rvi<:;j,n9 O••lar tar inap..C:Ca,Of\ by ma.nuraoturet '8 rep~.'fmt.tive. 

';U9'l'Ol>lU BlmulTllAE tSlCIHall) DDLEll, OIltlDAt. _lUI Oil }\1l'n!"'Ki~1II:I ~1EJl8llN ("lin, 

PE13-003.4 000732LC
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11/05/2012 00:56 FAX 57025570~~ lHCK or TIme Il!lU17 

COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

WILKBS-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

DEBRA P. LAUBENSTEIN 
RRl BOX 337C 
HARVEYS LAKE FA 18618 

VEH·IC·LE IDENTIBICATION . mL.l!lAGK om: . DATH 00'.1.'. lif.lVOlOE' )3'0:. : 

lFMCU93G39KA07861 36194 08/29/12 ~4763 A 
'Ii: n1"'l - (" 

YEM MMJ!I MO'PIIX. eofAlit ''1'M: NO: 
09 FORD ESCAPE Xl..T LIGHT SAG! 00000 

COST.NO. LICENSE HOME PH()N3 . WORK PHON!! ::STOClC. NO. PROO.tlA'l'Ii: SE'RY.MJV. ~sr 

J112189 570-639-2189 - A9222 00/00/00 763 CASH 

CUST .:r.ABOR -'RAT& 

75.00 

.. 
DELJiV·•.nM'E 

02/28/09 

DELIV.. MILES :MILBAG:S: IN 

36194 

tu\'I'8 XN XN·smw DATE 

08/27/12 10/28/08 OA#137761610 

DEAl!. CUSTOMER, youa SA"nS:rATXcm XS OUlt #1 GOAL. IF YOU CAN NOT SCOlUl 'l'KE ~Ac:TUltElt' S SURVEY QUBSTIONS COMPLBTBI,,'( 
SATISFlEU. PWlASB CONT~Cl' US ANtl WE WILL DO SVER.YTHING IN OUR POWER TO ~:S:SBR~ A COM~LBTELY SATISFIED RESPONSB FROM 
YOU. WE TRULY }l.PPRECIA'l'E YOUR BtlBiNilSS, ~ you. RODY PODEST PARTS AND SERVlClil PJ:l!.iCTOR 

LXm: OP:CO!lB F'AlL-en TECH. .ItOO1tS IOn' 'i'Y-P1!l iI\M'OUNI' 

A 
~om CUstomer States dome lights dont corne on when doors are open, since inst. 

cluster was replaced last week.. 
Cor TECH STATES FOUND OPEN CIRCUIT AT C215-FOUND CONNECTER LOOSE--SECURElJ 

CONNECTOR AND RETEST--OK NOW 
A28 1.10 I 

Line Total. .... 
B + 

Com SERVICE POLICY PER GEORGE GEIGES 
A28 

Line Total. .... 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 01 Printed: 08/29/2012 @ 09;51 
II'I'IL1'J:MElI1' 01' IlUC1AINEIt 

Th" b.ct0"Y "arran'y """"titu'''••11 Of cl'I* .."n"ntln witn """P"ct to the 
8;>1,," !;If ~"i. ie_litem•. 'l'h" !eU"r b .... "Dy ""Pn&aly dUclMI1\Il .,.~ 

w"....antieo ~;.ther 6l<p".... or 1"'1lU"I1, inc1udug .....y implied """rMt)' 61 
...rch"".lIl>ility Dr fit".... fO:t .. ~.rt~c\ll .. r p"'l'P.,m", 5~l..ler neither 

".su.... a DOl' ......lIo .. ia.. any cth"r 1'''''''01\ ~.. ".dullW/ to.. H ..ny ~i""ility ill 

Qann.cctl.ca with the DAle of thie item/i.tem•• 

"'JS'l'OHI!lIl 81"""'1'UII.II 

On belle.1C '" 8nv:le~n9 11....1 .... , :t ncrDby certify that th" ',,(o~n~ol'i qon.un&CI 
henon 10 ac:eurace Ullh.. Ol'Il.cwh" IIllQwn. WBrrAnty Bonica.. d••c't1,b04 wflh 
pe:r:ta:nno:d at na char,. ~ OWr\.r. -mero Ill., no indic&tian. trCln t.be appearanoe of 
~h. YonigJ.1I; Qr DturvillO. that. flAy P&J:'t ra~U..ed 01' r4pl.,oQ.a unc1Cr thill claim 

had be;,~ conn.Qtod in ....y wAy with ""y .."cidan.....,ligell"" Oil' \II~""8., lIoeort1~ 

eupporHng th!' clUm an .v.Ui>J)lo for (1) year h,,,,,, the date of Pllymel\C iI.~'U· 
oation at t.he '.1"'v'~¢1"~ 4••1*.. to!' lnape.:!tian by lNUluta.ctunu;'. rtlp;,.,.en"~i:"", 

IU;N&DJ llIIALlIl, GlINEIlAL _OCR OR AI1l'llOltUII> PIRSOIi 11lA.'l'll) 

PE13-003.4 000733LC
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11/1.15/2012 1.I1.I:5~ FA.X. 571.125571.11:11:1 NlCK or T1me 

COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

WILKES~BARREt PA 18702 
570-823-8888 FAX 570-823-6484 .' 

WWW.COCCIACARS.COM 

DEBRA P. LAUBENSTEIN 
RR1 BOX 337C 
HARVEYS LAKE 

'VEHICIJ!!· lDEm'Il!'ICAT:tlON IN'XLIWm om 

1FMCU93G3~KA07861 38014 

PA 18618 YEAR. I>U\cKE MOI:IEL 

09 FORD ESCAPE XLT 

CUST.NO. :. ~~B HOME·.;~OH& ·WOU.l'RQNE 'S'l'OCK ~_; .. 1!MD.• DA~ 

39218' 570-639-2189 - - A9222 00/00/00 

.tum·.WOR -MTB;~;. .' mit.:r.v; nATB .~ -.DBLrv:::IiUt.ES. :M:n.~ .IN.". ·DAn m· .. '!m-mm.v DA'l!K.. 

75.00 02/28/09 38062 10/27/12 10/28/08 

DA'l'E. 0G'l'. INVOXC3 -NO. 

10/29/12 97508 A 

COLOR 'l'AGliO. 

LIGHT SAGE 00000 

sm.v. ),,'tN • ~' .. 

224 CASH 

OA#137761610 

DEAR C'OSTOMi;:R. YOUR SATISFATXON IS OUR #1 OOAL. Xli' YOO CAN :NOT seOd THlil MANUFA~' IS SI1RVlN OUEfi'l'XONS COMPLB'l'BL"¥ 
SATISFIElJ, PLEASE Coml'CT us AND WE wILL DO l!\VERY'rlUNG IN OUR POW'IilR TO DBSERVE A COMPLirl'ELY SATISlI'IBD :Rl!:SPONSB FROM 
'lOU. WI!: TRULY APPR!1ClATB YOUR. BUSXNBSS. THANK yOU. lUlDY PODEfi'l' PARTS AND snVICB DIRECTOR 

LINE Ol?tlODB· FAIL-cD· TEOi-_ HO~S/Qn TY"PE '. JlMQONT 

A 
f:om CUstomer States vehicle towed in wrench light on vehcile would not 

accelerate had to coast to sign of highway was running really bad 
Cor tech perform ids test code p2212 pcrn road test perform pinpoint test d 

1 memory only dv3 yes dV4 ok tpl 4.09 1.24 dv5 5.02v dv6 2101 yes dvlS 
** "':C30HMS' 1.6 OHMS OV16 BOTH OL DV17 BOTH OL DV23 YES REPLACE TUROTr~LI a· 

OOY AS PER DV23 ROAD TEST OK 

A28 2.70 W 
X DS7Z 9E926 A THROTTLE BODY 1 W 

Line Total ..... 

warranty Claim Type: F Authorization Code: 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COPY - PAGE Ol. Printed: 10/29/2012 @ 16:30 
S'1'ATlIiMZIf1' or llJ:BCt.AIMlIR on l>oohalt Qe oarv;."t"9 cleAl .. _. I h.,..lIy eertU\, thll.t th'll infc~ti"" cOl\~ained 

'J'lhe tacc:.ocy warrlU'lCY c:anlltJ,tlwLt;.eo all Of tnt: ¥flrrantieB with l'tJlpect to 1:he hCl~'Dn ia IOQUX"ate \lllleDIII Othorviae shown. tfar:ruty ,onio!!:' (leDeriD.o were 
""0 ot til •• i"""'fiulIIIl. T1'ItI l;el1.r Iltrel>y ""pn.all' d101aaima f.ll p"..CQrmeC1 at no C!hatgt to 0WI'I.1'. The... "a~ nO ~ncU_aat.\on tr... ~lIe oppaUII'lce O! 
w"f'~f.nt1c.!I *Iz:.her e;qJ't • .2:11 en: implied, ;lJ1~ludin9 any impl~.Q Wll.rt'.n~y of the ".hicl.o cr Qthenrieo. tl1.n It.")' pare rapair!!\l or reOl.Qed uMU' thia Claim 
u~rQho1Ulta.bil:a.~y or lit.le»a tor .. pa.reiciloll.r P'Ur'l)o,•. lieUt" ne{th<lr had btOI1 t:tmn~C~Od in IU'l" way .,'~h any &CciC1eftt. n.qli,l!nlO4: Qr mis\lICL x.coY'a" 
..n .....; no .. autlloriuD lillY ot....r foOraQll to ............ fQr it 411\, UabiU~y in gul'pol'U~g thi. O~.i.. Ilt'f! f.v..ilab19 ro. fat year 110lIl th" <6f.te af pa)'lMnt J1ot~ti· 
eonnec;1on wit.h c:ru~ lIIal* at: this .ic.cm/itermJ. c,.;ic:n at: f;he. eu:rv:s.~in9' deal•• tot' £nllpectlon by IIW1~Zact\ina:l, repr••ontative:, 

-
CUSTDMa:iI UGIIA'l'IIlIZ (SlGNItl>I DKAIJIIl, I:IIINIUL _lit OR Ml'lVDlIIzall I.>ZlUiOJl !DI<TI:) 

'. 

PE13-003.4 000734LC
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VEHICLE DETAIL 

VIN: 1FMCU93G39K  
Make: FORD 

Model: ESCAPE 
Year: 2009 

Pay Load: 
GVWR: 04680 

WheelBase: 103 

GCWR: 
PEP Code: 400A 

Engine: 3.0L 4V OHC V6 DURATEC 230HP 
Transmission: 6 SPD AUTO TRANS 6F MID-RANGEA 

Paint Code/Color: L T SAGE CIC 
Calibration: 9M71A30A 

Max Towing Weight: 
Axle Ratio: 

Warranty Start Date: 2128/2009 
Vehicle Build Date: 7/14/2008 

Selling Dealers Name: COCCIA FORD LINCOLN 
Selling Dealers P& A Code: 01394 Selling Dealers Sales Code: F16302 
Selling Dealers Main Phone: 570-823-8888 Selling Dealers Service Phone: 570-823-8888 

Vehicle Order Image 
1 2 3 4 5 6 7 8 9 1 0 1 2 3 4 5 6 7 8 9 20 1 2 3 4 5 6 7 8 9 30 1 2 3 4 5 6 7 8 9 40 1 2 3 4 5 6 7 8 9 50 

U939KA0786 1103378 8 R2 22ES003 2E E 5M696 63 

1 2 3 4 5 6 78 9 60 1 2 3 4 56 7 8 970 1 2 3 4 56 7 8 9 80 1 2 34 5 6 7 8 9 90 1 23 4 56 7 8 9 100 

HN 3 2ZXM 5 S588331 6F107A 2 NH KH 2S4 M4 8 G1 

1 2 3 4 5 6 7 8 9 110 1 2 3 4 5 6 7 8 9 120 1 2 3 4 5 6 7 8 9 130 1 2 3 4 5 6 7 8 9 140 1 2 3 4 5 6 7 8 9 150 

FMC3F1 E 400A 9 G6PA 

1 2 3 45 6 7 8 9 160 
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ISSUE LIST 
Last Handling 

Datel 
Issue Status 

Namel 
Reason Desc 

Vinl 
Case No. 

Model Year and 
Vehicle Line 

Issue 
Type 

11/1/2012  1FMCU93G39K  2009 ESCAPE 04 
CLOSED CLP -IN - BUYBACK  MULTIPLE REPAIRS 441023280 

10/29/2012  1FMCU93G39K  2009 ESCAPE 01 

CLOSED ROADSIDE ASSISTANCE REQUEST
WARRANTY COVERED 441023280 

1/5/2011  1FMCU93G39K  2009 ESCAPE 04 
CLOSED CLP -IN - FINANCIAL ASSISTANCE -AT RISK 441023280 
11/26/2010  1FMCU93G39K  2009 ESCAPE 01 

CLOSED CRC RELATED  FIM CSR FOLLOWING 
CONTACT 441023280 

11/24/2010  1FMCU93G39K 2009 ESCAPE 02 
CLOSED MISC INQUIRY  CHANGE OF ADDRESS 441023280 
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All Action Details for Issue 

VIN: 1FMCU93G39K  Year: 2009 Model: ESCAPE Case: 441023280 
Name:  Owner Status: Original WSD: 2009-02-28 
Symptom Desc: STALLS/QUITS CRUISE Primary Phone:  
Reason Desc: CLP -IN - BUYBACK  MULTIPLE REPAIRS Secondary Phone:  
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 10/29/2012 

Action: TIER II ESCALATION - BUYBACK 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 38000 MI Comm Type: PHONE 
Analyst Name: REYES. CYNTHIA Analyst: CREYES27 
Action Date: 10/27/2012 Action Time: 11.15.40.918 Action Data: No 

Comments CUSTOMER SAID: =HAVE HAD MANY MANY PROBLEMS WITH THE VEH.=VEH WAS TOWED TO DLRSHP 
THIS MORNING.=WHILE DRIVING THIS VEH THE WRENCH LIGHT CAME ON AND IT STALLED OUT.=CUST STATED 
SHE NO LONGER WANTS THIS VEH.=CUST STATED VEH HAS LEFT HER STRANDED SEVERAL TIMES.=VEH IS NOT 
RELIABLE.=THERES ALWAYS SOMETHING NEW.=CUST STATED THIS VEH IS ALEMON.=CUST STATED SHE 
REALLY TRIED GIVING THIS VEH A CHANCE.DEALER SAID: COCCIA FORD LlNCOLN577 EMAIN STREETWILKES
BARRE. PA 18702(570) 823-8888CRC 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 BY CLOSE OF BUSINESS 
TOMORROW. THIS DOES NOT GUARANTEE THAT FORD WILL BUYBACK YOUR VEHICLE. FORD'S COMMITMENT IS 
TO HONOR THE NEW VEHICLE LIMITED WARRANTY.=CUST BECAME VERY EMOTIONAL. SHE WAS IN TEARS 
WHILE EXPLAINING HER EXPERIENCE WITH THIS VEH.=BEST TIME TO CONTACT CUST: AFTER 1:30 PM 

Action: CREATE FOLLOW UP 

Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS 
TEAM 

Odometer: 38000 MI Comm Type: PHONE 
Analyst Name: DUGGAN 
(ADUGGAN5).AUSTIN Analyst: ADUGGAN5 

Action Date: 10/29/2012 Action Time: 
14.26.07.134 Action Data: Yes 

Comments -CSM AUSTIN EXT 77803- VEH REVIEW - LTV=89- 2009 ESCAPE - 38000 MILES- ESP PLAN 72160K 
PREMIUM WITH ROADSIDE - CUST STATE WRENCH LlGH CAME ON AND THE VEH STALLED OUT -NO LONGER 
DESIRES THE VEH- -- OBC TO THE DEALER @570-823-8888 SPOKE TO GEORGE SIM VEH CAM E IN ON SAT AND 
THE DEALER HAS NOT HAD A CHANCE TO DIAG YET - MEMORY CODE FOR ATHROTTLE BODY COVERED UNDER 
HER ESP PLAN - OBC TO THE CUSTOMER@ SPOKE TO THE CUST AND WENT OVER THE CASE AND 
ADVISED THAT THE CSM WILL COVER THE ESP DEDUCTABLE AND SET FlU FOR 11-01-2012 

Data Element Name Data Value 

DATE OF FOLLOW UP: 11-01-2012 
TIME OF FOLLOW UP (HH:MM): 20:00 

Action: CONCERN ADDRESSED 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 01394 COCCIA FORD LINCOLN 
TEAM 

Odometer: 38000 MI Comm Type: PHONE 
Analyst Name: DUGGAN 

Analyst: ADUGGAN5(ADUGGAN5).AUSTIN 

Action Date: 11/01/2012 Action Data: YesAction Time: 
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13.01.40.168 

Comments -CSM AUSTIN EXT 77803-IBE-MAIL FROMTHEDEALERWITHTHEFOLLOWINGINFORMATION·PA 
CODE 01349 RO# 97508 LlNE#A TOTAL COST OF REPAIR $336.15 FORD PARTICIPATION $100.00 GWO CODE 
M01P5 P11· OBC TO THE CUSTOMER @ CUST IS SATISFIED AND HAPPY CASE CLOSED 

Data Element Name 

CUSTOMER'S LTV SCORE 

PARTS ESCALATION USED? (YIN) 

TECH ASSIST (FSE INVOLVED) USED? (YIN) 

TECH HOTLINE CONSULTED? (YIN) 

ESP USED? (YIN) 

SCP USED? (YIN) 

X-PLAN USED? (YIN) 

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($) 

-FORDS'S SHARE OF REPAIR COST-P11 ($) 

CLP FINANCIAL ASSIST DENIED? (YIN) 

NONE OF THE ABOVE (YIN) 


Data Value 

89 
N 
N 
N 
N 
N 
N 
Y 
100.00 
o 
o 
o 
100.00 
N 
N 
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All Action Details for Issue 

VIN: 1FMCU93G39K  Year: 2009 Model: ESCAPE Case: 441023280 
Name:  Owner Status: Original WSD: 2009-02·28 
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 CLUB 
Odometer: 017539 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 1211212010 Action Time: 22.06.52.303 Action Data: No 

Comments DISPATCH COMPLETE 

Action: ROADSIDE ASSISTANCE-TOW·FLAT BED 
Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUB 
Odometer: 035000 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 07/2512012 Action Time: 12.25.43.228 Action Data: No 

Comments DISPATCH COMPLETE 

Action: ROADSIDE ASSISTANCE·TOW·FLAT BED 
Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUB 
Odometer: 038000 MI Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 10/29/2012 Action Time: 06.07.08.580 Action Data: No 

Comments DISPATCH COMPLETE 
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All Action Details for Issue 

VIN: 1FMCU93G39K  Year: 2009 Model: ESCAPE Case: 441023280 
Name:  Owner Status: Original WSD: 2009-02-28 
Symptom Desc: AUTO TRANS UPSHIFT ROUGHIHARSH Primary Phone:  
Reason Desc: CLP -IN - FINANCIAL ASSISTANCE  AT RISK Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 01/05/2011 

Action: TIER II ESCALATION - MR - FINANCIAL ASSIST FOR REPAIR 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: SANTOS, KARIME Analyst: KSANT017 
Action Date: 11/24/2010 Action Time: 12.19.07.663 Action Data: No 

Caller Information If Different From Vehicle Owner: 
First Name Middle Initial Last Name Day Phone Relationship 

JAMES LAUBENSTEIN 5706932189 FAMILY 

Comments CUSTOMER SAID: -VEH AT DLR-SAYS IT WILL TAKE A MONTH FOR VEH TO GET FIXED-SAYS HE IS 
STILL MAKING PAYMENTS ON VEH-SAYS HE WANT HELP WITH PAYMENTS DUE TO THAT HE WILL NOT HAVE VEH 
FOR A MONTHDEALER SAID: COCCIA FORD LINCOLN MERCURY 577 EMAIN STREETWILKES-BARRE, PA 18702 
TEL:(570) 823-8888 COCCIACRC 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-OBC TO DLR SPOKE TO STEVE S/M-HE SAYS CUST VEH FAILED INSPECTlON·DLR SAYS CUST IS 
#3 IN LINE 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 11/26/2010 Action Time: 14.07.12.387 Action Data: Yes 

Comments CSM AUTUMN X7763- PREMIUMCARE W/ROADSIDE-I OTHER TRANS ISSUE IN AWS - -OBC TO DEALER 
AND SPOKE TO SIA DEBBIE AND HE ADVISED THAT THE VEH CAME IN FOR A 10B15 AND IT FAILED THE LOAD 
TEST AND KNOW THE VEH IS BEING TORN DOWN FOR FULL DIAGNOSIS .- VEH HAS BEEN DOWN ALMOST 3 
WEEKS ON MONDAY .- OBC TO CUSTOMER @  AND NUMBER IS NOT CORRECT .- OBC TO CUSTOMER 
@570-406-0028 AND CSM WILL FOLLOW UP ON 12-02-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-02-2010 

TIME OF FOLLOW UP (HH:MM): 17:30 


Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12101/2010 Action Time: 16.04.14.662 Action Data: Yes 

Comments IBC FROM CUSTOMER AND HE ADVISED THAT THE DEALER HAD THE VEH FOR 2WEEKS AND 
CUSTOMER IS IN ARENTAL. CSM ADVISED THAT WOULD BE WILLING TO REIMBURSE A VEH .- CSM ADVISED 
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THAT THE VEH PAYMENT IN THE AMOUNT OF $347.62 .OBC TO DEALER AND SPOKE TO DEALER AND SHE 
ADVISED THAT THE TRANS HAS TO BE OVERHAULED. SHOULD TAKE AT LEAST 2 DAYS. DEPENDS ON PARTS. 
CSM ADVISED THAT WILL FOLLOW UP ON MONDAY AND CSM ADVISED THAT WILL FOLLOW UP ON MONDAY.12
06-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 
TIME OF FOLLOW UP (HH:MM): 

12-06-2010 
17:30 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12101/2010 Action Time: 17.31.06.855 Action Data: No 

Comments CSM RECIEVED EMAIL FROM S/A AND SHE ADVISED THAT THE VEH PAYMENT AMOUNT IS 347.62.. 
SIA PROVIDED R.O. 64857 AND LINE A AND CSM EMAILED PROGRAM CODE P11 AND APPROVAL CODE M04A2 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12106/2010 Action Time: 17.32.50.440 Action Data: Yes 

Comments OBC TO CUSTOMER @  AND NO ANSWER AND CSM ADVISED THAT WILL FOLLOW UP ON 
12-09-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-09-2010 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEW1131 
Action Date: 12106/2010 Action Time: 17.32.52.936 Action Data: Yes 

Comments OBC TO CUSTOMER @  AND NO ANSWER AND CSM ADVISED THAT WILL FOLLOW UP ON 
12-09-2010 

Data Element Name Data Value -_.._--_.._--------_. ..._-_....._._--_.._.. 
DATE OF FOLLOW UP: 12-09-2010 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12108/2010 Action Time: 16.14.13.940 Action Data: Yes 

Comments -IBC FROM DEALER AND SHE ADVISED THAT THERE IS A TRANSMISSION OVERHAUL FOR THE 
RECALL FOR THE RECALL AND PART IS IN AND IT IS BEING WORKED ON AS WE SPEAK AND CHECK WILL BE 
GIVEN WHEN HE PICKS THE VEH UP .- OBC TO C/W @ AND CSM ADVISED THAT WILL FOLLOW UP 
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ON 12-14-2010 

Data Element Name Data Value 

DATE OF FOLLOW U
TIME OF FOLLOW U

P: 
P (HH:MM): 

12-14·2010 
17:30 

-----,"----

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LIN
Odometer: 18000 MI 
Analyst Name: LEWIS,AUTUMN 
Action Date: 12114/2010 

COLN 
Comm Type: PHONE 
Analyst: ALEWI131 
Action Time: 10.52.00.244 

Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 

Action Data: Yes 

Comments OBC TO DEALER AND SPOKE TO SIM STEVE AND HE ADVISED THAT THE VEH CAM BACK WITH A 
BUSHING AND AN AXLE. TSB 10·21·11 AND SIM ADVISED THAT THE SERVICE KIT AND THE AXLE ASSEMBLY IS 
SHOULD SHOW UP TODAY. EVERYTHING SHOULD BE IN TODAY.' OBC TO CUSTOMER @ AND NO 
ANSWER CSM ADVISED THAT WILL FOLLOW UP ON 12-16-2010· OBC TO CIW@ ANDWASABLE TO 
REACH. CUSTOMER ADVISED THAT THE VEH WAS JERKING. CSM ADVISED THAT THAT BIS ATECH QUESTION 
FOR THE DEALERSHIP. CSM ADVISED OF FOLLOW UP . 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-16·2010 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12116/2010 Action Time: 10.14.03.294 Action Data: Yes 

Comments OBC TO DEALER AND SPOKE TO SIM STEVE AND HE ADVISED THAT THE VEH IS REPAIRED BUT NOT 
YET PICKED UP . OBC TO CIW @  AND CSM ADVISED THAT WILL FOLLOW UP ON 12-21-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-21-2010 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12121/2010 Action Time: 11.30.35.412 Action Data: Yes 

Comments OBC TO CIW@ AND HE ADVISED THAT HE FEELS THAT THE VEH IS DRIPPING OIL. CSAM 
ADVISED THAT WILL FOLLOW UP ON 12-28-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-28-2010 
TIME OF FOLLOW UP {HH:MM}: 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
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Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 12128/2010 Action Time: 10.59.40.541 Action Data: Yes 

Comments OBC TO DEALER AND SPOKE TO SIA CHRIS AND ADVISED THAT THE VEH IS NOT IUN KNOW AND HE 
CALLED AND SAID THAT THE VEH WAS STILL LEAKING .- OBC TO CUSTOMER AND HE ADVISED THAT HE WILL BE 
BRINGING THE VEH IN . CSM ADVISED THAT WILL FOLLOW UP ON 01-05-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 01-05-2011 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 01/0512011 Action Time: 12.19.58.939 Action Data: Yes 

Comments OBC TO DEALER AND SPOKE TO AND SPOKE TO TANGI AND SHE ADVISED THAT THE VEH HAS NOT 
CAME BACK IN . - OBC TO CUSTOMER @  AND HE ADVISED THAT HIS WIFE WENT IN AND THEY 
ADVISED THAT THE DEALER HAS ADVISED THAT THE VEH IS OPERATING AS DESIGNED CUSTEOMR ADVISED 
THAT WIFE WILL CALL ME AND TELL ME WHAT THEY SAID. CSM WILL FOLLOW UP ON 01-07-2010 IS WIFE DOES 
NOT CONTACT BACK TODAY. 

Data Element Name Data Value 

DATE OF FOLLOW UP: 01-07-2011 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CONCERN ADDRESSED 
Dealer: 01394 COCCIA FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 01/05/2011 Action Time: 14.00.58.200 Action Data: Yes 

Comments IBC FROM CUSTOMER AND SHE ADVISED THAT THERE IS A NOISE IN THE TRANSMISSION AND IT IS 
CALLED A HOOT NOISE AND SHE ADVISED THAT THE VEH LEAKED AND KNOW THE VEH IS NO LONGER LEAKING 
AND CSM LOOKED UP SSM 21659 AND ADVISED THAT THIS ID S NORMAL CHARACTERISTIC OF THE VEH . CSM 
CLOSING CASE 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 91 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) N 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X-PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
-ESTIMATED REPAIR COST(@WARR RATES) ($) 
-CUSTOMER'S SHARE OF REPAIR COST ($) 
-DEALER'S SHARE OF REPAIR COST-P18 ($) 
-DEALER'S SHARE OF REPAIR COST-OTHER($) 
-FORDS'S SHARE OF REPAIR COST-P11 {$} 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) Y 
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All Action Details for Issue 

VIN: 1FMCU93G39K  Year: 2009 Model: ESCAPE Case: 441023280 
Name:  Owner Status: Original WSD: 2009-02-28 
Symptom Desc: Primary Phone:  
Reason Desc: CRC RELATED - F/M CSR FOLLOWING CONTACT Secondary Phone:  
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: OUTBOUND CALL TO FORD/MERCURY CUSTOMER 
Dealer: Origin Desc: MANUAL· PHONE CSR 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: SANTOS, KARIME Analyst: KSANT017 
Action Date: 11/24/2010 Action Time: 12.25.59.386 Action Data: No 

Caller Information HDifferent From Vehicle Owner: 
First Name Middle Initial Last Name Day Phone Relationship 

   FAMILY 

Comments CUSTOMER SAID: ***ADDITIONAL INFO-CUST HAS RECALL 10B15-SAYS IT WAS RUNNING ROUGH 
WHEN HE SHIFTED IT INTO GEAR·SAYS HE TOOK IT TO DLR AND DLR TOLD HIM ABOUT RECALLCRC ADVISED: 
***THIS WAS NOT AN OBC MAC RAN IT FOR ADDITIONAL INFO 

Action: CREATE FOLLOW UP 
Dealer: Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 11/26/2010 Action Time: 11.52.06.573 Action Data: Yes 

Comments CSM AUTUMN X7763- PREMIUMCARE W/ROADSIDE·I OTHER TRANS ISSUE IN AWS - ·OBC TO DEALER 
AND SPOKE TO SIA DEBBIE AND HE ADVISED THAT THE VEH CAME IN FOR A 10B15 AND IT FAILED THE LOAD 
TEST AND KNOW THE VEH IS BEING TORN DOWN FOR FULL DIAGNOSIS .- VEH HAS BEEN DOWN ALMOST 3 
WEEKS ON MONDAY .- OBC TO CUSTOMER @  AND NUMBER IS NOT CORRECT .- OBC TO CUSTOMER 
@  AND CSM WILL FOLLOW UP ON 12·02-2010 

Data Element Name Data Value 

DATE OF FOLLOW UP: 12-02·2010 
TIME OF FOLLOW UP (HH:MM): 17:30 

Action: CREATE FOLLOW UP 
Dealer: Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: LEWIS,AUTUMN Analyst: ALEWI131 
Action Date: 11/26/2010 Action Time: 14.04.57.536 Action Data: Yes 

Comments CSM AUTUMN X7763· PREMIUMCARE W/ROADSIDE-I OTHER TRANS ISSUE IN AWS - ·OBC TO DEALER 
AND SPOKE TO S/A DEBBIE AND HE ADVISED THAT THE VEH CAME IN FOR A 10B15 AND IT FAILED THE LOAD 
TEST AND KNOW THE VEH IS BEING TORN DOWN FOR FULL DIAGNOSIS .- VEH HAS BEEN DOWN ALMOST 3 
WEEKS ON MONDAY .- OBC TO CUSTOMER@ AND NUMBER IS NOT CORRECT ,- OBC TO CUSTOMER 
@ AND CSM WILL FOLLOW UP ON 12-02-2010 

Data Element Name Data Value 
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DATE OF FOLLOW UP: 12-02-2010 
TIME OF FOLLOW UP (HH:MM): 17:30 
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All Action Details for Issue 

VIN: 1FMCU93G39K  Year: 2009 Model: ESCAPE Case: 441023280 
Name:  Owner Status: Original WSD: 2009-02-28 
Symptom Desc: Primary Phone: 5  
Reason Desc: MISC INQUIRY - CHANGE OF ADDRESS Secondary Phone: 
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER 
Dealer: 
Odometer: 18000 MI Comm Type: PHONE 
Analyst Name: SANTOS. KARIME Analyst: KSANT017 
Action Date: 11/24/2010 Action Time: 12.15.02.716 

Caller Information If Different From Vehicle Owner: 
First Name Middle Initial 

 

Comments CUSTOMER PROFILE UPDATE 

Ford Confidential 

Origin Desc: MANUAL - PHONE CSR 

Action Data: No 

Last Name Day Phone Relationship 
  FAMILY 
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Server: A WS QA 
Claims loaded through: 29·NOV ·2012 

Vehicle Information Report 

GENERAL VEHICLE INFORMATION: (Related Claims) (QLS Concerns) 
YIN: IFMCU93G39K  Vehicle Line WERS: TIM7 K~CAI'EITRIBUTEIMARINER-LHD 107-12) Engine: TISG - 10L 4V OHC V6 DURATEC 230HP 

Model Year: 20()9 Vehicle Line A WS: Ml ESCAPE Globnl Engine: E0916 DURATEC GAS V6 FWD -CP2 

Vehicle Type: T Vehicle Line Global: M4 - ESCAPE (LESS HYBRID) (NAJ Engine Plant: a'l09 - CLEV ELAND #2 RfF 

Inv. Dealer: Drive Cod.: TIl' - 4 WHL UH FULL TIME DRIVE Transmission: T/W6 - 6 SPO AUTO TRANS 6F MID-RANGE 

Vehicle Status Cod.: 800 Body Cab Slyle: TIWE - 5 DOOR LIGHT TRUCK Globnl T .... ns: AII!15 - AT - 685· VOP 

Market Derived: F-FORD Version/Series: TIEf- . fORO SERIES Trans Plant: AT! I -AITVAN DYKE 

BUILD INFORMA TION: 
Region Buill: NA - NORTH AMERICA Assembly Planl: AI - KANSAS CITY PLANT BUILD Vehicle Load Dale: 18·JUL-2008 

Country Built: USA - UNITED STATES Production Date: 14-JUL-2008 

SALE INFORMATION: 
Region Sold: NA NORTH AMERICA Arrlval Date: 22-JUL-2008 Red Carpet Lila. • ., 


Country Sold: USA - UNITED STATES S.le Dale: 28-FEB·2009 FleelfRetaillCo. Lil....: R 


Vehicl. Count Hag: Y Warranty Start Date: 28· FEB-2009 Modified V <bicle: 


Selling Dealer SlIProv: PA Orl~inal WSD: 28-0<..,-2008 Warranly Status lod: 


Selling Dealer [code]: COCCIA FORD LINCOLN [116302 - ') Vehicle Export t1ag: N 


VOC: 

-------1---------2--------3--------4---------5--------6---------'1---------8---------9---------0--------1--------.2--..-----3--------4---------5-------~-6---------
u,39n0786110337B 8:R2 22£S003 2'1 E 5M69'6 63 HN 3 2ZXK5 s5BS3316rl07A 2 NH lUI 254)(4 B GIFMC3Fl E tOOA 9G6PA 

EOC: 

---------1---------2---------3--------4---------5-------- 6-~------7---------8---------9--------0---------1~~-----2---------3--------4---------5--------6--------

INSTALLED OPTION INFORMATION: 
Air COoditionlng: TIB - MANUAL AIR CONDITlONER Color(Trim): OOOST - STONE Navis Engine Serial it: 708724293053 

Allernator Amp Rating: 9 Delivery Type: o Paint: PN3E3 - LT SAGE C/C 

Audio Dl<k: DriveshaCt Codc: Power Antenna: AV - SATELLITE ANTENNA (SDARS) 

Axle Ratio: EGAAG 2_93 F1NAL DR[V~: RATIO ~-ront Seat: TIB -SEAT-INDIVIDUAL-UB DRVII'ASS Radio: AX - BLETR AM/PM STROIl.l]SClCLK 

Axle Type: • -IN/AI Fuel Type: AF - UNLEADED FUEL CAPABILITY Sound System: • -INIAl 

Batt.ry Amp Ruling: C Fuel Type Engine: G -Gas Tire Manufacturer: AI - MICHELIN 

Brake Cod.: • -INIAl G VW Class Code: C Tire Brand: 7P5JLX * 

Brake Cod.(Service): • -INIA) Instrumentation: '-INIAl Tirv Size: D3JUJ P235/70R-16 OWL A·S 

C.Ubration Code: 9M71A30A Mlrror(Driver Side): B8 - DRV MANUAL FOLD, POWER ADJUST Traction Control: *·lNIAj 

Color(Accenl): • INIA1 Mlrror(P,ngr Side): 68 PASS MANUAL FOLD, POWER ADJUST 

TRACEABILITY INFORMA TION 
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Trace Commodity Trace Full Number 
DA - DRIVER AIRBAG 1F3771 NV79AFJ 
DS - DRIVER SIDE AIR BAG [fZUB 186W62515 
EN - ENGINE !'l1311 010708724293053 9G 758 AA 

F - LEH FRONT TIRE !B37P5JLX2208HJOJX 
R - LEfT REAR TIRE 1B37P5JLX2208HJOJO 

MCC - SYNC CCPU DPS CHECKSUM poo04153 
MCP - SYNC CCPU PART NUMBER &L3T -14D544-AC 
"tHP - SYNC HARDWARE PART NUMBER fjL3T -14D203-AA 
MSN - SYNC ESN !4K6601LX 
MVC - SYNC VMCU CHECKSUM poo03B53 
MVP - SYNC VMCU PART NUMBER fjL3T-14D205-AA 
IPA - PASSENGER AIRBAG p<G6V6P4KA VK 
IPS - PASSENGER SIDE A1RBAG n UA186WZ2818 
IRF - RIGHT FRONT TIRE !B37P5JLX2208HJOJV 
IRR - RIGHT REAR TIRE !B37P5JLX2408HJST9 
~R - SATELLITE RADIO r:>AT 026972664900 
ST - SPARE TIRE I4TBIYA3F2J08ADALWO 
[fR - TRANSMISSION ~4922 060708818801 29129L8P 7000 FA 12 

TIRE DOT INFORMATION: 
LF: B37P5JLX2208 

LR: B37P5JLX2208 

LI: 

SPARE: 4TBIYA3F2108 

ESP INFORMATION: 
ESP Code: 

ESP Co,erage(MHcs): 

ESP Coverage(Timel: 

ESP Plan Year: 

ESP Signature Oate: 


RF: 


RR: 


RI: 


DOT Plant Manufacturer: 


B37P5JLX2208 

1137P5JLX240~ 

113 - MICHELIN NORTH AMERICA (CANADA); INC.; I!RlDGEWATER; NOVA SCOTIA 

EMISSIONS INFORMATION: 
" Emission Code: DGAAE- 50 STATE EMISSION REQS 
* Emission Cert Type: 5 
'" Emission Decal sumx: SST 
• Engine Family: 9FMXT0301EN 2U09 3.0L ESCAPfJMARINERIMAZDA TRIBUTE 

Any comments? You can contact 

11487 
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________ 

Server: AWS QA 
Claims loaded through: 29·NOV·2012 

STANDARD CLAIMS LIST 

AWS Online Report 

Server Name: A WS QA Claims loaded through 

VIN 
AWS WERS MKT BODY VER DRIVE PLANT TRANS ENG PROD WARR SELLING 
VL VL DER CAB SERIES TYPE CD CD COD DATE DATE DEALER 

14
28-FEB 11630?1FMCU')3G39K  MI TIM7 F TIWE TIEF TIF AJ TIW6 TISG JUL

2008 
2009 -

A WS Claim Key: 1-11145 Doc#: 036263A Trx Code: 2 Labor Hrs: .4 Labor Cost: 

Dlr Cd·Sub Cd: 01394·' Name: COCCIA FORD LINCOLN Pb: 570-8238888 St: PA Ctry 
USA

Cd: 

Cust Comments: CUST STATES VEHICLE WilL NOT START. 

Tech Comments: TECH CHECK BATTERY DEAD REPLACE BATTERY ACES CODE H90CN DTC 680140 RETEST OK 

SELL TIS WCC PREF BASE SUFF VRT 
CNT NA 

USA 0 7AOI • 10655 F04 

29.08 Material Cost: 98.95 Total Cost: 

Reg Cd: NA Repr Date:26-FEB-2009 

VRT VFG CCC CD ROW 

SII V52 D02 42 

128.03 

DlST(MUe):9 

RUIl Date: 30-NOV-/2 
Note: All are in US Dollars 

14
IFMCU~3G39KA  Ml TIM7 F TIWE TIEF TIF AJ TIW6 TISG JUL- USA 9 3AI4 • 7G249 F05 SII V49 NI8 0428·FEB- 116302 

2009
2008 

A WS Claim Key: 7-1I\lc8 Doc#: 047272A TrxCode: 2 Labor Hrs: .3 Labor Cost: 21.92 Material Cost: 0 Total Cost: 21.92 

Ctry
Dlr Cd·Sub Cd: 01394.' Name: COCCIA FORD LINCOLN Ph: 570-8238888 St: PA USA Reg Cd: NA Repr Date:05-NOV·2009 DlST(Mile):7690Cd: 

Cust Comments: TRANS STllL MAKING HOOT TYPW NOISE WAS TOLD SSM 20753 RECALIBRATE 4WD WILL FIX CONCERN BELIEVE TSB 09 12 II IS FIX 

RECALIBRATE4WD WILL FIX CONCERN BELIEVE TSB 09 12 II IS FIX TECH VERFHOOT NOISE FOUND TSB 091211 APPLIES PREFROMTSB 091211 RECALIBRATE 
Tech Comments: 4WD MODULE RETEST OK 

14
IFMCU93G39K Ml TIM7 F TIWE TIEF TIF AJ TIW6 TISG JUL- USA 21 F09 SXX28·FEB· 116302 

VOO •20092008 

AWS Claim Key: 2176X67 Doc #: 064285A Trx Code: lOB 15 Labor Hrs: 9.9 Labor Cost: 743.59 Material Cost: 351.73 Total Cost: 1245.32 

D1r Cd·Sub Cd: 01394·' Name: COCCIA FORD LINCOLN Ph: 570-8238888 St: PA 
Ctry 
Cd: 

USA Reg Cd: NA Repr Date: IS-NOV.20lU DIST(Mile): 17537 

Cust Comments: HAS OPEN CAMPAIGN lOB 15 POWER TRAIN CONTROL MODULE REPROGRAMMING 

TECH PERFORMED OPEN CAMPAIGN lOB IS. FAILS LOAD TEST. NECCESSARY TO REMOVE TRANS & OVERHAUL AS INSTRUCTED RD TEST UPON COMPLETION 
Tech Comments: TECH PERFORMED OPEN CAMPAIGN lOB 15. FAILS LOAD TEST. NECESSARY TO REMOVE TRANSMISSION & OVERHAUL. REPLACED NECESSARY FORWARD 

CLUTCHES. OlD CLUTCHES. SEALS & GASKETS. REPLACED V ALVE BODY. REFILL SYSTEM RD TEST UPON COMPLETION 
t~~_..a_~_~~ ~\lIIIIIIM''I''"1rM 

14- 28·FEB· 
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1':vlet '<)JG.1 l)K  M TiM 7 r TIWE TIEl' TIF AI TIW6 TISG 
JUL
2008 

2009 
116302 USA 22 6Y20 * VEHPAY * F09 SXX V99 A99 82 

A WS Claim Key: _:.1 ;X27/, Doc #: 064857 A Trx Code: PII Labor IIrs: 0 Labor Cost: 0 Material Cost: 0 Total Cosl: 347.62 

Dlr Cd·Sub Cd: 01394-* Name: COCCIA FORD LINCOLN Ph: 570-8238888 St:PA 
Ctry 
Cd: 

USA Reg Cd: NA Repr Date:30NOV20 10 DIST(Mile): 17537 

Cust Comments: CUSTOMER SEEKING VEHICLE PAYMENT FOR TRNASM1SSION REPAIRS 

Tech Comments: VEHICEL PAYMENT APPROVED THRU FORD FOR TRANSMISSION REPAIRS APPRVL M04A2 

14
I r\fCU'J.\G3<JK  M I T/M7 F TIWE TIEF TIF AI TIW6 T/SG JUL- 28-FEB- 116302 USA 22 5C06 * 3A428 1'04 SII V48 L73 14 

2009
200S 

A WS Claim Key: 21x59J2 Doc#: 065417A Trx Code: E84 Labor Hrs: 2 Labor Cost: 150.22 Material Cost: 233.06 Total Cost: 383.28 

CtryDir Cd·Sub Cd: 01394-* Name: COCCIA FORD LINCOLN Ph: 570-8238888 St: PA USA Reg Cd: NA Repr Date: 13· DEC-20 I 0 DIST(Mile}: 17560 
Cd: 

Cust Comments: CHECK FOR OIL/TRANS FLUID LEAK 

TECH CHECKED & FOUND LEFT SIDE AXLE SHAH' SEAL LEAKING AS PER TSB 10 21 II, REPLACED LEFT SIDE HALF SHAFf', SEAL & HOUSING TECH CHECKED & 

Tech Comments: FOUND LEFT SIDE AXLE SHAFf' SEAL LEAKING. AS PER TECH NICAL SERVICE BULLETIN TECH REPLACED LEFT SIDE HALF SHAFT CV JOINT HOUSING, SEAL & 


BUSHING AS INSTRUCTED RECHECK FOR LEAKS UPON COMPLETION 


14
IF:--1C1.19X'.1<JK  MI T/M7 F TIWE TIEl' TIl' AJ TIW6 T/SG JUL- 28-FEB- 116302 USA 25 7S20 * 13412 1'08 S06 V09 G07 X2 

2009200S 

AWS ClaIm Key: 245~4K2 Doc #: 069195A Trx Code: E83 Labor Hrs: .6 Labor Cost: 45.07 Material Cost: 66.36 Total Cost: 111.43 

CtryDIr Cd·Sub Cd: 01394-' Name: COCCIA FORD LINCOLN Ph: 5708238888 St: PA USA RegCd: NA Repr Dalc:08-MAR-2011 DIST(Mile): 19790 
Cd: 

Cust Comments: THAT THE BACK GLASS WILL NOT STAY CLOSED KEEPS POPPING OPEN BY ITSELF CAN HEAR LATCH ACTUATING 

CHECKED VEHICLE FOR REAR WINDOW OPENS UNCOMMANDED TSB # 105 I PERTAINS WATER CONTAMINATION AROUND SWITCH AND PIGTAIL PERFORMED
Tech Comments: 

TSB # 105 I AND INSTALLED LIFTGATE SWITCH ASSEMBLY RECHECKED OPERATION 
_"'_~__"_'"_'-'''__i'''''''____'-_~'''~~»__ ___Ar,",",___*"",,__'" _ .""..., .old _~___________________~__'''~_.'d''''''''''~''_'';'';;'4¢~A'''''~ 

14
IFMCUt)3G:;'1K;  MI T/M7 I' TIWE TIEF TIP AJ T/W6 T/SG JUL- USA 34 7GOI 3F2Z 18591 AA 1'07 S08 V71 C19 4228-FEB- 116302 

2009
2008 

AWS Claim Key: :QY()5'17 Doc#: 081614A TrxCode: E83 Labor Hrs: ,8 Labor Cost: 62 Material Cost: 23.55 Total Cost: 85.55 

CtryDIrCd·Sub Cd: 01394·' Name: COCCIA FORD LINCOLN Ph: 5708238888 St:PA USA Reg Cd: NA Repr Date:21-NOV-2011 DIST(Mile):27785
Cd: 

Cust Comments: CHECK FAN ONLY WORKS ON #3 & #4 

TECH VERIFIED CONCERN, TESTED POWER & GROUND TO RESISTOR, FOUND FAULTYBLOWER MOTOR RESISTOR. TECH REPLACED RESISTOR ASSY RETEST 
Tech Comments: 

TECH VERIFIED CONCERN, TESTED POWER & GROUND TO RESISTOR, FOUND FAULTYBLOWER MOTOR RESISTOR. TECH REPLACED RESISTSOR ASSY RETEST 

14
2S·FEB

J F\lC1It):;Gl'lK. I M I T/M7 I' TIWE TIEl' TIl' Ai T/W6 T/SG JUL- 2(01) 116302 USA 42 7K II 9L8Z 10849 C 1'03 S09 V83 G32 01 
2008 

AWS Claim Key: Doc #: 093978A Trx Code: 0968D Labor IIrs: 1.9 Labor Cost: 151.98 Material Cost: 343.94 Total Cost: 495.92 

CtryDlr Cd·Sub Cd: 01394-' Name: COCCIA FORD LINCOLN Ph: 570-8238888 SI:PA USA Reg Cd: NA Repr Date:09-AUG-2012 DlSl'(Mile):35999
Cd: 

Cust Comments: Customer States REVIEW TSB 0920 16 FOR INSTRUMENT CLUSTER CONCERN 

Tech Comments: 
TECH VERIFIED INSTRUMENT CLUSTER INTERLACK OUT; TECH STATES IDS TESTS FOUND CODES UOJ55,U0140,U2023 INSTRUMENT CLUSTERFAULT, 
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P1260.U0155 STUCK IN THEFT MODE REPROGRAMMED 2 KEYS & 

14
!F"1CU'l3G39Kl MI T/M7 F TIWE TIEF TIF AJ TIW6 T/SO JUL· 

2008 

28-FEB
2009 

116302 USA 45 2E03 DS7Z 9E926 A F04 SII V52 D42 42 

A WS Claim Key: 46 I :1469 Doc #: 097508A Trx Code: Labor Hrs: 2.7 Labor Cost: 215.98 Material Cost: 120.18 Total Cost: 336.16 

D1r Cd-Sub Cd: 01394-* Name: COCCIA FORD liNCOLN Ph: 570-8238888 St: * Ctry 
USA Reg Cd: NA Repr Date:27-0CT-2012 DlST(Mile):38062Cd: 

Cast Comments: CUSTOMER STATES VEHICLE TOWED IN WRENCH LIGHT ON VEHCILE WOULD NOT accelerate had to coast to sign of highway was running really bad 

TECH PERFORM IDS TEST CODE P2212PCM ROAD TEST PERFORM PINPOINT TEST Dl MEMORY ONLY DV3 YES DV4 OK TPI 4.09 1.24 DV5 5,02V DV6 2101 YES 
Tech Comments: 

DVI5

----,----' ~ .....--~""~. ~ .. ~-,..,,",-.-----------------------------------

Any comments? You can contact 

-. 
.' 

webmaster 
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Rpt. Analysis Home Report Mqmt Primary Report Mqmt Query Report Mqmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File Report To A Folder Folder Number: 
Download Options 

'.l'llilltillillllllllllt lidMtHWi IZlIII FM IlilmnhiiHll1 

Report Detail Section: View Details Attachments: 0 

Report# : CHIF4003 NHL Received: 08/09/2012 

CCRG/EPRC: Reviewed Status: Date: 

2009,ESCAPE 4X4 (99 Vehicle: Build Date: 07/14/200812) ,4X4,XLT,MPV ,lFMCU93G39K  

Calibration: 9M71A30AOdometer: 35,999 M Engine: 3.0L IVCT 

Transmission: 6SP 6F MID Axle: 3800F2.73C A/C: YES 
(570) 823~

Dealer: USA 01394 Coccia Ford Lincoln Phone#: 
8888 

City: Wilkes-Barre State: Pennsylvania Country: USA 
Originator: GEORGE GEIGES 
Symptom: 440 1 39 ST/RN/MV,STARTING,NO CRANK,INTERMITTENT 
Status: 
VFG: V52 DRIVEABILITY 
Additional 

INTERMmENT NO CRANKSymptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: WSMITH46 Phone: 000317-0000 Regn Cd: N3 Philadelphia 


Engineering: Phone: TAR: 


Dlr Contact: GEORGE GEIGES Phone: 000 000-0000 Title Cde: SM 
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KOEO: 

KOEC: P1260 U0140 U0155 U2023 


KOER: 


Comments: 

REPAIR 	 08/09/2012 05:26PM WALTER SMITH MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN:VEHICLE CLUSTER MALFUNCTIONS, THEN CAR WILL 

NOT START. DIAGNOSTICS: IDS TEST, PERFORMED TSB 09-20-16 PARTS 

REPLACED:NONE TECH QUESTION:REMOVED CLUSTER AS PER TSB 09-20-16. 

CHECKED CONNECTIONS UNABLE TO REPRODUCE. CUSTOMER CONFIRMED CAR WOULD 

NOT START AFTER TURNING OFF WITH CLUSTER MALFUNCTIONING. WHAT ELSE CAN 

BE DONE TO CONFIRM SUSPECT CLUSTER? 

RECOMM 	 08/09/2012 05:26PM WALTER SMITH MSS - FCSD - TECH SVC HOTLINE 
GEORGE WITH THE P1260 IN THE PCM SHOWING A PATS CONCERN WITH OUT ANY 

PATS CODES IN THE ICM AND HAVING THE OTHER U CODES THE ICM OR 

COMMUNICATION CIRCUIT CONNECTIONS FAULTS WOULD BE SUSPECTED AS LISTED 

IN TSB 09-20-16. RECOMMEND TO CAREFULLY PERFORM INSPECTIONS OF C215 

AND OTHER ICM CONNECTORS AS LISTED IN THE TSB IF NO CIRCUIT FAULTS ARE 

SEEN REPLACE THE ICM PER THE WSM . 
rrrMiM'tiM Options

File Re,)ort To This Folder '@M;tgU.j,IP i J 
Ider Number: Ipfilll@ma.

Fo @bDUii!ihgllf.1 'Ai4Thlll"i I!II 

Requester: MVALLA 30-Nov-2012 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCWS686 
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CUSTOMER n: 9210669 218224 
,. 

*INVOICE* > 

f'ORD.MERCURY' TOYOTA-8C10N 
244 Melton Road' Burns HarbO'. ITII 46304

U.S. 20 AT 1-94 
CHESTERTON, IN  PAGE 1 12191787·8600·* Fax 12191787-0067 

INww.lakesho;emotors.comHOME! CONT:N/A
BUS: CELL: SERVICE ADVISOR: 912 JOHN VANV:SIET 

10 FORD ESCAPE IFMCU9DG3A  56204/56204 tt240 
DElDATE'~ .'PRPD~ 'DATEWA:FlREXP,., i .<,_ •• ' ·f.'..RPr:m~D·:.····· r'~~:" ....•••. .....• ...• ..' .RAT; -. "r(.P,AYMEIIIT ...•. :/·."~V;-be.l'e'·. :.•...•..• -.' 

-, 

OlJANIO Dr :'7:30 16JUL13 105.00 CASH 16JUL13 
OPTIONS: ENG: 3 . 0 Liter.; ,._)1~q~:qF1ENEO',. .I.).;!.V ;( ,X.', 

13:04 16JU~13 13:43 16JUL13 
LINE OPCODB TECH TYPE HOURS LIST NET TOTAL 

A CHECK WHEN DRIVING VEHICLE IS JERKING INTO GEAR AND RPMS ARE FLARING 

201 RESET KEE~.ALlVE MOMEORY 
911 ... C 0.00 0.00 0.00 
**************************************************** 

-~---..-  - .---

FORO SERVICE HOURS TOYOTA SERVICE HOURS 
Mon. Fri 7:30am· 6:00pm Mon· Fri 7:30am - 6:00pm 
Sat . 8:00am - 4:00pm Set 8:00am - 4:00pm 

The factory ·....arra"l\' :o1\S:i!\Jte••11 
of the \Y9!~anti8S wr.h resP-9Ct to 
rhe sale of ~hi'l ilell'l\itams, 11le 
S.!er hereLlY up,essJy dltcleims. 01' 
...,.'Intin eitber express ~r 
;"Iplio<i. ",c.,dlng 111, iMIllied 
...-,onlY 01 men:hantabillty Ot 
fit......... for a pa<1l~\l'" ;l\l'po."
Sel.... neither anumes no! 
""Ibonzes any Other p."on to 
_urns for 11 '!'IV "ab'lity i" 
eo""ec!l"" W.l" !he sale Of thlo. 
:tf!mJitems. 

CUSTC·.!~~ SIGNATURE 

DESCRIPTION 
LASOR AMOUNT 

PARTS AMOUNT 

GAS, OIL, wae 
SUBLET AMOUNT 

MISC. CHARGES 

TOTAL CHARGES 

lESS INSUflANCE 
SALES TAX 

PlEASE PAY 
THIS AMOUNT 

--------~---_________--L_________.L. UO!lB1SJ ct 

TOTALS 

0.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

95uB
~gva9L6~Z 
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ALEX SIMANOVSKY & ASSOCIATES, LLC 
CONSUMER PROTECTION ArrORNEYS 

2300 HENDERSON MILL ROAD, SVlTE 300 
ATLANTA, GA 30345 


770-414-1002 1-866-865--3666 

FACSIMILS: 770414-9891 1-877-216-0365 


FACSIMILE TRANSMITTAL SHEET 


TO: Tanya Roquemore FROM: Kimberly Frazier 

COMPANY: Ford Motor Company DATE: 8/5/2013 

FAX NUMBER: (866)629·3804 TOTAL NO. OF PAGES: 4 

R£: S v. Ford Motor Company 
Our Client:  
Vehicle: 2010 Ford Escape 
VIN: IFMCU9DC3AK  
Date of purchase: 07/07110 
Our File No.: LL13-10276 

ThiS facsimile messase oontains Information from ALEX SIMANOVSKY & ASSOCIATES, U.C, that may be privileged and 
confidential attorney work product or attorney/client communication. This information iii Intended to be for the use of the 
addresseG ooly. If you are not tI'Ie adortlSliee, note t1\at any disclosure. copying, distrlbutiOn or utle of ttl. contents of this 
message iii prohibited. If you receIVe this me&sage in error. pitl8Se notify the sender Immediately. The redpient may not 
\.lie any communication herein for an~ reason not asSOCIated wIth the Ipec1flc communication. All other utles are Strictly 
prohibited. 
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.- ,{ . .. 
".-.',::,'I_~.,.--_-"7"'\' 120 North Hobart Road MOTOR II'El1ICLE 

, CONgrrlONAL pURCt:tA1ill!i!R ORn liaRD,~.UL'"','I~RIM,~ (s.W. eQrf'ler of Routes 6 &51)Jj -.q Hoban. Indiana 46342 . 
Phone; 219/942-FORD or 942·2143 

,-_H_D_"_A_'_~.--:-D_IA...."_"__. FlUc: 219J94;Z.o631 

:$'TOCKNl,), CROI!RNO, D IiASIl PRIce 
lOT4al

V&IICU aElNli Pl.JFlCIWifD _ 

PI..EASS eNTER 1.1'1' oil);f\ 
... QCA,R 

lllTnUCI( 
FOI'I 'l'H1ii FOUOWI"ICI eDEMO t:]OTHeR 

YW 2010'~ FORD..... ~!ttAf,tj: 

~ AOR 4WI'l XLI'" COLOR' .sun AlUf JIfi: 

MJI..EABE ~IS 

INTeRIOR SnI!Lii'II[ m  ""

\ 

, 
i 

SEIIlAI.NCl :.' _. '", " ~"""'_•• 
: 

'w; 
,"." ,"f... l". ."..... - " 

ltIftVSDG3A~ . "". 
...... ,,. . I ~ 

y.w:.1J4 INFORMATION ... -
VIiI\R . 2008 MAICE ' DOD6£TIlOCK 
'MODEl. Br\H'l500 IODY 'O:lJAO HO. liW8 I 

I 
COlDFi BLAtK, ItIILfAGE san. . I 
SEAlIoI.iII lOJHUl8i68J  
BIoLANce 0I0Wtl '1'0: ' AlU611J5 C:IfEOIT UNION . ,,' 

ADOfIes&! 244 ALlEGlUS ORIYf BURlS HAR8D 1 11/6304 
ACCT. NC>, MYOR' DUE S 2Wa.68 CAS~ DilI.IYt:RI!I) PntCG" i:J1i91l1i AJ 

VflRIMI;I BY: 0006111.1. , . 1'l'Wlrt-IN 4I.tO\'.l1iNCE ~;"q~ I'll) 

PYtct\uir II rtIIIIlOI1IIbIefortnd Bhd ply Ihllll'lDUnt, HlIlY. II~ whil:h Nt:.T 1)IF~I!ru;l4ce ~~It A4
ltIo PArol! 0I.Ia on fI.T~n~ 11'111I"Id..1n alIC_, 

'II~I: {If) 
" 

WAf"IA~ INI'QRMIITlON OI'T1Orw.l:OOIl~. 2SA1.011 
~I!W OR DJPotONITR.TOA: illI'Il...... I........ O( dIIr"..,anl\')l 1 DOCIJMEIITARV f£E '!i'.onIIIIhIcIt.I"QnilI.wltlIn"""""nlYpl'llll1aIlClWllllr~11C I!'ltl/ttI\lt;I. 

JiANDt liUiL......W~InIIatItd_llllirllI\emDIIINCM:IIfl~1IprbUd 1I -147. fin 
-II1I\I\' -.-Iller. IlIII\DGUdliy by Ina 1oIIw'l:\cIurl:l ullhl \I4oI\idc.. 3 Hilt:' 'TAli 

'I ?Ii:--_......_.."'.........,~ - tHAWIlmII'lIY on lI1Il v~ lila mil» tlIl'llIIV not Il8 incIlJdeClln &eplllllli ' 
wrltlin _,__ which are INIIlII IIOkIIy bv UanUIIltlI\J.III'II 01 1l1li FI: ~ 15.00 
~1lri4r... ,',' 

,'" "'"..."". 
gn,,,'lQ," ' 

OwN. INtJ.5AW'TAlI Mi:~. gel
. 

 
TotAl. IlSgo ~9 

PJlPlTIII4 Plt'NENT 2000.00 
.IV' o..omerl~='I~· i ~IIICE 6030.49 
NJ..YiHI~I.iI<Whch:rIlle~llII'leotI... ~AHlr.OtUli'1' 

Tl'\II.IlI!i·IN PAYOFF ZaS03.C8C.IIler-~mII ...W1ITII...I. W11118n. up,.. III inlgl\a(!, In;lllcllr1Q 
IIII"111J1/'i1t1 (1/ m~~ QI' IIII'ItIe for ~ fI~III' purpcll8, TO'fAj., .... 3D194.1'IIIId OeaIIlIIf!&II'IIMIJ ~'I\nYIi_'1y 1\1 Ilw,*-r I/,;,".:on
UQ114111/1111 cIII'rIlIOM.lCM at IImI 01' iIII:Oo'MIIIIence artlllllll'Jlll Qf It. OJ€. ON ClliiUVOO· MIA~M/!I*'dDI1 oIl\8....~, 

TIIttddllll'.lrlal·IIIm1IMn11condlllon& ;DII1; 1Iw.'005ideljj tI1I$Orctot SERI/ICt! POucV SAP ~nM 

II1IllIClCIponlllKl by 'lII0I'IInc;\I tmI lite t glll't 01 '11111 orw. TOTAL IlAl.ANCI! 306M. 17 

! 

: 
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ALEX SIMANOVSKY & ASSOCIATES, LLC 
CONSUMER PROTECTION ATTORNEYS 

ALEX SIMANOVSKY, ESQ. 	 2300 HENDERSON MILL ROAD, SUITE 300 
EXTENSION: 1012 

DIRECT DIAL: 678-781·1012 ATLANTA, GA30345 
E-MAIL: ALEX@LEMONLAWINFO.COM 770-414-1002 1-866-865-3666 

FACSIMILE: 770-414-9891 1-877-216-0365 

June 28, 2013 

Ford Motor Company 

World Headquarters 

Office of General Counsel 

One American Road 

Dearborn, MI 48126 


RE: 	  v. Ford Motor Company 
NOTICE OF CONSUMER WARRANTY LAW VIOLATION 
Our Client:  
Vehicle: 201 0 Ford Escape 
VIN: 1 FMCU9DG3AK
Date of purchase: 07/07110 
Our File No.: LL13-10276 

To Whom It May Concern: 

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 ("UC.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 with the 
delivery and/or repair of the aforementioned vehicle. The primary non-conformities and 
violations include, but are not limited to: 

1. Engine; 

2. Stalling; 

3. Electrical; 

4. Check engine light; 

5. Suspension; 

6. Fuel system; 

7. Excessive repair attempts. 
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The non-confonnities listed above constitute a substantial impainnent of the use, 
value and safety of the subject vehicle. Because of the inordinate amount of repairs my 
client 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 pennit 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 extent 
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 tennination statement within ten days to tenninate 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 tennination 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 defective 
product and will waive any incidental and consequential damages at this point. Our 
attorneys' fees are minimal at this stage and we would prefer to resolve this matter 
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. 

This letter shall serve as notice to Ford Motor Company of its final opportunity to 
cure the above-referenced defects. 
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Sincerely, 

ALEX SIMANOVSKY & ASSOCIATES, LLC 

Alex Sima 
Attorney at 

AS/ld 

cc:  
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11Mb IIEURlnG MOtO', • 
Incorporated 


720 North Hobart Road (U,S. Route 6 &. 51) 


HOBART, INDIANA 46342 


Phone (219) 942-FORO (219) 942·2143 Fax (219) 942·9637 


s /r~/ t f 

• IN 

.!!.~pgi••••••lfI 

··---·aTY···FP·NUMB~R····-··········DESCRIPTION·-·-·····LIST PRICE· UNIT PRICE. 

2 CHARGES······ ...... •••••••• • ••• · .. ···•• ......................................... 


1 
6 

M5Z·6714·B 
XO·5W20·DSP 

FILTER ASY • 0 
OIL· ENGINE 

7.00 
3.22 

TOTAL 

6.00 
3.07 

. PAATS 

6.00 
18.42 
24.42 

1 TOTAI,.S·····.·· .. ··· 
LABOR 
PARTS 

9.70 
24.42 

JOB# 1 .xJURNAL PREFIX FTCS ~ 1 TOTAL 34.12 
__ .... .. 

DISCLAIMER OF WARRANTIES 

The only warranties. if any, applylng 
to the part(s) and/or service are 
those offered by the manufacturer. 

The selling dealer hereby expressly 
disclaims all warranties, either ex
pressed or Implied, including any 
implied warranties of merchantability 
or fitne&s for a particular purpose, 
and neither assumes or authorizes 

any other person to aesume for it 
any liability in connection with the 

sale of this part(s) and/or service. 
Buyer shall not be entitled to I'eOO'JIiIr 

_ •••••.·i·I··I·I··!i··•••••• lfrom the selling dealer any conse· 

JOBf 2 TOTAL 
.~;;ji;,;iI'1f."" ................. 

WASHER FLUID. COOLANT RECOVERY
• AND POWER STEERING FlUIO 

4 TOTALS.···· ........ __ ............................................ . 

JOB# 4 JOORNAl PREFIX FTCS JOBI 4 TOTAL 

'$TOMt!FlI COPY [CONTINUED ON NEXT PAGE] 

0.00 
- ••••••••••• 

0.00 

09:49am 

quential damages, damages to prop. 
erty. damages for loss of use, 
loss of time, loss of profits or 
inoome, or any other incidental 
damages, 

NOT RESPONSIBLE FOR LOSS OR 
DAMAGETDVEH~ESOR 

ARTICLES LEFT IN VEHICLES IN 

CASE OF FIRE, THEFT OR A"Y 

OT11EA CAUSE bEYOrio OUR 


CONTROL. NOT RESPONSIBLE 

FOR DAMAGE FROM FREEZING 

DUE TO LACK OF ANnFREEZE. 
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'iYb l/EuRlnG MDiO'. 

InCOrporated . 

120 North Hobart Road (U.S. Route 6 &51) 


HOBART, INDIANA 46942 


Phone (219) 942·FORD (219) 942-2143 Fax (219) 942·9637 


DISCUUMER OF WARRANTIES 

•••••~~~~R••••···········"···-···············""~_ 

I 
c 

I 
I 

!) TOTALS· " _..••• o •••••••••••••••••••••••••••••••••••••••••••••••• 

.x>Bf 5 .nJRNAL PREFIX FTCS JOBi !) TOTAL 0.00 
(5 CHARGES .. ••·· ......... "............... "" .. - .... ".................................... "•.. 

' ••~~~~iii••··I·i"ii·m·I··~·ii·-I"I··1·1··I"i".··j·.··ii·....·'....."ij··I·I··ji·I··I·i··•••••1I 
M 

~~ 
6 TOTAlS·"·····"··"···· . • . • • •. • ••••• . .... .• . .. -.................. .. 

Jce# 6.1JURNAL PREFIX FTCS Dfi 6 toTAL 0,00
7 ~GE;s.. ,··· .... ····.,·····"·· .. "" .... ······ ................... ".................. "... . 

0.00 

...... ................... .................... ................................... ~--"' .. 

OPERATIOI'I(S) •••••••••••••••••••••••••••••••••••••••••••••••••••••••• , •.•.... 
I.. ROTATE TIRES 

PAGE' ?,OF 3 'STOME'Ft COItV [CONTINUIiiD ON NeXT PAGEl 09:49am 

The only warranties, jf any, applying 

10 the part(s) and/or service eire 
those offered by the- manufacturer. 

The seiling dealer hereby expressly 
disclaims all wOIrranties, either elt· 
pressed or implied, including any 

implied warranties of merchantability
or fitness for a particular purpose, 

and neither assumes or authorizes 
any other person to assume for it 
any liability in connection with the 

sale of this part(s) and/or service. 
Buyer shall not be entitled to recover 

from the selling dealer any conse· 
quential damages, damages to prop· 
erty, damages for loss of use, 
loss of time. loss of profits or 
income. or any other incidental 
damages. 

NOT RESPONSIBLe FOA LOSS OR 

DAMAGE TO VeHICLES OR 


ARTICLES LEFT IN VEHICLES IN 

CASE OF FIRE, THEFT OR ANY 

OTHEA CAUSE BEYOND OUR 


CONTFIOL. NOT RESPONSIBLE 

FOR DAMAGE FFiOM ""EEZlHG 

DUETOLACKOFANnFAE~ 
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nac IIEURlnG POtO,. 
Incorporated 


720 Nortl'l Hobart Road (U.S. Route 6 & 51) 


HOBART, INDIANA 46342 


Phone (219) 942-FORD (219) 942-2143 Fax (219) 942-9637 


NO. 

2 46 

OTALS···························.,······ .. ····•••·•• .. •.... •................................. 

__,***************'k*******~__."".U"UA 
* 

CASH ...... CHECK ...... CKf...... CHARGE...... * 
* * 

VISA •..... M/e .. .... AM/EX .•••.. DISCOVER.... •
* 

RECEIVED BY: .............. OM: .... / ..... /.... * 

" 

ftA~~~A*~**~.AA~A~~*"****A*•••••*.*A.*. 
******-********~lMPORTANT··*··**·****'·*AA~~**'a**w 

OU MAY RECEIVE A CUSTOMER SATISFACTI~ SURVEY IN TH£ NEXT 
EW WEEKS. IF FOR MV REASON YOU CANNOT (IW)E US A "10" 
LEASE CONTACT I)JR SERVICE MANAG£R. DAN RIVERA 
OUR SATISFACTION IS OUR NUMBER "I" COtICERN. TIWII( YOO I 

DUPLICATE INVOICE 

( 

i 

I 

1 


DISCLAIMER OF WARRANTIES 

The only warranties. If any. applying 
to the par1(S) and/or service are 
those offered by the manufacturer. 
The selling dealer hereby expressly 

disclaims all warranties, either ex· 
pressed or Implied, including any 

implied warranties of merchantability 
or fitness for a particular purpose, 
and neither assumes or authorizes 
any other person to assume for It 
,tty liability In connection with the 
sale of this partes) and/or service. 
Buyer shall not be entitled to recover 
from the seiling dealer any oonse· 
quential damages, damages to prop· 
erty. damages for loss of use, 
I()ss of time, lOllS of proflt.s or 
Income, or any other incidental 
damages, 

4!iIt 

At«.a'P ~~ 
'1'eItde ~~ 
~,4~ 

Sf!JUIU:.e 

NO't RESPONSIBLE FOR LOSS OR 

DAMAGETO VEHIOLES on 


ARIlCLES LEFT IN VEHICLES IN 

CASE OF FIRE,THEFT OR ANY 

OTHER CAUSE BEyOND OUR 


TOTAl LASOR.... 

TOTAL PARTS.... 

TOTAL SUBlET... 
TOTAl G.O.G.... 
TOTAl MIst CHG. 
TOTAL MISC DISC 
TOTAL TAX...... 


TOTAL INVOICE $ 


. 

9.70 
24.42 
0.00 
0.00 
1.00 
0.00 
1.71 ._ ..... . 

36,83 

1 CONTROL NOt RESPONSIBLE 

1 FOR DAMAGE FROM FREEZING 
DUETO LACK OF AN11FREEZE•PAGE 3 OF 3 . 'STOMER COPY rEND 01' INVOice 1 09;49am 
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, IN 

AND FOOND NO COO£.S RAISED IN THE AIR VARIfIED 
LEAK.REPI.ACED THE M SIDE AXLE SEAL AN{) TOPPED

OFF 

·····QTY···Fp·NUI'BER···············DESCRln-ION·········LIST PRICE·UNIT PRICE· 
1 AL8Z·3B414·A JOINT ANtI STI.m 
2 XT-lll·QL.VC OIL· AUT!J4ATI 

TOTAL • PARTS 

1 TOTALS··············  .••• '" ..................................... . 

WARRANTY 
WARRANTY 

0.00 

JI.1J# 1 JOURNAl PREFIX FTCS .lBI 1 TOTAl. 0.00
<! CHARGES·········· ......................... -............................................ . 

DISOLAIMER OF WARRANllES 

The only warrantb,il$, If ~ny, a.pplying 
to the part(s) and/or service are 
those offered by the manufacturer. 
The selling dealer hereby expressly 
disclaims all warranties, either ex' 
pressed or Implied, including any 
implied warranties of mercflantability 
pr fitness fQr a particular purpose, 
and neither assumes or authorizes 
any other person to aseume for it 
any liability in conneC'ltion with the 
$Ille of 1hls part(s) andfor service. 

••••••••• Buyer shall not be entitled to reeover 
from the selling dealer any conse· 
quential damages, damages to prop
Iilrty, damages for loss of use, 
loss of time. loss of profits or 
income. or any other InclrJental 
damages, 

... w • :.:~~,I:S~~~~~: ~~;\~ .... ~ 29.70 
, "'''3::' ~'" PARTS ~5 .32 

.XJBf 2.J01.RNAL PREFIX FTCS ..lOBi 2 TOTAL S5.02
3 CHARGES .. •••••• •••••••••••••••••••••••••••••••.•••••.•••.••••••••••••••••••••••••••••••• 

.'KJfJ# 3.XlJRNAl PREFIX FTCS JJBI 3 TOTAL 0.00 
~"""".""-"--~" ...................... ,. ............................ ., ... .. 

'STOMER. COP'Y 08:49am 

«II» 

,,~~~~ 
ttf/du:k ~~ 
~,,~ 
S~ 

NOT FI!SPONSlBU: FOA LOSS OR 
DAMAGe TO VEHICLES OR 

ARllCLeS LEFT IN VEHICLES IN 
CASE OF FIRE,THEFT OR ANY 
aTHER CAuse BIE'YONO OUR 

CONTROL NOT RESPONSISL.E:i 
FOR DAMAGE FROM FREEZING 
T1UE TO l.ACK: OF ANTIFREEZE. 
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720 North Hobart Road (U.S. Route 6 & 51) 


HOBART,INDIANA 46342 


Phone (219) 942·FORO (219) 942·2143 Fax (219) 942-9637 


1 D~ ?/n / IJ.

[(:ONl1NUf!D ON NeXT MGE1;J 
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720 North Hobart Road (U.S. Route 6 & 51) 


HOBART, INDIANA 46342 


Phone (219) 942-FORD (219) 942~2143 Fax (219) 942-9637 


, IN 

DISCLAIMER OF WARRANTIES 

The only warranties. if any. applying 

•.• , .•••.•.• to the par1(s) and/or service are 

1I••~IY"~~••••••••••••RI••••R••••••llthose offered by the manufacturer. 
The selling dealer hereby expressly 
disclaims all warranties, eith9r ex
pressed or implied, including any 

implied warranties of merchantability 
or fitness for a particular purpose, 

.............. ......... and neither assumes or authorizes 

f:fj••••_ ••IIi•••i••••••••••••••••••••••:,j any other person to assume for it 

any liability in connection with the 
sale of thllO part(s) and/or serviCe. 
Buyer shall not be entitled to re~r 
from the selling dealer any conse· 

quential damages. damages to prop

~••'1!JJi•••••••••••1erty, damages loss use,for of 
III!' I,I!! 

0,00 
SC .. ····CODE·· ..•.• ·OESCRIPTION· ......................... ••• ••COHTROL NO····· .. _. 


1# A NJ ADVERTISING COUPON 13 00 
, A 5S SHOP SI.lPPLIES . ' •l.18 

TOTAL • MISC ·11.22 
--- .. "' ... _---- ...... _- ------- .. ........ _------- .......
~-

PAGe~OF 3 
[CiONnNUED ON NEXT PAGE] 08:49am 

loss of time. loss of profits or 

income, or any other incidental 
damages. 

NOT RESPONSIBLE FOR LOSS OR 

DAMAGE TO VEHICLES OR 


AFmClES lEFT IN veHICLES IN 

CASE OF FIRE.THEFT OR ANY 

OTHER CAUSE BEYOfllD OUR 


CONTROL. NOT RESPONSIBLE 

FOR DAMAGE FROM FREEZING 

OUE TO LACK OF ANTlFRE;~. 
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720 North Hobart Road (U.S. Route e& 51) 


HOBART, INDIANA 46342 


TAl.S -•.•.•••••... ---

***~~~Akk••A~Al*A*******A~A***'*****AAA~**** 

IN\I!OICE DI\T~

26946 02/17/12 
COLOR 
TEEl B~UE 

8EWNI:! t1" ' NO. 

00 
A.O.MTE 

02/17/12 

--.••••••• ---... -.......... -...•••••••• " .. _............. -............... . 
 DISCLAIMER OFWAAAANllES 

TOTAl. LAOOR .... 29.70 
'It TOTAL PARTS .••. 25.32 The only wa.rranties, If any, applying

CASH ..•••. CHECK ...... C~.•.... CHARGE...... * TOTAL SUBLET••• 0.00 to the partee) and/or service are... TOTAL G.O.S•••. 0.00 
those offered by the manufacturer.TOTAl IUSC CHG. 1.78* VISA.. , ... M/C, ..•.• AM/EX ..••.. DISCOVER.... 'It TOTAL MISC DISC ·13.00 The selling dealer hereby expresslyTOTAL TAX ...... 1.77'* disclaims all warranties, either exR~CEIVED By: .............. ON: ... .I... .. /.... ,. .......... 

'/( TOTAL INVOICE $ 45.57 pressed or Implied, including any.********~~~.*.'*.~******A*i*A*.**.*.AA~*WN*_*I*** 


**********'A••*A*·IMPORTANT*··*·····l*~~'tt**~ 
 implied warranties of merchantability 
au MAY REcnVE A CUSTOMER SA.iISFIil:TION SURVEY 1M THE NEXT Or fitness for a particular purpose. EW WEEKS. IF FOR Nrf REASaI yOU CANNOT GRADE us A "10· 

and neither aesumes or authorizesLEASE CONTACT OOR SERVICE MANAGER. LWtRXVERA 
OUR SATISFACTI(JI IS OOR NUMBER "I" CONCERN. TtWIK YOUI any other p(!rson to assume for it 

any liability in oonneotion with the 

sale of this pants) and/or $6rvicEi. 

D U P I. I CAT E I N V 0 ICE Buyer shall not be entitled to recover 
from the selling dealer any conse
quential damages, damages 10 prop
erty, damages for loss of use, 
loss of time. loss of profits or 
income, or any other Incidental 
damages. 

Phone (219) 942~FORD (219) 942-2143 Fax (219) 942·9637 

CE~~: 

I 

I 
I 

NOT RESPONSIBLE FOR LOSS OR 
DAMAGE 10VEHICLES OR 

J 
AImCLES LEFT IN VEHICLES IN 
CASE OF FIRE, THEFT OR ANY 
OTHEFI CAUSE BEYOND OUR 

1 CONTROL. NOT RESPON$TPLE 

1 FOR DAMAGE FROM FREEZING 
PAGE30F 3 DUE TO LACK OF AN1lFAEEZE;.'STOMER coPY [ END OF INVOICE 1 09:49am 
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CUSTOMER #: 9210669 215484 Lake Shore 

FORD-MERCURY * TOYOTA-SCION 

""ACCOUNTING'*' 244 Menon Road • Bums Harbor, IN 46304 

U.S. 20 AT 1-94 
(219) 787·8000· Fax (219) 787-0067 

CHESTERTON, IN www.lakeshoremotors.com
HOME: CONT:N/A 

4.30 4.30 
'->"'j'::,:., 

3.47 20.82 

.;.1!.,:g:~, .• ;26.' . 

:..:;:&.:a:rs:$ .. 

,,',,' 

FORD SERVICE HOURS TOYOTA SERVICE HOURS 
Moo ·Fri 7:30am • 6:00pm Mon· Frl 1:30am 6;OOpm 

Sal 6:00am • 4:00pm Sal 8:00am • 4;OOpm 

SAUiSTAX 
CUSTOMIiR SIGNATURI;. 

PLEASE PAY 
THISAMQUNT 

ACCOtl'N'l'ING COpy 

PE13-003.4 000770LC
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CUSTOMER #: 9210669 215484 Lake Shore 
FORD-MERCURY * TOYOTA-8CION 

*ACCOUNT!NGlt 244 MeltQn Road· Bul'rIl$ H;!Irbor, IN 46304 

CHESTERTON, IN 
HOME: 

, ,', ",' 

Mon· Fit 

Sat 

7:30.m • 6:00pm 

6:00am - 4:00pm 

Men - Fn 
Sat 

7:30am - 6:00pm 

8:00am - 4:Oi:4Jm 

U.S. ~ AT 1-94 
(219) 7S'7..set)O· Fax (219) 787-0067 

WWW.lakeshoremotors.com 

<., ",(;' 

PARTS AMOUNT 

GAS, OIL. LUBE 
SUBLET AMOUNT 

MISC, CHARGI:S 

TOTAL CHARGES 

lE INSURANCE: 

SALESTA)( 

PLEASE PAY 
THIS AMOUNT 

" ", ':',. 

23.00 
25.12 

0.00 
-7.00 
0.00 

41.12 
0.00 

ACCOUNTING COpy 
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CUSTOMER #: 9210669 215793 Lake Shore 
FORD-MERCURY 11 TOYOTA-SCION . 

*ACCOUNTING* 244 Melton Rolld' Bums Harbor, IN 46304 

U,S.20 AT 1·94
(2~9) 767-8600· Fax (219) i8i-006iCHESTERTON, IN PAGE 1 

www.lakeshoremotors.comHOME: CONT:N/A ** PRE-INVOICE ** 

201 MISe 
.. '. ,;,!··.·.ej~7;;. (;,~~~i~:;:;:;;:t(~;,j;«:h:~,i.'Jl::~O:;;,'··i'··,:'Z::'f$,~; ;'i(:;:~:;;la~~F .33.00 . 33.00 
1 CX*2349* VALVE ASY 2899 3769 o 52.71 37 .69 37.69 

.. ~:..... 

, .,'" 

CONTROL 

,"'" 

,,', .:.:..;" 

SGNATURE 

"', ,':" 

PARTS AMOUNT 
GAS, on•• LUBe 
SU6L,E,T AMOUNT 

MISC. CHARGEs 

l.ESS INSURANCE 
SALes TAX 

PLEASE PAY 
THIS AMOUNT 

Mol'!. Fri 7:30am • e;O(lpm Mon-Frl 7:30am· 6:00pm 


Sliit '8:00am - 4:00pm Sat 8:00am' - 4:00pm 


ACCOUNTING COpy 
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216552 Lake ShoreCUSTOMER #: 9210669 
FORD-MERCURY'* TOYOTA·SCION 

*ACCOUNTING* a44 Melton Road • Bums Harbor, IN 46304 

U.S. 20 AT 1-94 
DUPLICATE 1 (219) 767·6600 + Fax (219) 787-0067

CHESTERTON, IN PAGE 1 
HOME: T;N/A 'If'" PRE

S 
www.lake8hOfemotur~,oom 

. .. .. 
~.. ....""",eMe", v,.,DISCLAfMER 
~,., . ··'1J?V~!~. 

-.~ 

~!-~~~:.. :,,~ .. ,:;:,~~i!if;i~:5::: ,', 

," 
",,' I

'!N~....."",myCCll'l8liiulee811FORD SERVICE HOURS TOYOTA SERVICE HOURS LABOR AMOUNTof Ih<t MITIInties with Te$(lect 10 0.00iI....~_111• ..... q/ ~ TlM>Mon ·1'11 7:30am -6:00pm Mon -Fri 7:30am - 6:00pm PAf{lS AMOUNT 0.00=~:"Iy..="",:~S .. t 8:00am -4;OOpm Sat 8:00am -4:00pm GAS, OIL. LUBE 
;-9 :.tt. 1mplkod 0.00""~,-nt»' of rnetohon 'ily c< 0.00fi_ fur a periiculat 1)Ilr1l<*'.l1I<o .... _ ........-. nor 


MISC, CHARGeS 0.00_ori::.u onr cIh... til _me fI:lr it TOTAl. CHARGI!S 0.00WItIl -:1'=-:1': 
ftem.'lt9mi, LESS INSURANCE 0.00-


SAl..ESTAX 0.00 
'Q'~_'V"" Ie;,,;"::' :':::~' ,:..:,:,""'hPLEASE PAY 

THIS AMOUNT I,', "'6;:0"0" 

ACCOUN"1"l:NG COpy 
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CUSTOMER #: 9210669 217460 Lake Shore 

FORD-MERCURY • TOYOTA-SCION 

·ACCOUNTING'" 244 Mclkm Road • Bums Harbor, IN 46304 

U.S. 20 AT 1·94

'.' ' .•~ :.-'~ .." •. ' " 1-. .': -: • 

CHESTERTON, IN 
HOME: CONT:N/A ** 

(219) 787-8600 • Fax (219)787.0067 
www.lakeshoremOlors.com 

13.30 13 .30 

4.30 
.:\' ,

20.B2 

,,", .. " 

.:',,' 

:.'.'" 
:.', 

." ~ " ;', 

"",' 

·.;1":······· 


FORD SERVICE HOURS 
Moo· FrI 

Sst 
1:30am - 6:00pm 

8:00am - 4:00pm 

TOYOTA SERVICE HOURS 
MOO • Fr1 7:308m • 6;OOpm 

$al 8;ooam - 4:00pm 
PARTS AMOUNT 1. 9 6 • a0 
GAS. OIL. LUBE 0.00 
SUBLET AMOUNT 0 _ 0 0 
MISC. CHARGES 0 _0 0 
TOTA,LCHARGE9 262.60 
LSS INSURANCE 0 . 00 
SALES TAX 13.78 

CIJ,1iI I"',,", 

ACCOtn:n'%NG COPY 
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217755 Lake Shore CUSTOMER #: 9210669 

FORD-MERCURY * TOYOTA-SCION 

*ACCOUNTING*' 244 M$ltotl f't_d ~ Sums Hl'rbor, IN 46304 


U.S. 20 AT 1-94

(219) 787-8600· Fax (219) 187-0067
CHESTERTON, IN PAGE 1 


www.lakesnommotor.iii.oomHOME: CONT:N/A ** PRE-INVOICE ** 
!ls~~~m~S~E~R~VICE ADVISOR: 

FORD SERVICE HOURS 
Moo - Fri 

Set 

7:30am - 6:00pm 

8;QOem - 4;oopm 

Moo - Fri T:3oem - 6:00pm 

Sat 6:00am - 4:00pm 

PLEASE PAy 
THIS AMOUNT 

Qr-i.OD: . ' . 

.:" '" 
" ,.~'::. . 

ACCO"O"NT:IHG COPY 


PE13-003.4 000775LC
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CUSTOMER #: 9210669 218224 Lake Shore 
FORD-MERCURY • TOVOTA-8CION 

"'ACCOUNTING*" 244 M$ltoo R<>Qd • Bul'M Harbor. IN 46304 

U.S. 20 AT I-~

CHESTERTON, IN
HOME: CONT:N/A 

(219) 787-8600' hI< (:(19) 787.()()67 
www.lak&shoremQlOr3.OQm 

~.. 

" 
!Q~;PO;,. 

FORD SERVICE HOURS 
Moo -Fri 

Sat 

7:30am 8:00pm 

8:00am - 4:00pm 

TOYOTA SERVICE HOURS 
Mon· Fri 7:30am· 6:00pm 

Sat 8:00am - 4:00pm 

MISC. ~AAGlES 

TOTAL CHARGES 

LESS INSURANCE. 
. SALES TAX 

PLEASE PAY 
THIS AMOUNT 

OJ"" ". 

& COMP TOTALS 


ACCOtJN'l'ING COpy 

PE13-003.4 000776LC
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COVER SHEET FOR FILING CIVIL ACTIONS Case No. .. ?QJ3. -.0.484.7 
COMMONWEALTH OF VIRGINIA (CLERK S OFFICE USE ONLY)' 

FAIRFAX COUNTY Circuit Court 

SARA LUCAS ... .. V.//11 reo FORD MOTOR COMPANY 
PL....NTlfF(S) DEfENDANT(S) 

I, the undersigned [ ] pJaintiff{ 1defendant [x] attorney for [x] plaintiff [ ] defendant hereby notify the Clerk of Court that 

I am tiling the following civil action. (Please indicate by checking box that most closely identifies the claim being asserted 

or relief sought) 

[ ] Accounting 
[ ] Administrative Appeal 
[ 1 Adoption 
( 1 Adoption - Foreign 
[ J Adult Protection 
[ ] Aid and Guidance 
[ 1 Annexation 
[ J A Ililulment 
[ ] Anllulment -. Coullterclaim/ 

Responsive Pleading 
[ J Appeal Decision of ABC Board 
[ ] A ppeal Decision of Board of Zoning 
[ J /'ppeal Decision of Comp Board 
[ J Appeal Decision of Employment 

Commission 
( 1 Appeal Decision of LoeDI 

C()VelllI11Cnt 
[ ) Appeal Decision of Marine Re~.ource:·; 

COlllmission 
,:.:., ppeai Deci:3!'..";n1 (':f Vo;tr 
Rtgistnit'ion

[ 1 A ppoin!;JJcl;! of Church .! 'r,;sl( C. 

Substit\lte Fiduciaries 
[ J Approv,,1 of Right (0 be Eligib!~ to 

Vote 
l 1 Asbestos LitlgMion 
[ 1 A ttachllleni 
[1 Bond Forfeil;lJ'e /\.j)pe:li 

[ J Child A buse and Neglect -. 
GnfoLillded Complaint 

[ J Civil Contempt 
[ 1 Claim Impleading Third Party 

Defendant _. Monetary Damages 
[ 1 Claim Impleading Third Party 

Defendant'Jo Monetary Damages 
[ ] Complaint (Miscellaneous) 
[ ) Compromise Settlement 
[ 1 Condemnation 

[x] Damages in the amount of$ 30,000.00 

DATE 

[ ] Confessed Judgment 
[ 1 Conservator of Peace 
[ 1 Construe Will 
[ 1 Contract A etion 
[ 1. Contract Specific Performance 
[ ] Correct/Erroneous State/Local Taxes 
[ 1 Counterclaim Monetary Damages 
[ 1 Counterclaim - No Monetary 

Damages 
[ 1 Cross Claim 
[ ) CuSiodylV isilationiSupport/ 

Equitable Distribution 
l ) Declaratory Judgment 
r J Declan: De~th 
[ 1 D~~iil:qUIt:li Ta\:~s 
[ 1 Detinue 
f 1 D;"/urct 
[ Di vorce - C~)t:nttrc!aim/ 

E·:;}~U:ij;..:·e;·}S(:!! R<::-d :S!;:i:r. 

E;"d"(;i"(:'::- \"(~ild,'f'::: !-,,~C:1 

c5·;ht:n 
E,,;t~bii:-:h BG~.IlHi',1rie$ 

Expunge 
[ FC;'fe:1Urt: cf U5•. C\;rre;1Cy 

., Freedom 0flnfDrmation 

Genl:l'z~ Tort Li(:biliry ;othet' than 
ir~otlJr \·t:h ide}' , 

( J Cirie\'(lflcc Prc<.:edures 
l J Guardian/Conservator Appointment 
[ ] impress/Declare a Trust 
r J Injullction 
[ J inlerdiction 
( ] IntelTogatory 
[ ] 	 Intentional Tort 
r 1 Judgment Lien-Bill to Enforce 

[ ] Judicial Review 

[ 1 Landlordffenant 

[ 1 Law Enforcement Petition 

( ] Mechanics Lien 

[ 1 Medical Malpractice 

[ 1 Motor Vehicle Tort 

[ 1 Name Change 

[ ) Order to Sevel 

( 1 Pal1ition 

[ ] Petition ._.., 

[ 1 Product L,Tabilily ~ 


[ J Quiet Tit&{{ ;:; 

[ ] Refer<iii.]liim~led~s . " 

[ 1 Rdor"-" IUifTI$& ' 
[ J Reills, ei'!i ofh4.ivin:;:?, 

Privil~i;e:9 :~' - .....]
.,:::0,......_ ...._ 

[J ReinSl~~~\lt l0uc1 <.1" 

[ ) RCIl1£.l'¥- I'::: :3: ~, 

[ } Semirme-}111:)llkr>S+1C;;;:' 

I __ .... f' 
r 1 	 Sejl3ra~.. !a:nf~:c'e -" 


CCI:nt~bim':P.eq,OIlSi\'.: 


Pleading 
S~'anJby GU~lrclii:aV 

Conservator 
Tc:-rninati011 orrv!incral 
Rigll!" 

[] 	Un!a\vfuJ Detainer 
[J 	Vehicle CGnfiscilt!Cn 
[1 	Vii" Contested 
[J 	Writ <:if C"'1io;'~ri 
1. 1 \Vrit uf H.\beas Cur p:!S 
[ J Writ of Mandamus 
.[ J Writ of Proh ibition 
[) Writ of Quo Warral1lO 
[J Wrongful Death 
[x] 	 Other 

Warranty Enfotcement 
Act 

[ 1 PLAINTIFF 

Richard W. Ferris 
PRINT NtI.ME 

10 North Dearborn ~~}nj Floor Chicago,IIJinoi~60602(804)767~ 1800 
ADDRESSITELEPHONE NUMBER OF SIGNATOR 

• See reverse SIde rOT Civli AClion Type Codes 
FORM CC-1416 (MASTER) PAGE ONE 0711 I for Clerk's Office Use Only 
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Civil Action Type Codes 
(Clerk's Office Use Only) 

Accounting . ACCT Enforce Vendor's Lien. .. VEl'.'D 
Administrative Appeal ... , ................ AAPL Escheat ... ESC 
Adoption ADOP Establish Boundaries. ... .ESTB 
Adoption - Foreign .. fORA Expunge ... XPUN 
Adult Protection .PROT forfeiture of u.s. Currency FORF 
Aid and Guidance.. AID Freedom of Information. FO! 
Annexation ANEX Garnishment. GARN 
Annulment. ..... ANUL Genera! Tort Liability (Other Than Motor Vehicle) GTOR 
Annulment Counterclaim/Responsive Pleading.. ACRP Grievallce Procedures .GRV 
Appeal Decision of ABC Board ABC Guardian/Conservator A ppoinlment ... APPT 
Appeal Decision of Board of Zoning. .. . .....ZONE I mpresslDeclare a Trust ..TRST 
Appeal Decision ofCol1lp Board.. . .... ACOM Injunction INJ 
Appeal Decision of Employment Commission .... EMP Interdiction ... INTO 
Appeal Decision of Local Government . GOVT Interpleader INTP 
Appeal Decismn of f'.larine Resoul"ce$ C0ll11l1ission ... 1'dAR Intention,,1 TOl1 !TOR 
Appe~l Decision of Voter Registfiltioll .. A VOT !I1terro~atory ... INTR 
Appointment of Church Trustee. Substitute Judgment Lien - Bill t0 Enforce .. LIEN 

Fiduciaries .Il'<iici?! :<"c·,.i(;'!.' . JR 
il,pproval of R ght to be Eligible 10 VOle VOTE L~m~!!Grc1/T l~r;(}nt" . LT 
llsbestos Litiga1io!1 AL Ltl'.v Enl(\rL'enle:r! Peiinon. .. LEP 
A!l;;ChI11Clll .. i'.TT l\-i~chf.;i·li·:;.:s Lien I'dECII 
Bond I-'or!ellule Appea! 81-'."- jvjvJiC>l\ .\,;aipi:.iciicc IviED 
Child A buse and Negieci - UnfCH!l1cied COl1'p!?i)~1 Cf..JJ ;\.!/OtOr \·/e-1:!de T )!'l ... MV 
Civil Contempt Cc:O~! l'·j;lli·j~~ r~~ha:lge .. NC 
Claim Impleading Third Pm1y Ddendfli',[-- ()rdt·,· ~G ;:'.!;·;,;r. SEVR 

(vlonelary Damages ;)a~·ti'i·tOI~ P..\RT 
Claim Impleading Third Pinty Defend~rnt·- ;)e:';r/::-;i'! .FET 

No Monetary Damages . CT? Product U"oiiity ... .. f'ROD 
Complaint Uv1iscellilllcollS; .. . CO:V! ;~lIiet Ti!l<: QT 
COlllpromise S~ttlel1lel1t. . CO\·jP Refer::!,du!l1 Elections ... ELEC 
COI'del11l1atioll COND Rt;1"or:r:.;:, h'rJ (;[ Trust_d REFT 
Confessed Judgment. CJ Reinsbler··,·;nt e;f Driving Privileges. DRIV 
Conservator of Peace .,CO P Reinstclemen( ((jer,er~.:) REIN 
Construe Will eNS!' Rell1 0·";; L REM 
CQntract Action ... CNTR Res!ore Driving Privileges .REST 
COlHract Specific Performance PERF Separate M;,intenance .SEP 
CorrectJEnoncous Slate/Local Taxes. (TAX Separate j'vjailltenance COllllterclaim/Responsive 
Counterclail11- MonetalY Damages CC Ple"dillg SCRP 
Counterclaim - No Monetary Damages. CC Standby Guardian/Conservator STND 
Cross Claim ... CROS Tenninatiull of Mineral Rights.... MTN 
CustodyNisitation/SupportiEquitable Distribution ..... CVS Unlawful Dctainer.UD 
Declaratory Judgment.. .DECL Vehicle Confiscation. VEH 
Declare Death DOTH Will Contested WILL 
Delinquent Taxes ........ DTAX Writ of Certiorari.. .......... .WC 

Detinue DET Writ of Habeas Corpus WHC 

-------'g::-:-;~'-'~"-~~.;...~;...;-"'···"'C"'-o.:..un~e;~l~i~Re~ponsiV~pieadi~~.·· ..•• ·•· •.•··~D""C2:DRP=IV-:::----:-~:-:"'~::.:-=~0:~C::~::c/:::;1.:.:11:;:::;::i~~i~::~;..:.·;.;.:···.;;;···.:.::···::.:.···====.;:.;;c= ....;....;.;..;........"-'-""".. -;~:;7.:pc------'>"'~'-"'-
Ejectment.. . . ..EJCT Writ ofQuo Warranto.. . .. WQW 
Encumber/Sell Real Estate ..... . . .RE Wrongful Death.. . WD 

FORM CC-J416 (MASTER) PAGE TWO 0711 J 
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VIRGINIA: 

IN THE CIRCUIT COURT OF FAIRFAX COUNTY 

SARA LUCAS ) 

) 


Plaintiff, ) 

) 2013-04847 

Case No: _______v. ) 
) 

FORD MOTOR COMPANY ) 

) 


Defendant. ) 


COMPLAINT 

NOW COMES the Plaintif( SARA LLCAS, by and through Plaintiff's attomeys. 

KROHN & MOSS, LTD., and for P!aintifCs CompJaint against Defendant, FORD M(J:lOR ~ 
. ~ ~ 

COMPANY. and nftlrrn:.".i 

1. 

reJevant hereto residing in tIle State !rginia. 

",

; .::~, 

2. Defendant. i'IiC R (O],1FANY C']"vian-ufacturer''J, is a foreign 

corporation authorized to do business in the State of Virginia, County of Fairfax, 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 wIitten warranties to the 

public at large through a system of authorized dealerships, including KOONS STERLING FORD 

("Scller"). Manufacturer does business in all counties of the State of Virginia including Fairfax 

PE13-003.4 000780LC



BACKGROUND 


3. On or about March 11, 2012, Plaintiff purchased from Seller a 2012 Ford Escape 

("Escape"), manufactured by Manufacturer, Vehicle Identification No. IFMCU9DG6CKCO 1693, 

for valuable consideration (See copy of Plaintiff's Buyer's Order, attached hereto as Exhibit 

")\"). 

4. The price of the Escape totaled $29,889.00. 

5. In consideration for the purchase of the Escape, Manufacturer issued and supplied 

to PJaintifTits written warranty that included tIu'ee (3) year or thirty-six 1housand (36,000) mile 

bumper to bumper coverage, five (5) Yfar or sixty thousand (60,000) drivetrain coverage, as v.eJl 

as otber warranties fully outlined in Manufacturer's Nev,: eer Vhrranty bookiet. 

6. Mal1Llfacturer engages in !~(\ti<)nwide 

including tbe Escape, to the public thi'Ollgh a of sl,ttbor:z~:d· ;ng ngents of 

Manufacturer. including Seller hertili. 

7. Manufacturer's authori~ed selling agents: including ihe Seller herein, m'e required 

by J'v!~ll1uracturer to post MumlTaciurel's Dame, and logo on a sign ou~:sjde IJfthe Seiler's place of 

business. 

8. Manufacturer's authorized selling agents, including the Seller herein, are required 

by Manufacturer to produce to Seller's customers brochures for the .sale of Manufacturer's 

vehicles that are printed and authored by Manufacturer. 

9. Manufacturer's authorized selling agents, including the SelJer herein, are required 

by Manufacturer to enter a sales and service agreement Manufacturer that reduced to 

a writing. 

2 
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10. Manufacturer requires all authorized selling agents, including Seller herein, to 

provide customers, including Plaintiff herein, with Manufacturer's written warranty described 

above at the time of sale. 

-11. In requiring Seller to provide Manufacturer's written warranty, Manufacturer 

undertakes, at the time of sale, the responsibility of repairing its vehicles, including the Escape, 

and makes the accompanying promise 10 repair in consideration for the sale of the Escape. 

12. Manufacturer issues and supplies to consumers, including PJaintiffherein, its 

\>'Titten warranty described above as an inducement tor the sale oftlle Escape. 

13. Manufacturer provides Seller with a hidden rebate/commission after Plaintiff s 

purchase of the Escape that is not reflected on Plaintiff's pl.!fcha~e documents as an incentive to 

Seller selling Manufacturer's autolllobiks as an agent to Manufa..:tureL 

14. T'he retail price of the 

15. On or about March .! I. 20l2, Piaimiff 

therealter experiellced the non-conformititesidcfects listed below. 

16 The Ilcn-conjonnitiesidefects described b::loVi violate ihe written v'ialTant) issued 

to Plaintiffby Manufacturer, as well as the implied warranty of merchantability. 

J7. Plaintiff brought the Escape to Seller, and/or other authorized service dealers of 

Manufacturer, for the following non-confonnities/defects, which include but are not limited to: 

a. Defective engine as evidenced by stalling; 

b. Defective body/trim as evidenced by loose front bumper and grill; and 

_,,____...__.__ _----l~)'-ad.di1.iQD.aLc..QIDplaints made by Plaintiff, whether or not they are contained on 
any dealer repair orders. 

18. Plaintiff provided Manufacturer, through Seller and/or other authorized dealers of 

3 
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Manufacturer, sufficient opportunities to repair the Escape. 

19. Manufacturer, through its authorized dealers, was unabJe and/or failed to repair 

the Escape within a reasonable number of attempts. 

20. Plaintiffjustifiably lost confidence in the Escape's safety and reliability. 

2 J. Said non-conformities/defects could not have reasonably been discovered by 

Plaintiff prior to Plaintiff's acceptance of the Escape. 

22. As a result of this 11011-confonnities/defects, Plaintiff revoked acceptance ofthe 

Escape in \-vliting on December J 3, 20J2 (See copy of December 13,2012 correspondence, 

attached hereto as Exhibit ·'B"). 

At tbe time of revocation. the Escape was in substantially the same condition as at 

deIi'iel'Y except for damngc caused by its O\Vll non-confcrmitiesidef.::cts and ordinary ,;>,'ear ;;;1(; 

tear. 

24. l'viat1!!factuJ"!.:r refused Plaintiff's dell1Zmd for rc,/oc8tion and has reh:sed to 

Plainliffv,·'irh the remedies to which PJaintiffis entitled upon reYoc3tiol1. 

25. The Escope remains in a dl~f-:ctive and unmerchantable condition (Jnd continues [0 

exhibit the above mentioned non-conformities/defects that substantially impair its llse, value 

and/or safety. 

26. Plaintiff has been and will continue to be financially damaged due to 

Manufacturer's failure to comply with the provisions of its written warranty and its failure to 

provide Plaintiff with a merchantable Escape. 

4 
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COUNT I 
BREACH OF WRITTEN WARRANTY 


PURSUANT TO THE MAGNUSON-MOSS WARRANTY ACT 

MANUFACTURER 


27. Plaintiff re-alleges and incorporates by reference as though fully set forth herein, 

paragraphs 1-26 of this Complaint. 

28. Plaintiff is a purchaser of a consumer product who received the Escape during the 

duration of a vnitten wananty period applicable to the Escape, a11d who is entitled by the tenns of 

the written IvalTanty to enforce against MaJ1utacturer the obligations of said walTanty. 

29. Manufacturer is a person engaged in the business of making a consumer product 

directly availabJe to PJaintitf. 

30. Seller is an authorized dealership/agent of Manufacturer designated to perform 

repairs en vehiclec' under !\ijanllflcturer's written \I.8.1T:mty. 

,] 
.) I . 2 

('"WMranly Ace) ;;~ applicable to Ptallltift"£ Complaint in that the Escape \-vas 

sold and purchased atler July 4, 1 and costs in excess of ten dollars ($10.00} 

32. Plaintiffs purchase ofrhe Escape was accompanied by a written warranty for any 

detects in material or workmanship, comprising an unde11aking in writing in connection with the 

purchase of the Escape to repair the Escape or take other remedial action free of charge to 

Plaintiff wi:h respect to the Escape in the event that the Escape failed to meet the specifications 

set forth in Manufacturer's written warranty. 

33. Said warranty was the basis of the bargain of the contract between Plaintiff and 

Manufacturer for the sale of the Escape to Plaintiff. 

5 
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34.. Said purchase of Plaintiffs Escape was induced by, and Plaintiff relied upon, 

Manufacturer's written warranty. 

35. Plaintiff has met all of Plaintiffs obligations and preconditions as provided in 

Manufacturer's written warranty. 

36. As a direct and proximate result of Manufacturer's failure to comply with its 

written warranty, Plaintiff has suffered damages and, in accordance with ]5 USc. § 231 Oed), 

Plaintiff is entitled to bring suit for such damages and other 1egaJand equitable relief. 

WHEREFORE, Plaintiff prays for judgment against ManufactlJrer as follows: 

a. 	 Return of all monies paid or in the alternative applicable damages pursuant 
to section 2-714 ofthe Commercial Code, and all incidental and 
consequential damages inclIned; 

b. Incurred and/or needed costs of repair 
c. All reasonable "Horn:ys' tees, witness and a1} court CGS1;S 2nd ether 

fees incun'ed; and 
. d. Such other and further relief that the Court c!e(",!11S just and appropriare 

COUNTH 
BREACH OF IMPLIED WARRAN1"Y 


PURSUANT TO THE MAGNUSON-MOSS W AR..."UNTY ACT 

MANUFACTURER 


37. Piaintiffre-alleges andim30lvorates by referen~as though fully set forth herein. 

paragraphs 1-26 of this Complaint. 

38. The Escape purchased by Plaintiff was subject to an implied waITanty of 

merchantability as defined in 15 U. S.C. § 2301(7) running from Manufacturer to Plaintiff. 

39. Manufacturer is a supplier of consumer goods as a person engaged in the business 

of making a consumer product available to Plaintiff. 

40. 	 Manufacturer is prohibited from disclaiming or modifying any implied warranty 
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when making awritten 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 Escape. 

4 J Pursuant to 15 V.S.c. § 2308, Plaintifrs Escape was impliedly warranted to be 

substantially free of defects in both mateIial and workmanship and thereby fit for the ordinary 

purpose for which the Escape was intended. 

42. The Escape was wan-anted to pass without objection in the trade under the 

contract description and was required to conform to the descriptions of the Escape contained in 

the contracls and labels. 

4J.' The above described defects in the Escape render the Escape untit lor the ordinary 

purpose ".hich the Escape wc.;s intended. 

44 .LlLS a result of the breach of inlplied "·,:\.... arrcIJ1!y by IvI2nufac!un~r~ has 

suffered and continues to suffer '!ariotls 

WHEREFORE, PlaintitI prays for judgment Dgainst Jvfanufacturer as follovis: 

a. Return oral! monies jJaid 0.1' in the alternative applicable dmncges 
to section 2-714 of the C0D111wrcial Code, and all incidental and 
consequential damages inclUTed; 

b. Incurred and/or needed costs of repair 
c. All reasonable attomeys' fees, witness fees and all court costs and other 

fees incurred; 8ld 
d. Such other and further relief that the Court deems just and appropriate. 

COUNTll 

VIRGINIA MOTOR VEIllCLE WARRANTY ENFORCEMENT ACT 


45. Plaintiff re-alleges and incorporates by reference as though fully set forth herein, 
------~ 

paragraphs] -26 of this Complaint 
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46. Plaintiffs have presented the Escape to Seller and/or other authorized service 

dealers of Manufacturer within the term of protection and has tendered the Escape three (3) or 

more times for the same non-conformities and the non-conformities continue to exist and/or the 

Escape has been out of service for thirty (30) days and the non-conformities continued to exist 

after the thirtieth. (30Ih
) day. 

47. Pursuant to the Act, the Escape does not confonn to the written waJTanty issued to 

Plaintiff by Manufacturer: 

48. Pursuant to the Act, Plaintiff is entitled to a refund of the full price of the Escape. 

including all collateral charges and finance charges, and/or a replacement vehicle, plus all 

attorneys' fees and costs. 

\I/HEREFORE. Piainliff f.:)f j utiglJ1cnl ivi.1nufacll1rcr ;;18 {'al1m,lis: 

2L 	 Return of the Escnpe's purchase price and all ~n(:'1"denta! 3.nd consequential 
darnnges incurred Pluintiff; 

b. 	 Incurred i:l11dl<:!)" ;-,eeded costs of repair 
c. 	 Return of all finance charges incuned by P1Clintifffor the Escape; 
d. 	 All reasonable attorneys' fees, \vi/ness fees .. court costs and other fees 

incurred by the Plaintin~ and; 
Such other and fmther relief th8t thi::: (\-jurl deems 2i1ld apprOpriClL. 

JURY DEMAND 

Plaintiff hereby requests a trial by jury of all issues of fact in this case and herewith 

tenders the jury fee. 

---.•.-----.----~-----~-'-----------~--------------
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Richard W Ferris (VSB# 31812) 
FerrisWinder, PLLC 
530 East Main Street, Suite 710 
Riclunond, VA 23219 
(804) 767-1800 

OfCounsel 
KROHN & MOSS, LTD. 
1() NOl1h Dearborn S1, 3rd Floor 
Chicago, Illinois 60602 
(804) 767-1800 

Respectfully Submitted, 
SARA LUCAS 

By:,.....;....cf2_v_ v---=-;;L_!_-._ 
Attorney for Plaintiff 
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BUYERIS ORDER 

DATE__.l'VIRCH 11, 2012 

PlJRCHIISER'S SAR~ eLIZABETH LUCAS
FULL NAME. 

If YOU ARE FlNANCING THIS VEnlCLE PLEASE READ nlls l~OTIGt::: YOU t.R.t:: PROPOS'!-"; -'10 ENTER INTO A 
RETAllINSTALLMEt-lT SAL.ES CONTRAct V'IITH THE DEALER. PART OF YOuR C014TRACT INVOLVES FINANCING T:11:: 
PURCHASE OF YOUR VEHICLE-IF YOU ARE F[~lA!-!C:NG THlS VEHICLE AI·iD THE DEJ\lErt lt~TENDSTO TRANSFER YOUR 
FINANCING TO AFINANCE PROVIDER SUCiiAS fl. SAI\!K. CREDiT UNION OR OTHER: LENDER, YOUR VErliCLE PURCHASE: 
DEPENDS Of~ THE FINAt.JCE PROVIDER·SAi'FRO\lP.L or- YOUR PROPOSED RE '''.Il INStALLMENT SALES CONTRd.CT. 
IF YOUR REMIL INSTALL.MENT SALES CONTRACT IS APPROVED WITNOUT A CHANGE THAT INCREASES THE COST 
OR RISK TO YOU OR THE DEALER. YOUR FURCHASE CANNOT ElE C:M!CELLED. iF YOUR RETA!L INSTALLMENT 
SALE;S CONTRACT IS NOT APPROVED T!iE DEl\LER WILL NOTIFY YOU VERBALLY OR iN WRITING. YOU CAN niEi~ 
DECIDE.O PAY FOR THE VEHICLE IN SOME OTHER WAY OR YOU OR THE ()EALER CAN CANCEL YOUR PURCHASE. 
IF THE SALE IS CANCELLED. YOU NEED TO RETURN THE VEHICLE TO THE DEALER WITHIN 24 HOURS OF VERBAL 
OR WRITTEN NOTICE IN THE SAME CONDitiON IT WAS GIVEN TO YOU. EXCEPT FOI~ NORMAL WEAR AND TEAR. A~Y 
DOWN PAYMENT OR TRADE.IN YOU GAVE THE DEALER WILL BE RETURNED TO ,(OU. IF YOU DO NOT RETURN THE 
VEHICLE WITHIN 24 HOURS OF VERBAL OR WRITTEN NOTICE OF CANCELLATION, THE DEALER MAY LOCATE THE 
VEHICLE AND TAKE IT BACK WITHOUT FURTHER NOTICE TO YOU AS LONG AS THE DEALER fOLLOWS THE LAW 
AND DOES NOT CAUSE A BREACH OF THE PEACE WHEN TAKING THE VEHICLE BACK IF THE DEALER D.OES NOT 
RETURN YOUR DOWN PAYMENT AND ANY TRADE·1N WHEN THE DEALER GETS TI'IE VEHICLE BACK IN THE SAME 
CeNOInON IT WAS GIVEN TO YOU EXCEPT FOR NORMAl: WEAR ANO TEAR. THE OEALER MAY BE LIABLE TO YOU 
UNDER THE VIRGINIA CONSUMER PROTECTiON ACT. IF YOU ARE LEASING THIS VEHICLE, THE SAME PROCEEDURES, 
RIGHTS AND OBUGATIONS APPLICABLE TO A TRANSI\CTION INVOLVING A RE;TAIL INSTALLMENT SALES CONTRACT 
STATED ABOVE'APPLY TO THIS TRANSACT!Ot4. 

;w.~~;co I~e;;;;;~~~ ""'~~";'~~-3000 
rOR "AS IS" SALE ONL.Y; I UNDERSTAND THAT THIS VEHICLE IS BEING SOLD "AS IS" WITHAL!. FAULTSAND IS NOT COVERED 
BY ANY DEALER WARRANT¥. I UNDERSTANO THAT tHe DEALER 1$ NOT REQUIRED TO MAKE ANY REPAIRS AFTER I BUY 
THIS VEHICLE. I WILL HAVE TO PAY FOR ANY REPAIRS THIS VEHICLE WILL NEED. (SEE #18 ON REVERSE SIDE} 

DATE: 
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Krohn & Moss, L61 

(Ar;zo"", C.lifo=·., F7oriJ., m",~;., JnJi~., Mian...ols. itlis,-.ri Nori!. c..,."li .. ", 0/,;", W;"""n&in, W""'&"'''''''". DC) 

Writer:' Direct Nll.mJ,cr 
(8041767-1800 
Writer's Direct Flu:lsim11r: 

(888) 2.51-6228 
Writers Direct E-M..il 
rwf"crris@fcrriswindcr.coIl1 

F"nl ]\'j(J[ol." Lt1l11p;1I1Y 

('''S\(1I11<:1" F:t"J"ti(;nsh.ip Center 

1!JS()O E\:"(;Llti\'~ piOZ;l Dr;",,, 
l-'Q 13"x 6248 
DeMiJOrn, '\'11 43121 

Mam OUice 
JON Dearborn St., 3" F1 

ChiCB.$o, Dimois 60602 
W"WI'O'".k:rchna.ndmoss.com 

Wniet'licensed to practice 
only in: 
Virginia 

Rf:, 
2U1.2 F.''') Esc~lW 

\flN: It: ivlL' t ,'c} JK}6C.K\....O1693 

:. Ihi~ 

• t ) ~ f' ,-1 i", .\ 

kl the vcliide, 

:;'\:" ::~t,~i\: J_o:..'!',I,'·\'· L",,\ ,';"I.I/!,1' !I~;_, 11~~t:":":1i I\1~~,!)'.!~"1r:-,i\L::'~ 1'~';,111" 

1'11'.:'11:'"(.' iiii f'.ii:Lll.' C(':l;ll·,:~:t:: finl;! L',:;r~"c:-=p(!I',df:'I1">_' "i'i" ,)l.U o·f}it'l'. 

Hilving been fonnilllv 11uti'kied of our re1)l"l':sellti'lti'Jn. vou ilre jl>sb:ucted not to conl.lcl 

our client Ul1der ,111\' circulllstances.. Dil'ed all in(Jllil-ics to this offi<:e.. If VO~l f.,it!9i'Ct...i2l 
c0l1formit:v witl1 tl'is directive, injunctive relief will be sou~ht adninst vou. 

Pursuant to 15 U.S.C. 2310(dl. vou arc hel-ebv notitie,l that any settlement ma!le with 

our client l"cgui...;,s payment of our ilttorl1evs' fees. If vou settle directly with our client a11(t Jo 

not mal~e an'<lllgements for payment of our attorne,'s' fees, we will file suit apainst "\'ou. III 
addition, vou are hereby notified of our attorneys' lien. 

There ure numerous defects and( non·confonnities present in my client's automobile for which 

l'clief is sou~ht, and numcrous attempts to repair tIle vehicle have been unsuccessful. defects and 

non-conformities include, but are not limited to: 

1" Defecbve englDe us eVIdenced hy repeated stalhng; 

2. Defective body and trim as evidenced by loose front bumper anrl grill; and 
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3. 	 Any additional complaints made by our client, whether Or not they are contained in yom· 

company's records or on any dealer repair orders. 

The defects and non-conformities listed above constitute a ;;ubstalltial impairment of the usc, 

value and/or safety of the vehicle. Because of tllese defects and non-conformities, my client bas justifiably 

io>t confidence in tbe vehicle. As one court has stated: 

For a majority of people the purcbase of a new car is a major investment, rationalized by 

tile peace of mind that flows from its dependability and safety. Once their faith is shaken, 

the vehicle loses not only it" real value in tbeir cyes, but hecomes an instrument whose 

integrity is substantiaJJy impaired and whose o]Jeration is hatlght with apprebensioll. 

Laj}riskie Chevrolet, Inc. v .. Smith, 240 A.2d 195. 

Concerning the DJllOLlnt of g,ief a 1'''1'501) must endure, one coud: cxpn!55t:'c1 the consumer's ]"ment 

in tl1e follOWing 111nl1ner: 

rrJlcre ('0111C'$ f1 tin1C when C110U~h is enougll ~ ""hen i'ln Dutc)Jl)oJ)iic purcbil~er, utter 1)(lv3n::; 

III lilbc l'lis c,l1' inh) tlH! ::;lh1p rep.];l'::: 011 inonlil).'1t~ iHlInh,;:r ~-IJ tiinc:7 ilnd ~xperien('in~ 
.:111 .,[ ti,e' aih>l1,l"nl inc(lnvt?niencC', ;" ('ntitl~d (,1 ;.-it)'. "Tbat',: ,,11.·' nne] 

",'t\\'i1h~l.111lIiJi,; il1" 1"p"'.ll dbitl, ,JFnr[s t" [he cu. -:1:91 
S" ',lW+. 

lirh)l~ 1'h~ g>;"ill!!';lJl y ~:I:\.·CF(::\I rule· di.:1t 

h) e;\i~t n"".Hit.TS tJif: w\lrr~,il!~~1' 
{~r pcrl1\it 

!:u(Je 1'0 

,.,:d 

, 
iHi 

rl·~::n:L.:H·I..'. >'011 Cln." l-h"t" 1'1):.1 clic;'l ~~ rt1·;,()t~il1t~ "f;(,ci:L-'Jfl(,~L' ,:A: dl1:: t-h, ..\!ic~~: 
hd:- IJi". ]111.,' it. ~!llj)i(lj~dl tIl\..' c[!ncL'!b~i{!1 (r:' \..'I:'I!i::'~,/~':~ t';'1![ ;'i>'~U;'ii {J .111 L! p.1i(; j·.1 \,,: ..(I~ i!-;.;;: 

\elj;Cill, il1dl!(lin~ un\' '['f<l,k'.ir: \_'alt~tj gi'>'(;;1, .,n ('"\.)JLd:\:.,;·,~i ']11..1 jp;:i:L'ntt"ll i;lId 

r\H'~l-;qUt'l1l·i.:d (ia in~lgci. 

pL~i'l::c be advi~~d tllilt pUfi:l.1Dnt h,) tJnifr.nn COJl1i}1t'l"(:i.il CG~k> t1 :~2-1J 1(3) iny cll<:;JJ'(: 11;':<: i.1 sel,;ur~ty 
jnlcrest in the vehicle for l't!illrn nf the c;n1(1unb:; described above, plus e;.~renses in h21l1dlint~ ~nd inspcctin~ 
the vehicle. Until you pay this amouDt, 'JO\' client wjli hold the cay ")1,1 ,,~e it t,1 tbe extent "c,~ce:'i17 10 

preserve it! 1'0 prote("t tbe ~ecu,.it:y inh:?reS;f j .1nd to Jllinin11z(; your di1nji!ge~. lvlorenvf'r, Iny client 

return 01' ti,e monies hoted above before a substitute vehicle can he acquire". In additiolJ, any attempt hy 

y()U ()r YI.Jur age!lt.5 tll n:po:seS5 tlle Cilr w111 be wrongful anel nlay subjeel you to liability {Of cOl1ver~iol1 
for wfont;ful repo~ses$ion under Uniform Comme"cial Code §§ 9-503 and 9-507, as well as any other 

applicable remedies. 

If the seller or, if applicable, the assignee, Or any creditor subject to the FTC Holder Rule has filed 
________--'a'-.J.fil.i·;Jjja:l.Jn:.uc.:.li~Dg...s±atell1el1t l'Overing the goods, I demand, pursuant 10 Ihlifo:all CQlIllll'~nJiill Code § 9 404, 

that you file a tenninalion statement within ten (10) days to temlinate your secUl-ity interest, and forward 

a copy to me. Sillce my client has revoked acceptance, there is no outstanding secured obligation. If you 

do not file a tcnnination statement within ten (10) days and cooperate ill removing the lien, you may be 
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];ahle under Unifonn Commercial Code § 9-404(1) in the amount of $100.00, pIlls any 10% caused to 

my client by your failure to do so. 

To avoid any litigation, my client melCely requests a refund for the defective vebicle, plus payment 

of our attorneys' fees pursuant to tbe fee-s],ifting provisions of the State Lemon Law and the Federal 

Magnuson-.Moss Wan-auty Act. Our ilttor~eys' fees ilre minimal at this stage and we ,,'ould prefer 10 

re,oive this matter without the need for any more time spent on OUr part or on the part of yonr attorney,. 

A great deal of time, money and effort could be saved by all parties involved witb a quick resolution of tIllS 

claim. 

Accordingly, jf you wisl, to resolve this matter amicably, please feel free to contact my office. Jf 
11,,, maHer 11a5 not been resolved within fourteen (1+) days from the date of this letter, a lawsnit will be 

hied. 

I·(;('ba ..(] \C I: c'l'r;': 

.i'~Hl)r\icy <1t L.::\\' 

':.:>£ (.\H:n:-=:c! h) 

'[:; i';l1l1 


(\. ;::.;~ \'.-: Lt ~;.: i,:: 
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Krohn & Moss, Ltd 
10 N'Dearborn St Floor 3rd 

Chicago IL 

1
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Ford Motor Company 
c/o CT'Corporation 

4701 Cox Rd, Suite 301 
Glen Allen VA 23060-6802 
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ISSUE LIST 
Last Handling 

Datel 
Issue Status 

Namel 
Reason Desc 

Vin! 
Case No. 

Model Year and Vehicle 
Line 

Issue 
Type 

2/1/2013 1FMCU90G6CK  2012 ESCAPE 06 

CLOSED 
ORP-VEHICLE REPURCHASE 

REQUEST 1759153542 

Ford Confidential 
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All Action Details for Issue 

VIN: 1FMCU9DG6CK Year: 2012 Model: ESCAPE Case: 1759153542 
Name:  Owner Status: Original WSD: 2012-03-11 
Symptom Desc: EXT TRIM/ACC STEPS/GRAB HANDLE AFTERI'MRKET Primary Phone:  
Reason Desc: DRP-VEHICLE REPURCHASE REQUEST Secondary Phone:  
Issue Type: 06 BBB AUTO LlNE/DACO Issue Status: CLOSED 

-----~...- -------------~-----~~----------.--.--.--.-------.-----.-..~-.------------

Action: OPEN - PENDING ELiGIBILl1Y 
Dealer: 00031 KOONS STERLING FORD Origin Desc: BEITER BUSINESS BUREAU 
Odometer: 1MI Comm Type: MAIL 
Analyst Name: COSTELLO, MAIT Analyst: M-COSTE3 
Action Date: 12119/2012 Action Time: 21.05.15.173 Action Data: No 

Comments NEW CASE: FRD1234434. REPRESENTED BY RICHARD W. FERRIS OF KROHN & MOSS AL GA IL KY KS 
MN MO WI TX. PROBLEMS: BODYITRIM,ELECTRICAL,ENGINE/ELECTRICAL,ENGINE. 

Action: OPEN - CABBB CASE ELIGIBLE 
Dealer: 00031 KOONS STERLING FORD Origin Desc: BEITER BUSINESS BUREAU 
Odometer: 10413 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MAIT Analyst: M·COSTE3 
Action Date: 12120/2012 Action Time: 11.05.04.880 Action Data: No 

Comments OPEN  CABBB CASE ELIGIBLE 

Action: OPEN - CABBB CASE ELIGIBLE 
Dealer: 00031 KOONS STERLING FORD Origin Desc: BEITER BUSINESS BUREAU 
Odometer: 10413 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MAIT Analyst: M·COSTE3 
Action Date: 12/20/2012 Action Time: 16.05.12.046 Action Data: No 

Comments OPEN· CABBB CASE ELIGIBLE 

Action: BBB-NEW CASE ELIGIBLE 

Dealer: 00031 KOONS STERLING FORD 

Comm Type: OUTBOUNDOdometer: 10413 Nil EI'MIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL},TERESA 
Action Date: 12/24/2012 Action Time: 14.54.44.303 

Comments OPEN BBB CASE ON 12120/12 

Action: BBB-NEW CASE ELIGIBLE 

Dealer: 00031 KOONS STERLING FORD 

Comm Type: OUTBOUNDOdometer: 10413 MI 
EMAIL-OTHER 

Analyst Name: PONTILLO 
Analyst: TPONTILL(TPONTILL},TERESA 

Action Date: 12127/2012 Action Time: 10.08.24.901 

Origin Desc: CONSUMER AFFAIRS-DISPUTE 
RESOLUTION PROGRAM 

Action Data: No 

Origin Desc: CONSUMER AFFAIRS-DISPUTE 
RESOLUTION PROGRAM 

Action Data: No 
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Comments OPEN BBB CASE ON 12/20/12 

Action: FIELD E-MAIL SENT - DRP 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 00031 KOONS STERLING FORD RESOLUTION PROGRAM 

Comm Type: OUTBOUND
Odometer: 10413 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL
(TPONTILL),TERESA 
Action Date: 12/27/2012 Action Time: 10.09.17.842 Action Data: No 

Comments SUBMITTED DEALER REPORT TO SM JOEY STICKMAN AT KOONS STERLING FORD AND SUBMITTED 
TFOAM REQUEST. 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 00031 KOONS STERLING FORD RESOLUTION PROGRAM 

Comm Type: OUTBOUNDOdometer: 10413 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL
{TPONTILL),TERESA 
Action Date: 12127/2012 Action Time: 10.09.52.964 Action Data: No 

Comments SUBMITTED INITIAL POSITION TO BBB ADVISING OF NO SETTLEMENT OFFERS AT THIS TIME. 

Action: DEALER PAPERWORK REC'D IN CONSUMER AFFAIRS 
Origin Desc: CONSUMER AFFAIRS-DISPUTE

Dealer: 00031 KOONS STERLING FORD RESOLUTION PROGRAM 
Comm Type: OUTBOUNDOdometer: 10413 MI EMAIL-OTHER 

Analyst Name: PONTILLO Analyst: TPONTILL
(TPONTILL).TERESA 
Action Date: 12127/2012 Action Time: 11.48.59.174 Action Data: Yes 

Comments RECEIVED DEALER REPORT FROM SM JOEY STICKMAN AT KOONS STERLING FORD. 

Data Element Name Data Value 

DATE PAPERWORK REC'D 12-27-2012 

Action: COMPANY REPORT SUBMITTED 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 00031 KOONS STERLING FORD 
RESOLUTION PROGRAM 

Comm Type: OUTBOUND
Odometer: 10413 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL), TERESA 
Action Date: 12/31/2012 Action Time: 09.48.28.200 Action Data: Yes 

Comments SUBMITTED MRF POSITION TO BBB VIA FAX AND EMAIL. 

Data Element Name Data Value 


CUSTOMER CONTACTED BY FORD NO 

REGION RESPONDED TO DSB E-MAIL (YIN) YES 
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Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 00031 KOONS STERLING FORD Origin Desc: BEDER BUSINESS BUREAU 
Odometer: 10413 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3 
Action Date: 01/14/2013 Action Time: 16.05.11.470 Action Data: No 

Comments HEARING SCHEDULED ON 01/17/13 AT 2:30 P.M. 

Action: ARBITRATION-AWA DRS SPENDING 
Origin Desc: CONSUMER AFFAIRS-DISPUTE

Dealer: 00031 KOONS STERLING FORD RESOLUTION PROGRAM 
Comm Type: OUTBOUND

Odometer: 10413 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL
(TPONTILL),TERESA 
Action Date: 02/01/2013 Action Time: 10.27.56.410 Action Data: Yes 

Comments DENIAL DECISION RENDERED BY ARBITRATOR. CASE CLOSED AND FINISHED. 

Data Element Name Data Value 

ARBITRATOR NAME (LAST NAME, FIRST NAME) JOBE, DAWDA 
DENIAL DECISION (Y=YES, N=NO) Y 
VEHICLE PAYMENT 
VEHICLE REIMBURSEMENT 
ESP (y=YES, N=NO) 
PLAN NAME 
PLAN TIME 
PLAN MILEAGE 
RAV (y=YES, N=NO) 
RAV TYPE 
FURTHER REPAIR (Y=YES, N=NO) 

Action: ARBITRATION DECISION·DENIAL 
Dealer: 00031 KOONS STERLING FORD Origin Desc: BEDER BUSINESS BUREAU 
Odometer: 10413 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3 
Action Date: 02101/2013 Action Time: 11.05.08.457 Action Data: No 

Comments ARBITRATION DECISION-DENIAL ARBITRATED RESULTING IN A DENIAL 

Ford Confidential 
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Rpt. Analysis Home Report Mqmt Primary Report Mqmt Query Report Mqmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 3 


Query Name: REPORT RETRIEVAL 


Folder Number: File Report To This Folder File Report To AFolder 

rilmIiMillllifiif-l1 IUiMblWi 
Download OptionsImII .,,,*. 'RfinU@Hlll 

Report Detail Section: View Details Attachments: 0 

Report# : CC1DL005 NHL Received: 03/27/2012 

CCRG/EPRC: Reviewed Status: Date: 

2012,ESCAPE 4X4 (99 Vehicle: Build Date: 02/17/2012
12) ,4X4,XLT ,MPV ,lFMCU9DG6CK  

3.0L Calibration: AM71F30AOdometer: 13,166 M Engine: IVCT 

3.51Transm ission: 6SP 6F MID Axle: A/C: YESRATIO 
(703) 444Dealer: USA 00031 Koons Sterling Ford Phone#: 
5750 

City: Sterling State: Virginia Country: USA 
Originator: JOHN BOLLING 

Symptom: 5 52 1 39 DRV PERF,STALLS/QUITS,AT IDLE,INTERMITTENT 
Status: 
VFG: V52 DRIVEABILITY 
Additional 

STALLS AT IDLE Symptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: SFERRET Phone: 313 317-9124 Regn Cd: N4 Washington 

Engineering: Phone: TAR: 

Dlr Contact: JOHN BOLLING Phone: 000 000-0000 Title Cde: SM 

PE13-003.4 000800LC



KOEO: 
KOEC: 

KOER: 

Comments: 

REPAIR 	 03/27/2012 12:05PM SHAWN FERRET MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN:HAS STALLED 3 TIMES, TWICE AT IDLE AND ONCE 

WHILE MOVING DIAGNOSTICS: NO DTC, HAVE NOT VERIFIED WHILE AT 

SHOP PARTS REPLACED: NONE TECH QUESTION:WE NEED HELP, CUSTOMER 

UNHAPPY WITH TRK, ANY IDEAS 

RECOMM 	 03/27/2012 12:05PM SHAWN FERRET MSS - FCSD - TECH SVC HOTLINE 
JOHN, IT WILL BE NECESSARY TO DUPLICATE THE CONCERN FOR FURTHER 

DIAGNOSTICS. IF THE CONCERN CANNOT BE DUPLICATED, INSTALL A VDR TO 

CAPTURE THE EVENT. MONITOR ETC_ACT AND ETC_DSD DURING THE CONCERN 

AND IF THEY DIFFER BY MORE THAN 3 DEGREES, REPLACE THE ELECTRONIC 

THROTTLE BODY, VERIFY THE AIR BOX AND INTAKE TUBES ARE PROPERLY 

SEALED AND THE FILTER IS OEM, AS AFTERMARKET FILTERS CAN CAUSE ERRATIC 

MAF READINGS. CHECK THE MAF SENSOR FOR CONTAMINATION AND CLEAN/SWAP IF 

NECESSARY. INSPECT THE EVAP SYSTEM FOR TRACES OF RAW FUEL AND IF 

FOUND, BLOW OUT ALL LINES AND REPLACE THE CANISTER. VERIFY THE EVAP 

PURGE VALVE IS NOT STICKING OPEN AND FLOODING THE INTAKE MANIFOLD. 

WITH THE VEHICLE RUNNING AND THE PURGE VALVE COMMANDED CLOSED/OFF, 

THERE SHOULD BE NO VACUUM PRESENT IN THE VAPOR LINE BETWEEN THE 

CANISTER AND THE PURGE VALVE. MONITOR THE RPM PID AND IF IT CUTS 

OUT COMPLETELY JUST BEFORE THE STALL, INSPECT THE CKP SENSOR AND 

TRIGGER WHEEL FOR DAMAGE. MAKE SURE FUEL PRESSURE IS A CONSTANT 55 

PSI AND DOES NOT DROP DURING THE STALL. 

REPAIR 	 10/05/2012 12:19PM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 
DESCRIPTION OF VEHICLE CONCERN: CUSTOMER STATES VEHICLE STALLS VERY 

INTERMITTENTLY AT LOWER SPEEDS WHILE DRIVING DIAGNOSTICS ALREADY 

COMPLETED: VEHICLE HAS BEEN TO DEALER TWICE FOR THIS, NO DTC STORED 

AND NOT ABLE TO VERIFY DURING THE TIME VEHICLE IS AT DEALERSHIP, WE 

PE13-003.4 000801LC



INSTALLED VDR AND CUSTOMER DROVE FOR APPROX TWO WEEKS WITH NO STALL 

EVENT RECORDED. CUSTOMER WANTS TO TRADE OUT OF VEHICLE AT THIS POINT 

PARTS REPLACED: NONE TECH'S QUESTION: LOOKING FOR HELP SINCE 

CANT VERIFY AND NO DTC RECORDED. 

RECOMM 	 10/05/2012 12:19PM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 

JOHN, IT WILL BE NECESSARY TO DUPLICATE TO BE ABLE TO VERIFY AND 

OBTAIN DATA FOR DIAG. POSSIBLE CAUSES INCLUDE THE ETB, FUEL 

CONTROL/PRESSURE, LOSS OF CKP INPUT, LOSS OF PCM FUNCTION DUE TO A 

POWER/GROUND OR INTERNAL FAULT. TO CHECK ETB OPERATION MONITOR THE 

PIDS ETC DESIRED AND ACTUAL DURING THE CONCERN. MORE THAN A THREE 

DEGREE DIFFERENCE INDICATES AN ETB FAULT. WHEN MONITORING THE PIDS 

INSURE THERE IS NO APPS INPUT OR THE APPS IS IN A STEADY STATE, MORE 

THAN THREE DEGREES OF VARIATION CAN OCCUR IF THERE IS APPS MOVEMENT 

AND THE ETB IS IN THE PROCESS OF ADJUSTING. IF FUEL CONTROL CONCERNS 

ARE IDENTIFIED CHECK FUEL PRESSURE AND FOR A STICKING OPEN EVAP PURGE 

VALVE (A FUEL CONTAMINATED EVAP CANISTER IF FOUND CAN INDICATE 

POSSIBLE STICKING). 

ESCLHD 	 10/05/2012 12:19PM CHARLES GAMMON MSS - FCSD - TECH SVC HOTLINE 
NO CUDL ENTRIES. 

REPAIR 	 12/04/2012 04:15PM MATTHEW SCHMIDT MSS - FCSD - TECH SVC HOTLINE 
WEB FORM DATA - CONCERN:INTERMITTENT STALL ON DECEL FROM ABOUT 30 

MPH DIAGNOSTICS: CURRENTLY HAVE VDR ATTACHED TO VEHICLE, CUST CAME 

IN WITH STALL EVENT TODAY NO CODES, CUSTOMER PUSHED BUTTON TOO LATE, 

VERIFIED STALL BUT NOT ENOUGH DATA STORED BEFORE STALL EVENT TO 

DETERMINE CAUSE. 
NO DTC PRESENT. PARTS REPLACED: REPLACE 

THROTTLE BODY FOR THIS CONCERN ON 10-05-12 AT 10413 MILES TECH 

QUESTION: LOOKING FOR HELP ON INTERMITTENT STALL ON DECEL FROM ABOUT 30 

MPH, CUST STATES THAT OFTEN BEFORE STALL EVENT THE RPM INCREASES FOR A 

SECOND. NO DTC PRESENT ON ANY VISIT FOR THIS. 

RECOMM 	 12/04/2012 04:15PM MATTHEW SCHMIDT MSS - FCSD - TECH SVC HOTLINE 
JOHN, WITHOUT BEING ABLE TO DUPLICATE THE CONCERN AND AN INCONCLUSIVE 

RECORDING, DIAGNOSTICS WILL BE LIMITED. INSPECT THE EVAP SYSTEM TO 
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AUDIT 

Requester: MVALLA 

Report Summary 

Server: FCWS686 

MAKE SURE THERE ARE NO SIGNS OF RAW FUEL. IF IT IS DRY, RECOMMEND 

INSPECTING THE AIR INLET TO MAKE SURE IT IS SEALING CORRECTLY. ALSO 

MAKE SURE A STOCK AIR FILTER IS INSTALLED. LEAKS OR AFTERMARKET 

FILTERS CAN CAUSE TURBULENCE ACROSS THE MAF RESULTING IN THIS CONCERN. 

ALSO MAKE SURE THE MAF IS NOT CONTAMINATED. IF IT IS CLEAN, RECOMMEND 

INSPECTING THE WIRING TO THE CKP SENSOR AND MAKE SURE THERE ARE NO PIN 

FIT ISSUES. IF IT CHECKS GOOD RECOMMEND ALSO INSPECTING THE WIRING TO 

THE THROTTLE BODY. IF IT CHECKS GOOD, YOU WILL NEED TO GET AN ACCURATE 

RECORDING OF THE CONCERN FOR FURTHER DIAGNOSTICS. 

12/04/2012 04:15PM MATTHEW SCHMIDT MSS - FCSD - TECH SVC HOTLINE 

ODOMETER 432 M CHANGED TO 13166 M BY MSCHMI56 Download Options 

Folder Number: File Report To This Folder File Report To A Folder 

rrnl!5'U!!!!M"m 'WN'mllt1 mil .1m" IlyFlIl'P9!IUI' 

23-May-20 13 

Ford Proprietary, Private Retention: None 
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Rpt. Analysis Home Report Mqmt Primary Report Mqmt Query Report Mqmt Indicator Sum mary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 2 of 3 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File Report To AFolderFolder Number: 
Download OptionsMlngl"ilmwm 'jC@N!;' lIm .,tUM Igf!11IWn.nl 

Report Detail Section: View Details Attachments: 12 

Report# : CEQEW017 NHL Received: 05/17/2012 

CCRG/EPRC: Reviewed Status: Date: 

2012,ESCAPE 4X4 (99 Vehicle: Build Date: 02/17/2012
12) ,4X4,XLT ,MPV ,lFMCU9DG6CK

3.0L Calibration: AM71F30AOdometer: 1,021 M Engine: 
IVCT 

3.51Transmission: 6SP 6F MID Axle: A/C: YES
RATIO 

(703) 444Dealer: USA 00031 Koons Sterling Ford Phone#: 5750 

City: Sterling State: Virginia Country: USA 

Originator: JOHN BOLLING 

Symptom: 3 33 342 FT/FN/BD,EXTERIOR TRIM ,GRILLE,LOOSE/ATTACH 
Status: 
VFG: V75 EXTERIOR TRIM & BUMPER FUNCT 
Additional 

FRONT BUMPER COVER LOOSESymptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: ASANDS5 Phone: 000 317-9350 Regn Cd: N4 Washington 

Engineering: Phone: TAR: 

Dlr Contact: JOHN BOLLING Phone: 000 000-0000 Title Cde: S M 

PE13-003.4 000804LC
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KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR 	 05/17/2012 03:08PM ADAM SANDS MSS - FCSD - TECH SVC HOTLINE 

DATA FROM PRIOR APPROVAL REQUEST FORM: PLEASE DESCRIBE CUSTOMERS 

CONCERN.FRT BUMPER COVER WILL POP LOOSE AT THE TOP WHEN YOU HIT A 

BUMP, WE HAVE POPPED THIS BACK INTO PLACE TWICE, FEELS SECURE BUT POPS 

LOOSE ON THE SLIGHTEST BUMP WHAT IS THE INTENDED REPAIR, LIST ALL 

COMPONENTS NEEDED FOR REPAIR?REPLACE THE CENTER BUMPER COVER PROVIDE 

ANY ADDITIONAL DETAILS NECESSARY. 
PLEASE INCLUDE ANY AVAILABLE 

TECHNICAL INFORMATION THAT YOU BELIEVE WILL HELP 
PROCESS YOUR 

PRIOR APPROVAL REQUEST.VERIFED ON ROAD TEST THAT COVER WILL NOT STAY 

IN PLACEIT FEELS SECURE WHEN YOU ENGAGE THE CLIPS BUT WILL NOT STAY 

ATTACHED REPAIR ESTIMATE - LABOR: REPAIR ESTIMATE 

TOTAL: VEHICLE/COMPONENT ABUSE: MODIFICATIONS: LACK OF 

MAINTENANCE: RO#: 59798RO DATE:2012-05-17WARRANTY TYPE:NEW VEHICLE 

WARRANTY SPW MILEAGE: SPW INSTALL DATE: 

RECOMM 	 05/17/2012 03:08PM ADAM SANDS MSS - FCSD - TECH SVC HOTLINE 
JOHN, YOU'RE APPROVED TO REPLACE THE LOWER GRILLE MOLDING (8419). 

THE IMAGS PROVIDED SHOW THE MOLDING IS COMING LOOSE AND WILL NOT STAY 

SECURE WHILE DRIVING. THERE DOES NOT APPEAR TO BE ANY DAMAGE PRESENT 

THAT WOULD CAUSE THE COMPONENT TO KEEP COMING LOOSE. PLEASE NOTE 

LOWER GRILLE MOLDING (8419) IS AVAILABLE SEPARATELY FRONT BUMPER COVER 

(17D957). DIPA APPROVED APPROVAL CODE: PAAFT 

REPAIR 	 07/11/2012 07:41AM GREG SHIMSHOCK MSS - FCSD - TECH SVC HOTLINE 
DATA FROM PRIOR APPROVAL REQUEST FORM: PLEASE DESCRIBE CUSTOMERS 

CONCERN.BUMPER COVER FELL OFF WHILE DRIVING, SHE STOPPED AND PICKED IT 

UP WHAT IS THE INTENDED REPAIR, LIST ALL COMPONENTS NEEDED FOR 
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REPAIR?REPLACE BUMPER COVER PROVIDE ANY ADDITIONAL DETAILS NECESSARY. 

PLEASE INCLUDE ANY AVAILABLE TECHNICAL INFORMATION THAT YOU 

BELIEVE WILL HELP 
PROCESS YOUR PRIOR APPROVAL REQUEST.NOTE THERE 

IS NO SIGN OF IMPACT DAMAGE TO THIS PART ONLY ROAD RASH FROM BEING RUN 

OVER WHEN IT FELL OFF. REPAIR ESTIMATE - LABOR: REPAIR ESTIMATE -

TOTAL: VEHICLE/COMPONENT ABUSE: MODIFICATIONS: LACK OF 

MAINTENANCE: RO#: 63079RO DATE:2012-07-lOWARRANTY TYPE:NEW VEHICLE 

WARRANTY SPW MILEAGE: SPW INSTALL DATE: 

RECOMM 07/11/2012 07:41AM GREG SHIMSHOCK MSS· FCSD - TECH SVC HOTLINE 

JOHN, 
THE WARRANTY HISTORY INDICATES THAT THE COMPONENT REQUESTED 

WAS REPLACED WITHIN THE LAST 12 MONTHS/12000 MILES AND THEREFORE 

QUALIFIES FOR REPAIR UNDER SERVICE PART WARRANTY. THIS REPAIR IS 

EXEMPT FROM INTERIOR/EXTERIOR PRIOR APPROVAL REQUIREMENTS. DIPA PRIOR 

APPROVAL NOT NECESSARY 

REPAIR 07/13/2012 03:53PM JOSEPH FREDERICK MSS - FCSD - TECH SVC HOTLINE 
OK I UNDERSTAND ABOUT SERVICE PART SUBMISSION, NEW QUESTION THE 

ORIGINAL PART CAME IN ALREADY PAINTED THE CORRECT COLOR, CUSTOMER CAME 

IN TO TODAY TO HAVE PART INSTALLED AND THE PART IS BLACK METALLIC,THE 

VEHICLE IS SOLID BLACK PAINT CODE UA PARTS SAYS THAT IS HOW THEY ALL 

COME NOW DO I NEED APPROVAL TO PAINT TRIM PART TO MARCH VEHICLE? 

RECOMM 07/13/2012 03:53PM JOSEPH FREDERICK MSS - FCSD - TECH SVC HOTLINE 
JOHN, 
PAINT TO MATCH SHOULD BE CLAIMED ON SPW RO. PLEASE BE 

SURE TO PUT THE PAINT PROCEDURES ON THE SAME RO AND LINE AS THE PARTS. 

PRIOR APPROVAL IS NOT NECESSARY FOR THIS PAINT TO MATCH REPAIR. DIPA 

PRIOR APPROVAL NOT NECESSARY 

ESCLHD 07/13/2012 03:53PM JOSEPH FREDERICK MSS - FCSD - TECH SVC HOTLINE 
CONSULTED WITH GARY BUSH 

REPAIR 08/09/2012 10:34AM GEORGE STAVROPOULUS MSS - FCSD - TECH SVC HOTLINE 
WE SUBMITTED TO ACES FOR PAYMENT AND CLAIM KEEPS GETTING REJECTED FOR 
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RECOMM 

REPAIR 

RECOMM 

Requester: MVALLA 

Report Summary 

Server: ECCWS686 

NO PRIOR APPROVAL, CAN YOU GIVE APPROVASL CODE SO CLAIM WILL PAY 

PLEASE. 

08/09/2012 10:34AM GEORGE STAVROPOULUS MSS - FCSD - TECH SVC HOTLINE 
THE FORD TECHNICAL HOTLINE HAS REVIEWED YOUR REQUEST AND HAS 

DETERMINED THAT IT IS NECESSARY TO DISCUSS THIS MATTER VERBALLY OVER 

THE TELEPHONE. YOU WILL BE CONTACTED SHORTLY BY A FORD TECHNICAL 

HOTLINE REPRESENTATIVE. DIPA PRIOR APPROVAL NOT NECESSARY 

08/09/2012 11:01AM GEORGE STAVROPOULUS MSS - FCSD - TECH SVC HOTLINE 
OUTBOUND CALL MADE TO JOHN BOWLING TO CLARIFY WHY CLAIM WAS REJECTING 

08/09/2012 11:01AM GEORGE STAVROPOULUS MSS - FCSD - TECH SVC HOTLINE 
JOHN, 
UPON RESEARCH OF CLAIM SUBMISSION TO FORD FOR PAYMENT, IT 

SHOWS CLAIM WAS SUBMITTED AS A REGULAR WARRANTY CLAIM AND NOT A 

SERVICE PART WARRANTY REQUEST. PROGRAM CODE SHOULD BE SPW WHl9qwnload Options 

SUBMITTING FOR SERVICE PART WARRANTY CLAIMS 

Folder Number: File Rer)ort To This Folder 

'H'41Ul!;1 mil .tl• 'rmJIif9!In'l 

File RerlOrt To A Folder 

23-May-2013 

Ford Proprietary, Private Retention: None 

r!tlnlitdlliilti1hm 
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GCQIS Attachments 

Report Number: CEQEW017 Total Number of Images: 12 Number of Images PerIM'ln' 
Page:S 

Previous Page 1 - 5 Of 12 1@@'¥fi5 

o Attachment Id: 4396878 I2Q.. 
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o Attachment Id: 4396877 IQ.p. 

o Attachment Id: 4396876 IQ.p. 
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o Attachment Id: 4396875 nw. 

o Attachment Id: 4396874 nw. 

Requester: MVALLA 23-May-2013 
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View Report Attachment - Images Ford Proprietary, Private Retention: None 

Server: ECCWS686 
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23-May-2013Requester: MVALLA 
Retention: NoneView Report Attachment - Images Ford Proprietary, Private 

Server: ECCWS686 
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Rpt. Analysis Home Report Mqmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 3 of 3 


Query Name: REPORT RETRIEVAL 


Folder Number: File Report To This Folder File ReIJort To A Folder Ex ists in FOlder{s) 

Download Optionsr~tlnlitfjih"bHiG1 litliIDJbiiL4 IIIII ...,.,. 'nfrn'tJ9iu1" 

Report Detail Section: View Details Attachments: 4 

Report# : CGMAN019 NHL Received: 07/13/2012 

CCRG/EPRC: Reviewed Status: Date: 

2012,ESCAPE 4X4 (99 Vehicle: Build Date: 02/17/201212),4X4,XLT ,MPV ,lFMCU9DG6CK

Odometer: 6,449 M Engine: 3.0L 
IVCT 

Calibration: AM71F30A 

Transmission: 6SP 6F MID Axle: 3.51 
RATIO A/C: YES 

Dealer: USA 00031 Koons Sterling Ford Phone#: 
(703) 444
5750 

City: Sterling State: Virginia Country: USA 
Originator: JOHN BOLLING 

Symptom: 3 32 G 58 FT/FN/BD,INTERIOR TRIM ,SUNVISOR,POOR FIT 
Status: 
VFG: V74 HARD TRIM/SOFT TRIM/OVERHEAD S 
Additional 

SUN VISORSymptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: SFOGLIA Phone: 000317-7068 Regn Cd: N4 Washington 

Engineering: Phone: TAR: 

Dlr Contact: JOHN BOLLING Phone: 000 000-0000 Title Cde: SM 
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KOEO: 

KOEC: 

KOER: 

Comments: 

REPAIR 07/13/2012 02:43PM SALVATORE FOGLIA MSS - FCSD - TECH SVC HOTLINE 

DATA FROM PRIOR APPROVAL REQUEST FORM: PLEASE DESCRIBE CUSTOMERS 

CONCERN.LEFT VISOR MIRROR LID WONT CLOSE WHAT IS THE INTENDED REPAIR, 

LIST ALL COMPONENTS NEEDED FOR REPAIR?REPLASCE VISOR PROVIDE ANY 

ADDITIONAL DETAILS NECESSARY. 
PLEASE INCLUDE ANY AVAILABLE 

TECHNICAL INFORMATION THAT YOU BELIEVE WILL HELP 
PROCESS YOUR 

PRIOR APPROVAL REQUEST. FEELS SPRING WHEN YOU TRY TO CLOSE IT REPAIR 

ESTIMATE - LABOR: REPAIR ESTIMATE - TOTAL: VEHICLE/COMPONENT 

ABUSE: MODIFICATIONS: LACK OF MAINTENANCE: RO#: 63293RO 

DATE:2012-07-13WARRANTY TYPE:NEW VEHICLE WARRANTY SPW MILEAGE: SPW 

INSTALL DATE: 

RECOMM 07/13/2012 02:43PM SALVATORE FOGLIA MSS - FCSD - TECH SVC HOTLINE 

JOHN, THANK YOU FOR YOUR SUBMISSION FROM IMAGES PROVIDED SHOW SUN 

VISOR IS ELIGIBLE FOR WARRANTY REPLACEMENT. DEALER IS APPROVED TO 

REPLACE BASE PART NUMBER 04105 SUN VISOR ASSY LEFT FOR COVER WILL NOT 

CLOSE PROPERLY. DIPA APPROVED APPROVAL CODE: PAAXX 

File Report To This Folder File Report To A Folder Exi<)t~ ;~~ rL'!~h,,:r~'»Folder Number: 

rlnnWhlhNhm 'Y'i'JN!~j ImIII me urm';Nmlai 

Requester: MVALLA 23-May-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCWS686 
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GCQIS Attachments 

Report Number: CGMAN019 IMI Ifill Total Number of Images:4 Number of Images Per 
Page:5 

Previolls Page 1 - 4 Of 4 1~""Ii5 

o Attachment Id: 3960362 IQJ2 
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o Attachment Id: 3960361 Iml 

o Attachment Id: 3960360 Iml 
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o Attachment Id: 3960359 IQp. 

Requester: MVALLA 23-May-2013 

View Report Attachment - Images Ford Proprietary, Private Retention: None 

Server: ECCWS686 
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BBB AUTO LINE 


~ 
February 15, 2013 •BBB. 

• • 
TERESA PONTILLO 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK

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, 

Edith Newton at Extension 512 

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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.1 ACCEPTANCE OR REJECTION OF DECISION ~ 
BBB
• 

Date: 02/01/13 Case Number: FRD1234434 

Customer:  State: VA 

Business: Ford Motor Company 

Mfr-Info: 6700 VA 1FMCU9DG6C

Enclosed is the Arbitration decision in your case. We hope you have found the efforts of our staff and the 
volunteer arbitrator(s) to be satisfactory. Please call us if you have any questions about the decision. 

COMPLETE THE FOLLOWING AND RETURN IT TO US IMMEDIATELY 

Note: If this form is not received at the eBBB office within 14days from the date of the cover 
letter, the decision will be considered rejected and the manufacturer will be notified. You may 
want to return the form via certified mail or fax it to the eBBB at 703.247.9700. We suggest 
you call your case specialist to confirm receipt. 

Please check one of the following. 

I ACCEPT THE ARBITRATION DECISION. I understand this means: 

* 	 the business will be legally bound to abide by this decision; and, 

* 	 t 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. 

I REJECT THE ARBITRATION DECISION. I understand this means: 

'" 	 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. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA· 22201 . Phone 800.955.5100· Fax: 703.247.9700 
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BBB AUTO LINE 


~I- February 1, 2013

BBB. 
ME! 1M 

TERESA PONTILLO 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1234434 vs Ford Motor Corporation lFMCU9DG6CK

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 Decision. 

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, 

Edith Newton at Extension 512 

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

PE13-003.4 000830LC



BBB AUTO LINE 


~ 
•

BBB . 


• 

February 1, 2013 

 
 

CHICAGO IL  

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK  

Dear  C/O  

Enclosed is the arbitrator's Decision and Reasons for Decision for your case. 

We have also enclosed an Acceptance/Rejection Form that must be used to 
accept or reject the decision. Please complete the form and return it to us so that 
we receive it in our office within --1A... days from the date of this letter. We 
recommend that you call to confirm receipt of this fonm a few days after you send 
it to us. 

You may either mail the form to: 

4200 Wilson Blvd., Ste 800 


Arlington, VA 22203 

or 


Fax it to 1.703.247.9700 


Please do not make any changes or additions to the 
Acceptance/Rejection Form as we will consider that a rejection of the 
decision. 

If you have any questions about the decision, or if I may be of help to you, please 
feel free to call me at 800.955.5100. You may also fax the signed form to me at 
703.247.9700. 

Sincerely, 

Edith Newton at Extension 512 

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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ACCEPTANCE OR REJECTION OF DECISION 


Date: 02/01/13 Case Number: FRD1234434 

Customer:  State: VA 

Business: Ford Motor Company 

Mfr-Info: 6700 VA 1FMCU9DG6CK  

Enclosed is the Arbitration decision in your case. We hope you have found the efforts of our staff and the 
volunteer arbitrator(s) to be satisfactory. Please call us if you have any questions about the decision. 

COMPLETE THE FOLLOWING AND RETURN IT TO US IMMEDIATELY 

Note: If this form is not received at the CBBB office within 14days from the date of the cover 
letter, the decision will be considered rejected and the manufacturer will be notified. You may 
want to return the form via certified mail or fax it to the CBBB at 703.247.9700. We suggest 
you call your case specialist to confirm receipt. 

Please check one of the following. 

I ACCEPT THE ARBITRATION DECISION. I understand this means: 

* 	 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. 

___ I REJECT THE ARBITRATION DECISION. I understand this means: 

'" 	 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. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA . 22201 . Phone 800.955.5100 . Fax: 703.247.9700 
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Submitted Date: 01/31/13 

FRD1234434 

VIN:1FMCU9DG6CK  

Customer:  - Hearing Date: 01/17/13 

Arbitrator: Dawda S lobe 

Question 1 
The customer's request {listed below) is denied. 

Denif;i 

CASE:FRD1234434 
Arbitrator: Dawda S lobe 

Customer:  
Date: 01/31/13 

PE13-003.4 000833LC



Submitted Date: 01/31/13 
FRD1234434 

VIN:1FMCU9DG6CK  

Customer:  - Hearing Date: 01/17/13 

Arbitrator: Dawda S lobe 

Question 1 
P!ea,e state your decision and then explain why it i, a fair resolution of this 

dispute, (If relevant, explain how lemon law st.andMds apply to the facts in this 

case) 

Deni81 is the dec:sion in this case. 


1. BOljy Trim 

Consumer provided elates of repair but there :S no repai:' ordeL Repa:rs were made 

on 5/25/12 for one day and 7/11/12 for one day_ 


2. ElectdcaL Same as iSSUe 3. 

3. EnginejElectrkaL Consumer states that vehicle stans intermIttently. According to 

2vidf?nce terdereC tJy consumer, repairs were made on lOi02/12 for one day and 

10/05/12--10/10/12 for s:)( days_ 


4. Same c$ :ssue 3_ 

Under the program summary, claims :nust be based on a dEfect in the vehicle's 

factory-supplied material or workmanship and ">las reported within 18 months 0,' 

18UOU mlies, w~';icheve: occurs first after the veilj{;e'S warrcnty start (late, 

The consurner timely filed the claim for crbitraton. 


However, the ro;!owing must also occur. (1) The same defect must be subject to 

four or more repcirs ana continues to exist and (2) the vehicle was out of service for 

30 days or :no~e cumulative ca:eodar days fo: repairs to any defect. 


l n this case, the same defect llas "ot been repaired four 0: mO:8 times tJased 0" 

Repair Oreers provided by consumer, The vehicle has also been out for eleven 


QuestiQrnQve days for repairs and has not met the star,dard of thirty days required. 

If awarding a repurchase/replacement, identify the problem(s) upon which the 

award is ba!!'sd and the number of repair attempt!!' for each problem. 


N/A
The'e1'oJ:'''' a r,el'I-,,,,1 ",. ~ f~-Ir' r"'~o·;jt;on -1'-" t";" "'a<-=Question ;;s.... I _0... t:.;. I:;' C C .... ~!! ~ I • HJ .- .,:.t;::. 

~~m~~~eW~HP5t;l~b as it is outside the seODe of til is arbitration. 

We a!"<!! required to track sp<!!dfic statistical information. If a 

repllr;:haseJrepla<:ement is awarded under the lemon law pleasl:! indicate: 


a C~lmulati\la !'lumber of days the vehkl<!! was out of service for ali problems: 

b Was fir\a! notke giv<t!11 to the manufactur~r (YES, NO or N/A)? 

N/A 

CASE:FRD1234434 Customer:  
Arbitrator: Oawda S lobe Date: 01/31/13 

11 
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BBB AUTO LINE PROGRAM SUMMARY 

Ford Motor Company - Virginia 

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 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 "'lith 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: 

• 	 Ovvned or leased in the name of an individual or owned or leased by a business that 
ovvns or leases no more than three vehicles; 

Ford - VirginiaS/2oo6 
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• 	 Currently registered in Virginia; and 
• 	 Purchased or leased in the United States and nonnally 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.• 
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 NewVehicle Limited Warranty. 
Repurchase of the vehicle. • 
Replacement ofthe 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 
\Varranty was fIrst reported to Ford or an authorized dealer v..,ithin 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 to the 
reasonable consumer. 

Ford - VirginiaS/2oo6 
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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 additions 
after the vehicle's purchase or lease), including finance charges, less a reasonable 
allowance for use. If the vehicle was leased, Ford vvill 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 vvill refund the portion of the service contract price that is not refunded 
by the issuer. 

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

• 	 Replacement ofa 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). 

If the customer selects a vehicle that has different equipment options, the customer 
\vill 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 ",rill 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 VirginiaS/2oo6 
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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 'Nith the following formula: 

mileage at first repair of the defect 

for which a replacement is awarded 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 x purchase 

100(000 price 


• 	 The award may be reduced or may require payment for any missing equipment or 
damage to the vehicle exceeding nonnal 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 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 vvith all of the original equipment, and 
vvithout 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 - Virginia 5/2006 
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CLAIMS THAT ARE NOT ELIGIBLE 

The following claims are not eligible for arbitration in BBB AUTOLI~E: 

• 	 Claims involving a vehicle no longer ovvned 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 '¥arranty; 

(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 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 - VirginiaS/2oo6 
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BBB AUTO LINE 


~ 
• 

BBB~ 

+, & 

January 14, 2013 

TERESA PONTILLO 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1234434 vs Ford Motor Corporation 1FMCU9DG6CK  

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, 

Edith Newton at Extension 512 

Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600· Arlington, VA· 22201 . Phone 800.955.5100· Fax: 703,247.9700 

PE13-003.4 000840LC



BBB AUTO LINE 


~ 
• 

BBB~
-


January 14, 2013 

 
 

CHICAGO IL  

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK  

Dear  

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 800.955.5100. Thank you for 
your continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

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 


~ •BBB. 
Record of Arbitration Hearing 

(To Be Completed by Arbitrator) 

Ha. 

Below please list any/all evidence you received from the parties during the hearing and after the initial 
packet that accompanied the Notice of Hearing and summarize the testimony of the parties and their 
witnesses. 

Case No: ERD1234434 Date of Hearing: 01/17113 


Consumer and Attorney (if any):   isL-___ 


Company and Representative Name: _--'-F"'o.urd"'-LM:.JJo......to,.1r-'C""""'oUJ.fp..a.a n-LJyr----~.... m .... ______ 

Arbitrator(s): 

Hearing Location/Address: __________________~ ._______ 

1. Type of Hearing 

Consumer: o In Person 

o Written 

o Telephone 

Company: o In Person 

o Written 

o Telephone 

2. Consumer and Witnesses Summary of Relevant and Material Testimony 
of the consumer and any witnesses 

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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FRD1234434 

3. Witnesses for Company 

Name of Witness Summary of Relevant and Material Testimony 

4. Impartial technical expert or other witnesses 

Name of Witness Summary of Relevant and Material Testimony 

5. PLEASE ATTACH ALL DOCUMENTARY EVIDENCE INTRODUCED AT THE HEARING. 

Record filled out by: 

(Signature) 

(Printed Name) 

(Date) 

PE13-003.4 000843LC



BBB AUTO LINE 


~ 	 NOTICE OF INSPECTIONITEST DRIVE ONLY 
ALL TESTIMONY SUBMITTED IN WRITING ONLY• NO ORAL ARGUMENTS WILL BE PRESENTEDBBB. 

•• 11 •• 

Date: 01/14/13 

Case Number: FRD1234434 

Customer: , 


Manufacturer: Ford l"1otor Company 

Mfr Info: 6700 VA lFMCU9DG6CK  


Arbitrators: Mr Dawda S Jobe 

Inspection Date, Time, Place: 	 01/17/132:30 p.m. EST 
BBB serving Metro Washington DC & Eastern Pennsylvania 
1411 K St. NW, 10th Floor 
Washington, DC200053404 

Hearing Site Phone: (202) 	393-8015 

AUTOLINE Director Phone: 	 (202) 783-1356 Fax: (202) 393-1198 

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. 

2. 	 Current vehicle registration and insurance is required for all test-drives. 
3. 	 If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately. 
4. 	 Refer to How BBB AUTO LINE Works for more detailed information on the inspection process. 

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 FRD1234434 

Ford Motor Company Case#: __________Customer: 

Manufacturer: 

Arbitrator's Name: __......_________________ Date of Inspection: 

Location of Inspection: _________________________________ 

Vehicle Information: Make: _~._...... ________ Model: ____________~ ..... _____ 

Year: ___ Mileage: ______ VIN: 

Parties Present at Inspection: [ 1Technical 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 

~ •BBB. 
ARBITRATOR SELECTION LIST ww. 

Customer:  

Case Number: FRD1234434 

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 
arbit rator. 

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: Dawda Jobe 

Arbitrator's Occupation: 
telecommunicator/litigation 

Arbitrator's Biography: 

Mr. Dawda Sagarr Jobe was born in Gambia, located on the west coast of Africa. he has an LLB (JD) 
from England and a LLM (Masters of Law) in International Trade from the U.S. He currently works in 
the securities regulatory industry. 

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 

~ •
BBB. ARBITRATOR SELECTION LIST
MngM. 

Customer: , 

Case Number: FRD1234434 

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: Dawda Jobe 

Arbitrator's Occupation: 
telecommunicator/litigation 

Arbitrator's Biography: 

Mr. Dawda Sagarr Jobe was born in Gambia, located on the west coast of Africa. he has an LLB (JD) 
from England and a LLM (Masters of Law) in International Trade from the U.S. He currently works in 
the securities regulatory industry. 

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 


~ 	 NOTICE OF INSPECTIONITEST DRIVE ONLY 
ALL TESTIMONY SUBMITTED IN WRITING ONLY• NO ORAL ARGUMENTS WILL BE PRESENTEDBBB. 

A • 

Date: 01/14/13 

Case Number: FRD1234434 

Customer:  


Manufacturer: Ford Motor Company 

Mfr Info: 6700 VA lFMCU9DG6CK  


Arbitrators: Mr Dawda S Jobe 

Inspection Date, Time, Place: 	 01/17/132:30 p.m. EST 
BBB serving Metro Washington DC & Eastern Pennsylvania 
1411 K St. NW, 10th Floor 
Washington, DC200053404 

Hearing Site Phone: (202) 	393-8015 

AUTOLINE Director Phone: 	 (202) 783-1356 Fax: (202) 393-1198 

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. 

2. 	 Current vehicle registration and insurance is required for all test-drives. 
3. 	 If the vehicle is inoperable, please contact your Dispute Resolution Case Specialist immediately. 
4. 	 Refer to How aaa AUTO LINE Works for more detailed information on the inspection process. 

Council of Better Business Bureaus, Inc. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA . 222D1 . Phone 800.955.5100 . Fax: 703.247.97DO 
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BBB AUTO LINE 


~ 
• 

BBB~ 


January 14, 2013 

TERESA PONTILLO 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK  

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, 

Edith Newton at Extension 512 

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 


~ 
•

BBB~ 

MM 

January 14, 2013 

  
 

CHICAGO IL  

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK  

Dear  C/O  

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 800.955.5100. Thank you for 
your continued cooperation and participation in the BBB AUTO LINE program. 

Sincerely, 

Edith Newton at Extension 512 

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 


I- December 31, 2012 ~ 
BBB. 
_"i'M 

 
 

CHICAGO IL 

Re: FRD1234434 vs Ford Motor Corporation lFMCU9DG6CK  

Dear   

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 
mall your position to our office at 4200 Wilson Blvd., Suite 800, Arlington, 
Virginia 22203 orfax it to 703.247.9700. 

Sincerely, 

Edith Newton at Extension 512 

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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MANUFACTURER RESPONSE FORM 
Will participate - Ip Writing k8J By Phone 0 

: . 

case Number: FRD1234434 .. 
Customer Name:    State: Virginia 
YIN: 1FMCU9DG6CK  Warranty Start Date: 03/11/12 
Vehicle year/model; 2012 Escape 
Current mileage: 10,413 

Purchased; [2J New 0 Used (rnileage ~nd d<lte of purchtlse) D Leased (terms of le<lse) 
This claim Is: rzJ IN 8TB Warranty D IN Diesel Warranty 0 IN Powertrain Warranty D Out of All Warranties 
Extended Service Pia n; lXl NO DYES 

SETTLEMENT INFORMATION 
What, If anything, was offered to the customer to settle this dispute? 

N/A 

Please Indicate the customer's response below: 
The customer rejected the offer on ---1--1__ 
The customer has not indicated a response to the offer. 

II . 

The Customer Claim Form (CCF) lists the following concerns: 
.. ','.I 

• Body/trim 
• Electrical 

• Engine/electrical 

• Engine 

MANUfACTURER'S POSITION: 

Ford Motor Company respectfully recommends that the customer's request for a repurchase, plus 
attorney fees, be denied. It is Ford's position that this vehicle has not received a substantial number of 
repairs for a single non-conformity, nor has the unit been out of service for an extended amount of 
time. The issues listed on the Agreement to Arbltrate have not substantially impaired the safety, value, 
and/or use of the vehicle, and therefore, Ford feels it does not meet presumption of the Virginia State 
Program Summary gUidelines for a repurchase award. Furthermore, it is beyond the scope and 
jurisdiction of the BBB Auto line Program to include attorney fees in any rendered decision. 

As reflected in the attached warranty history and the consumer's submitted document, this vehicle has 
not received four or more repair attempts towards a non-conformity, that stili continues to exist nor 
has the vehicle been out of service for 36':btmore days. We'find this vehicle's repair history does not 
warrant a repurchase. We are respectfully seeking a denial in response to the consumer's request.

" -, 
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OQCUMENTATION PROVIDED 

o Technical Service Bulletins 

n Recall Notices 

D Ford Field Service Engineer Report 

o Dealer Report 

L8J Other: S.t<;l.nd.~r~J:lill.ms List (Wi:lrrtlnty History) & Consumer's document 

List amount of any over allowance !negative equity; $ N/A 

To: Edith Newton 

BBB AUTO UNE 

Fax: 703.247.9700 	 Completed by: Teresa Pontillo Date: 12[28/12 

Fa!i866-567-6519 
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Any comments? You can contact 
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Location of Better Business Bureau 

Name of building (if any) 

1411 K Street NW, 10th Floor Washington. DC 
Bureau Address and City 

202-393-8015 
Bureau Phone Number (Emergencies Only) 

DIRECTIONS 

The Bureau is located at 1411 K St. NW in downtown Washington. We are at the intersection of 
14th and K street. 

From Maryland, come into the District on New York Avenue. Either 1) Turn right on K Street or 2) 
Turn right on 14th Street and left on K Street. Our building is the third on the right. 

From Virginia, cross the Potomac on 395/Route 1. Keep to the left on the bridge and bear left after 
you cross the river, following signs for Route 1. This becomes 14th Street. Follow 14th street past 
the Washington Monument until you reach K Street. Turn left on K Street. Our building is the third 
on the right. 

PARKING: There is no parking in our building. Many consumers find parking at the meters on the 
street nearby. but public lots are also available on Vermont Avenue and L Street. 

,,...,/,-,.\ 
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II
BBB AUTO LINE 

December 20, 2012 

BBB. 

• •  

 
CHICAGO IL  

Re: FRD1234434 vs Ford Motor Corporation lFMCU9DG6CK  

Dear : 

We have received your documents and your claim has been opened. Please 
review the enclosed brochure How BBB AUTO LINE Works. This booklet explains 
the BBB AUTO LINE program and contains the rules that will be followed in 
arbitration. 

It will help us to resolve your dispute if we have all of the available information 
about your case. Please send us a copy of the following with your case number 
referenced at the top: 

...x..... No further documentation is required at this time 

Your signed Customer Claim Form 

PLEASE NOTE: Your case will not be arbitrated unless we receive a 
Customer Claim Form signed by the customer or signed by the attorney 
and accompanied by proof of the customer's authorization of 
representation. If we have not received this form within 10 days from 
the date of this letter, this case will be closed. 

Repair orders relating to your complaint 

Your current registration 

Your bill of sale (purchase contract) 

Your lease agreement 

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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You can fax the documents to 703.247.9700 to expedite the process or mail 

them to the address listed above. 


Sincerely, 


Edith Newton (Ext. 512) 
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b• 

BBB~ 

Mp•• 

BBB AUTO LINE 

December 20, 2012 

TERESA PONTILLO 
FORD MOTOR COMPANY 
1320 S BABCOCK STREET 
MELBOURNE FL 32901 

Re: FRD1234434  vs Ford Motor Corporation 1FMCU9DG6CK  

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); 
* 	 Oath 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 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? 

* 	 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 deduction and any 
overallowance/negative equity/rebate amounts that should be taken if a 
repurchase/replacement is awarded. 

Council of Better Business Bureaus, Inc. 
. Arlington, VA . 22201 . Phone 800.955.5100· Fax: 703.247.97003033 Wilson Boulevard, Suite 600 
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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 BBB 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 questions. Thank you for your cooperation in this matter. 

Sincerely, 

Edith Newton at Extension 512 
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BBB AUTO LINE 


December 20 1 2012 ~ Re:W-C2 FRD1234434:  vs Ford Motor Corporation• 1FMCU9DG6CK
BBB~_51 • KROHN & MOSS AL GA IL KY KS MN MO WI TX 

10 N DEARBORN STREET 3RD FLOOR 
CHICAGO IL 60602 

Dear Richard W. Ferris: 

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 corrections or 
additions. 

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

* 	 Oath 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 out of service 
because of these repairs? 

* 	 Do the alleged problems currently exist? What arguments and facts 
su pport you r concl usion? 

* 	 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. 
3033 Wilson Boulevard, Suite 600 . Arlington, VA . 22201 . 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 t 

the amount of any reasonable use deduction that should be taken if a 
repurchase/replacement is awarded t 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 t the arbitrator will 
need accurate information about the vehicle's purchase price as well as any collateral costs t 

incidental charges and other expenses that your client seeks. Please submit an itemization of 
those fees t along with supporting information/documentation t 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 t per the BBB AUTO LINE rules t 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 t 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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BBB AUTO LINE 


~ AGREEMENT TO ARBITRATE•BBB. 
• i"i" •• 

Date: 12/20/2012 Case Number: FRD1234434 

Customer:  
Business: Ford Motor Company 

Mfr- Info: 6700 VA lFMCU9DG6CK

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 : Escape 
Year : 2012 

All parties named above submit to arbitration the following: 

* Body/Trim 
* Electrical 
* Engine/Electrical
* Engine 

The parties have come to agreement on the following: 

N/A 


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. 
3033Wilson Boulevard, Suite 600· Arlington, VA . 22201 . Phone 800.955.5100· Fax: 703.247.9700 
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BBB AUTO LINE Case number: FRD1234434 

Customer Claim Form Contact Date: 12/19/12 
Start Date: 12/20/12 

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 

Titled owner:  

Mailinq address:  

City: Chicago State: IL Zip code:  

Day phone: (  Evening phone: Cell phone: 

Fax:  E-mail address:  

SECTION 2: VEHICLE INFORMATION 


Make: Ford Model: Escape Year: 2012 Current mileaqe: 10413 

Name(s) that appears on the vehicle title:  

Selling dealer/city/state: Same, , VA 


Primary Servicina dealer/City/state: KOONS STERLING FORD, 


Acquired as IZl new o used o demo o leased Is the vehicle in your possession? [Z] yes o no 


Purchase/lease date: 03/11/12 Mileage at purchase/lease: 


First repair attempt datE;!:Q4/03/12 First re~air attemQt mileage: 432 

How often is the vehicle used Number of vehicles owned Transmission tyCr
for business purposes (percentaqe): 0 0/0 or leased by the business: ~ Automatic Manual 

Has the vehicle been in an accident/had body damaqe? Dves ~ no Date of accident: 

Description of damaqe: 

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

Vehicle Repurchase plus $2,500 for inconvenience and $2,500 for loss of use. 

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

VEHICLE INDENTIFICATION NUMBER 1FMCU9DG6CK

Lienholder / Leasing Company _____________ Phone Number_________ 


Account Number __________________ 


Page 1 
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• • 

Case Number: FRD1234434 
SECTION 4: VEHICLE PROBLEMS (List primary problem first) 

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

• 

Example: 
4/23/06 3,500 miles 5 days 

AI C won't cool properly Any Dealer, Inc. 2 6/10/07 12,700 miles 1 day yes 

Body/Trim yes3 

yes2Electrical 

1 yesEngine/Electrical 

yes1Engine 

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 

3033 Wilson Blvd., Suite 600 


Arlington VA, 22201 

Fax: i?J>~e~47-9700 
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Umanzor, Maury 

From: Hyatt, Chris <chyatt@consumerlawcenter.com> 

Sent: Tuesday, December 18, 2012 5:35 PM 

To: ILDept Fax 

Cc: Umanzor, Maury; Bridges, Michael; Herrera, Juan; loader, Nancy; Patterson, Donna 

Subject: 17032479700 
Attachments: arb packet lucas.pdf 

VIA FACSIMILE: 703-247-9700 December 18, 2012 
(With Delivery ConDnnation) 

W '\<.'\C-~
Council of Better Business Bureau, Inc. 
Attn.: Maury Umanzor (fZ.bt 2-34 L/3lj
4200 Wilson Boulevard 
Suite 800 
Arlington, VA 22203-1838 

RE  v Ford Motor Company 

Dear Mr. Umanzor, 

Please find enclosed the corresponding documents for the referenced case. We are re uestin a documents-
.~ 

only hearing (fax: 866-264-3755). My clients' written position has been stated in this initial applicatiof1"'.~... tul~~~UK£ 
refund or replacement under the VA Lemon Law and the Magnuson-Moss Act based on defects in the vehicle. 

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 tbis matter to our request. 

Thank you, 

Chris Hyatt 
Krohn & Moss, Ltd 
10 N. Dearborn St. 
3rd Floor 
Chicago, IL 60602 
(312) 578-9428 Ext 206 

1 
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--

---
---

BBB AUTO LINE Case number: 
customer Claim Form Contact Date: 

Start Date: 

Please make Bny nec;enary corRlCtlons to the Information below, RIiD.t lOr verify your VIN number 
and ltenhokler/leastng company Infonnatlon at the bottom of thIs page, and complete the missing 
information In Section 4 on tlle next .page (attach additional sheets _ needed). 

SI!CfIOH 1- CUSTOMER INFORMATION 

TItled owner:  

Mailing address:   Krohn a Moss, Ltd.; 10 North Dearborn, 3rd floor 


Q1:Y: Chicago State: Il Zle ~de:

D~hone: Evening 2hone; 3  Cdl phone: 


Fax:  E-mail address:  


SECTlON ;l; VEHICLE INFORMATION 
~----

Make: Ford Model: Escape Year: 2012 CU~lleaqe: V
,.c~. 

Name(s) that aooears OJ) the vehlcle title:   


Selling deale;/dtv/state: Koons sterling Ford, Sterling VA 


Primary Servicing dealer/city/state: same 

ACQuired /IS ~ new 0 used 0 demo 0 leased Is the vehicle In your possession? !llI yes 0 no 


Purchase/tease clate: March H, 2012 Mileilge at purchase/lease: 15 


First repair attelJll)t date: April 3, 2012 first l'eo1llr atteml2t_mlleage: 432 

How often Is the vehicle used Number of vehicles owned TransmlSSiGn ~: 

lor business purposes (oe:rcentage): 0% or leased by the business: ~ Automatic Manu", 


an accident/had b(J~ damage? 0 yes g) no Date of accldent: 


Descrlpl:Jon or damage; 


SEcnON 3: DESIRED OUTCOME (Describe what yOU wa.nt done to resolve your concern} 

VlN:IFMCU9DG6CK  VehIcle Repurchase plus $2,500 fOr inconvenience and $2,500 for loss of use. 

Please complete the mlS5ing Information In the box below and on page 2. 

VEHICLE INDENnFICADON NUMBER 


Lienholder/l.ea:!Jlng company_Nf_A___________ Phone Number________ 


ActounlNuOlber____________________ 
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SECTION 4: VEHICLE PROBLf:MS {List orimarv IDroblem first} 
Does the 
problem# of 
existrepair Ust the date, mileage, and days out of 

service fur each repair attempt new?Servicing dealer(sl attemDtsProblem 

Example: 
4/23/06 3,500 miles S days 

2 6il0/07 12 700 miles 1 day. NC won't cool [tTOoeriV Anv Oealer lnc. ~ 

SEE ENCLOSEDPLEASE 

f--... 

.. 

Total days out of service for all problems: .;:.1:.:;2:.......__ 


SIgnature of Titled Owner(s) Date 1,),-14 -\). 

I am submitting this dispute for resolution In the BeB AUTO UNE program, and I agree to arbltrate the dispute 

under the BBB AUTD liNE Aroltratlon Rules. 


Please mail Qr fax thlll completed form with Si!iIIllmi of all available repair orders, YQur vehicle 
registration, your sales IlIgreement Dr lease agreement, and any other relevant documents (e.g., 
written correspondence with the manufacturer, etc.) to: . 

BBBAUTOUNE 

4200 Wilson Blvd., Suite 800 


Arllngtan VA, 22203-1838 

fax: 703-247-9700 
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Inslall 4 pic reverse AIO sensors per Q and 
A 

Eng cui ort 2 times battery and oil light oa ? 

Front center bumper facia loose. will 1,021OS/25/12 resae? 

Froot grille piece fell offl no 01 required per 6,27907/11/12 
Ford 

Electrical 


Engine/Electrical 


BodyfTrim 


BodyfTrim 


InspectionMulti point iospecllon 

Inlermittently stalls while drMng I very10105/12-10/10112 
 10,413 
 Eleclrical

intermiltent 

Multi point Inspection Inspection 
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BUYERIS ORDER 

MARCH 11. 2012OATE 

~RC~ER'E·~~S~A _________~________________________________ " ______
FUL!.MME _ 

/ <'jL. ___INITIAL 

GErCo H9S07!H52 (800} 841-3000 
FOR"AS IS" SALE ONLY: IUNDERSTAND THAT THIS VEHICLE IS BBNG SOLO "AS IS"WI1'H AI..L FAULTS ANP IS NOT COVERED 
BY ANY DEALER WARRANTY. IUNDI:RSTAND iHATtHE DEALER IS NOT REQUIRED TO MAKE ANY REPAIRS AFTER J BUY 
THIS veHICLE. I WILL HAVE YO PAY FOR ANY' REPAIRS THIS VI:HIClE WILL.. NEED. (Sl:~ fFl8 ON REVERS~ SIDE)

,:7
DA~~.____~_______ SfGNATURE~______________~____________________ 
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VIRGINIA MOTOR VEHICLE REGISTRATION 
TiU. rflfmb.r V~~ hiontlflnd'

lFl'lOU9006C
O&t. h.!o~<f$ 

OS/21/12 
Pla'. Nu • f 

STELRTD 
Phllt. Typ• 
,PA 

Vah'ci. M~o MtI>4*t 80.dy y.ar Cvtof 
FORD ESCAPE SPORT I.TnLITI 2012 lILX 

PU«(t)au Date Odornaler at litHn", u~ at Reg £W aW GIIWA GCWR Unit II 

.JC31J1/l2 (lOOOlS ACrUJ\.L N 3441 

RES':roN VT>. 

-r~ 

lJST#: RJ769l0 

FAIRFAX C01.llm 

OM\( verlflo$ In.",,,n•• coverag... of all ,,,gl.tered v"hlel.&. If you ¢IIheel your Insuran .... notify OM\! and return 
th" Ileense pletes, If you do not notily OM\(, yoW' drl.",'. IIcenn will b .. suspended end ~II 01 y()tJI .ettld.. 
II.e"." plat•• will b. ""collod. . 
This cord must b. <,,,,,ied In the motor ."hicle when in oporatlon but dO$$ not permit holder to OI><>ro,,, a motor vellier., 
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Wher!You're; Talkin' Great Servlce, You're Tllikio' 

~OONS STERLING FORDP& A CODE 00031 

46869 HARRY BYRD HIGHWAY 
STERLING, VIRGINIA 20164 

(OttGIC(~lAPPI'I\OfI'!If&il>iE:1O)G . www.koons.com 
SERVICE: (703) 444-5750 L1~=jll~"!i 1=..,.. I 

(703) 444·5751 
METRO: (703) 450-4860 

SERVICE HOURS: CASHIER AND CUSTOMER PICK·UP 
MONDAY THRU fRIDAY MOHDAY1HRUf'RIDAY . 

7;30 AM 105;00 PM 7:30 AM TO 7:00 PM 
. SATURDAY SATURDAY 

&:00 AM TO 5:00 PM 8:00 AM TO 5:00 PM 

CQon~cthm TE:rt ~,Ht; STAHLlHG I1JkltlG nsr DRIVE,nRSTID EEC,l-lO DTCS NAR 
FRE3&I<T .CIli:CK£" <'!ISIS AND TS!;S, roUtlO 1:()riH~G rtR'I'AIIIIIlG 1'0 
COfIC&lUl. 
T4cr. T.ll: CAAffiftr.... atNJA 

COlli,) COL't : U 

!J!iJl. ''X'L'~ ; .: 

If Y""u havQ any 'lue.tlon<J - ple<l;). ~IS' .JOSEI'H R BOPOOtl 

pj.g1\S£ 'fM& 1M>; 'l'VIl: TO !lE8ret111 TO F(lRD 

HO'l'OR COiPII!IYS SIJRV£Y Ol\ !'HOMS CALL 

UMlTEQ WARRANTY 
12'MOH'Ilt$OR n~.OdO:MJ...ES 
WHlCtfE\I15R eoME$ fIRST, I ACKNOW-EOGE RECEIPT 

PLEASE RETAIN THIS COPY AS YOUR SERVICE RECORD. OF THE PARTS AND LABOR 
ANY ClAIMS OR ADJUSTMENTS MUST BE ACCOMPA. LISTED ABOVE: 
NIED BY THIS INVOICe. 

ORIGINAL 
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Whet) ~l/r~ )'aIkin' Gre~t Servic~f Yqu're Talkin' 

KOOMS STEJtLING FORD
P 8. A CODt;: 00031 

8\.1", TOTI\L I ~llO~KCE rU6PR'GEOI~'1 

(C~!lct(~)API'I\OPJW,TEaoltJ 

[ IC1.IIII.IB
ftEllIEW ]1 1=~~r~11 

C S 
III;!ITs tlllON - .!..

.....1I<Iri."'81'...IIri/llldtlolA 

I1i8SRI;C, 

1:l)!>T 
m-~I: 
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llXIe INHl'lLED I\CCR\J~O MII.£iI"" Ofl ...... M R.O. HI.fo8EII 

MO, .I OAy.. 1 YII l>IO~ 
NO ~ 

J 

.46Bei HARRY BYRD HIGHWAY 
:StERUNG. VIRGINIA 20164 

www~koons.com 
.' SERVICe: (703) 444-5750 

(702) 444-5751 
:,' . 'MeTRO: (703) 450·4861) 

SERVICE fiOURS: CASHIER AND CUSTOMER FlICK·l:]P 
MONDAY TIiRU FR·IOAY MONDAY THRU FRIDAY 

7:30 AM TO 5:00 ~M 7:30 AM TO 7;OCi PM 
s~twROA,!·. SATURDA't 

S;OO AN4 'FO 5:00·.PM a:oo AM TO 5:00 PM 

cor~~t1o~ R~PLACE ~~ROTT~ BODY, RESET ~~ ~ND RE~ROGRAM ~aK WITH 
UPDA'l'F,;D SOM'I'1ARt 

31- 1 EloDY / CHMSls ( EL~C'l'RICAI.. (Bet) - T£ST 
Sl  2 EXTM 'I'I~ 'to REPEAT FINAL QU:tCK '1'£ST 

Sl 3 OODY/CH}\sSIg/~t.EC'l'RrCAL • DIAGNOsTIC PIN P01NT TE$~ 

$1 - 1 IGNITION s)'STEt'1 - DIAGNOSIS 
51  5 UI) REC0RDE.R/MoI'IITOI't TEST \iITI:l ROP..O TEST 

t'''Irt<l hIt N\JJIIb9r 001 Note. Oel:c.tiptioh .. 

FMC D:r'lz !lE92G l\. 'f}ll\.OTTLJi BODY' ~tlt!}!P 
Part3: Ccun1: lc.OO Al.lQlolanc,", 63,44 .:... ,. 

T~e~ t33 CAMPB~LL, BEHJA . '. . 

fP DS1Z9E92S11 

R"\ldr Ty~ 01 V1~1t 1 Cod'?!! - 1'~g, Esp 

conCQtll Ha WARR LoANf.R Cl\R 

C'or.t'b"l:iion (l 

r3J CAM~B~LL, BEN~A 

blM1UB WABAANIY 
12 MOlI/tHO!;lR 12,000 MILe$ 
WHICHEVtrR COMEl!; ~'AI;lt. 

Pr..EASE RETAIN THIS COpy AS YOUR SERVICE RECORD. 
ANY .CLAIMS OR ADJUSTMENTS MUs1 BE ACCOMPA

.
C014P CODE I ~2 . . ... 

CONO CODE: +2: 
fML COD!;; , 42'· 

.. ;.. 

I ACKNOWLEOGE RECE1PT 
OF THE PARTS ANO LABOR 
LlSTl;;O ASOVE: . 

U( 510. 

12""tD::<1 
12{",104S 
12(·!jOT;l!j,5 

126'\OD81 

'~'lt.y 

l 

6.0 

'1'33 0.2 
T2~ O.~ 

'1'33 0.3 
T:33 0.3 
T:i3 0.$ 

Sell 
B5.114 

Subt;otal 
MR,:g l';qCE 
MEC~:AN:rCAL IAl30R 

TO'tr·.[; CHARGE FO'R Co.:'lCERN 

opa, "tion 
W1'.R 

Tach Units 
't'~3 O. (l 

J. 9.1'~ 
!:l,SS 

211.1)5 
28.6& 

47.'5 

as.!U 

149.28 
18L4~ 

:~30.?) 

XL-~_____~~________________~ 

NIED BY THIS INVOICE!, 

ORIGlI1AL 
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Polley Tc~J 56.16 open Dam 10/02/12 tnvo!I:9 bata ;tOI02Il~i 


Note roro!o F1.VIR 

Lo\bor Lir'El 
ope-.atlr.lt\ tlTlltE 

2U? HcA.rs ,.t!dl2 HQVnI 

MUt,TI POINTlNSPECTIlJIIl . 
, ,: ~::'I 

...1Corrp-ct!Of! TrRES OK 11.17/32 O~ GREATER 

. ; 

10413 

PE13-003.4 000875LC

http:ope-.atlr.lt
http:M'I!I.1i
http:PASsEDLD.6D


______ 

Rq:JA If CJrmr I'!l!!trlry 
. . .. .. . ........ -"._ ..._ ..... _ ...--_....._ ........ __._...... - ._..... - ...r..... T ....... -·Z'.·r---····..···_···········".· 

P.o1i. VRC :li...~!. CuslDmarCl:lrlall'n .. ,1:~N~, Ted'r .t~ __ ,.,..r:,,~D~; Ad-! A.: 
t;;......;,Yl~W.:Ji,;..:.;~;;...~~.~·..·. !~~Xt§i~~~~.IM~~t:iiib~~~~~tl~::.'1.~ 

!IN eoDY I o-tASSTS ! ElECTRlCAL t\lCE) • TEST rn 10110/12... 10413 Po6 i 
s1·~ SlC"tAA "I'lM!i TO RePEAT F\f'W. QUICK TIUT T33 10/10/12... 10413 pal'! i 
51'3 BODYjtHASSlSjaECTRICAL" DlAGNCBnC PIN POINT T." . T33 lOll0J12.~ lO~13 Foe : 
51-4 IGNITTON 1/12... 10413 PD6 
:51-5 Pto ItIi~OE /CHASSIS/ELECTRICAl .. biAGNClSi1C PIN POM reT 1.<... 10413 .PIl& 

60 WAAltt..OANIiR: (:AA T:a!l l.Q/llJta... 1D413 F'tI& 
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Wlw;n ')bu're 1hfkfn' Cars, 'YOu're Ttllkln' 

KOONS STERLING FORD 
46869 HARRY aYRD HIGHWAY STERLING, VIRGINIA 20164 

(702) 444.5750 (700) 4S0-4800 

? & A CODE 00031 


PLEAS; RETAIN THIS REPAIR ORDER AIilCliIPT IN VOURvJ;;Hr¢LE f:t0f( MURE MAI~NANCE ReFStdINC5. 

F'AATS AND Lt.OOR AAl!. GIJARANTEED AGIlINST OEFEOTIVE: WORKMANSHI!, OR ,"IlT$. 


LlMITJ;OWrARRANTY 

CUSTOMER'SRICilIiTS 


'fES__ No.
1. \l",I"",.,"'.I. MjII<..:.j ",rl.Ii'IIOl_'" ...a"~J 
:t o.you"""" .Yofl!l", .,,1III0I0_1!_ 1~1 \'1lL.- WO-.

3. ""''''''' ....,... tt..III1omoY .. '''''t;HII6I.,nth"'1rrn. ... 
......1I.11lI.'*""''''....... _In.V'IM00II. 


'te$---_.. ~",,,,,,""fo' 100001MIllr"P't,w, 

Q'AtI!1I CON'I'IICl'EO O...TI1 ____ OtlPI;l!8CN OTEt.E'h>!ONE 


-


ORIGINAL I:SfIMATe 
(l'Af(ts & LABOR) $ 

RI!PLACIl!D PARTIl 
REQUESTEtI BY CVSTQMI!R 

Al1THORI~e.D 
AOOmQNS $ DYES DNO 

TOTAL .$ ALL PARTS ARE NEW 
UNLESS 01HEAlMSe INIJfCATED 

IWl>trlQNAL REPAIRS OK'D rI( 
SERVICE INsfALlJiD PARTS 

X 
OAr~ JliME: 

MOIfTH I MY I YEAR I A¢C1\IJI!t>MfLl!AGE 

WARR.\NTY WA, -F1..C ~l 

Home: 
Wo.t:k: 

2S.t>MAIN'J:' !.$ - MFG BXT SVC 

CIJSTOMl!il\1'AY CA - C1..$l't DUm 

Any WIIfranli •• on me ~re<lvm. 'QI~ har.by "~tI\cI" "",d~ I>v 1lIa Th. ~~Ul!f M'oby "XP"'&~ <Ii..,illllllf all .... '. 
. 	~nlla... oHMr QXj)ree~ or ~11ed, including MY /ttIpliod WIll_tv trf mwoilallbb/!iIy or 1lI~.... tor R partle"I., j>UfI;<lJe••nd tl1~ 

""lin! MMer ,"UJYl9a nor aulhorizl!6 MY O!h~r p!!feOll ID A55un1e lOr ~ onV IWbrlty ill _nec!l6~ ,,;tn tho. &11" af SDld pro<! "'"'. 

TE~M$: aTRU:m.YCASH UNu:sS AARANGEMENTS MADE; 

"I h~h>,,! aulhoriU' In .. r&paw"","", h~"'ln_f so! forth '" "" dono g"'''iI v.i!h th" n_36~1y merton.1 ~"d "9"" tIlalyeu ~r. qat 

J'II!p<In..blq 10r.10&. or d"mlllle to vahlcl, or ~1IIcItK 10/\ r. .....11101.. In caMd fino, tMttor ally "'her eaU&b baYQlld yOUt _hoi 0.' 

fur RIlY ~(!IaVIl tII""od by UMYQII.b/lltv o1l"'rtlI Of del.ys '" ""ria oItlpmia"'" ~y Il\al"!lpller Q/' """'jlQItl!!. I I\omby gran!)'OU 

AndlO' vovr omploy~~ pormI••lon 10 o".nrtJt lI!b vohlob hnr> dH<m~~ 00 &ttl:<!!$, hli1J1w.lY:\ Q' I'kev.ilttr<l lorlll. pull'."" d 

::"ei!.~hdfDr 1n!O!)$elion. M ..,XprMS m_.n""& lio.l. herobY ~m<>Yol8d~e~ Dn obQv.. vehlda '" !ObeV/. tho ~_""taf "'p""" 


CUSTOMER'S SIGNATURe 

PE13-003.4 000878LC

http:hli1J1w.lY


Krohn & Moss, LtJ. 
~, ~,FIomJ..llliai>U.k.s- Miru.NOt., Mi.IIOarY. NortA c-Iw. 0lJi", w DC)............... w~ 


.M.tm OiGotI 

10N. D~r.u St; r F1. 


CIHoa,ro; lllinoia 60602 

"""",l::mIu:ut.ndmOllIl,com 


W.r.itN' DiNctNu.mJ.-. 
(8M) 767..1800 	 Writer licensed to practice 
WntN~DiNctF.-imi/(I 	 only in: 
(888) 261-6228 Vitginia
WntN6 DiNctE-MAil 
:ndem,@/eni~.com 

Decemher 13, 2012 

Ford Motor Company 
Customer Relationship Center 
16800 Executive plaza Drive 

PO Box 6248 
Dearborn, MI 48121 

RE: 	  v. Ford Motor Company 
Vehicle: 2012 Ford Escape 
VIN: lFMCU9DG6CK

Dear Sir or Madam: 

please he advised that this office represents the above-named individual regarding claims against 
your company pursuant to the State Lemon Law and/or the Federal Magnuson-MoBs Warranty Act with 
regard to the above-listed vehicle. please direct all future contacts and correspondence to our office. 

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. 

Pursuant to 15 U.S.C. 231O(d), you are hereby notified that any settlement made with 
our client requires payment of our attorneys' fees. If you settle directly with our client and do 
not rn.ake arrangements for payment of our attorneys' fees. we will file suit against you. In 
addition, you are hereby notified of our attorneys' lien. 

There are numerous defects and non-conformities present in my client's automobile for which 
relief is sought, and numerous attempts to repair the vehicle have been unsuccessful. These defects and 
non-conformities include, but are not limited to: 

1. Defective engine as evidenced by repeated stalling; 

2. Defective body and trim as evidenced by loose front bumper and grill; and 
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Page 2 	 December 13,2012 

3. 	 Any additional complaints made by our dient, whether or not they are contained in your 
companY'1l records or on any dealer repair orders. 

The defects and non-conformities listed ahove constitute a substantial impairment of the use, 
value and/or safety of the vehicle. Because of these defects and non-conformities, my client has justifiably 
lost confidence in the vehicle. As one court has stated; 

For a majority of people the purchase of a new car is a major investment, rationalized by 
the peace of mind thatflows from its dependability and safety, Once their fa.ith is shaken, 
the vehicle loses not only its real value in their eyes, but becomes an instrument whose 
integrity is substantially impaired and whose operation is fraught with apprehension. 

Zabriskie Chevrolet, Inc. v. Smith, 240 A.2d 195. 

Concerning the amount of grief a person must endure, one court expressed the consumer's lament 

in the following manner: 

There comes a time when enough is enough - when an automohile purchaser, aHer having 
to take his car into the shop for repairs an inordinate number of times and experiencing 
all of the attendant inconvenience, is entitled to say, "That's all," and revoke, 
notwithstanding the repeated good faith efforts to fix the car. Rester v. Morrow, 491 

So.2d204. 

My client's repair history clearly shows there was a breach of both written and implied warranties: 

based upon the generally accepted rule that an unsuccessful effort to remedy defects found 
to exist renders the warrantor liahle; 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. Kure v. Chevrolet Motor Division, 581 p.2d 603. 

Therefore, you are hereby notified that my client is revoking acceptance of this vehicle. My client 
has directed me to demand the cancellation of the contracts and the return of all funds paid towards this 
vehicle, including any trade-in value given, aU collateral charges, finance charges and incidental and 
consequential damages. 

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 ahove, plus expenses in handling 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 damages. Moreover, my client needs 
return of the monies listed above before a substitute vehicle can be acquired. In addition, any attempt by 
you 01' your agents to repossess the car will be wrongful and may subject you to liahility for conversion and 
for wrongful repossession under Unifonn Commercial Code §§ 9-503 and 9-507, as well as any other 
applicable remedies. 

If the seller or, if applicahle, the assignee, or any creditor subject to the FTC Holder Rule has filed 
a financing statement covering the goods, I demand, pursuant to UniforlTI 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 obligation. If you 
do not fUe a termination statement within ten (10) days and cooperate in removing the lien, you may be 
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Page 3 December 13, 2012 

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 avoid any litigation, my c1ient merely requests a refund for the defective vehicle, plus payment 
of our attorneys' fees pursuant to the fee-shifting provisions of the State Lemon Law and the Federal 
Magnuson-Moss Warranty Act. Our attorneys' fees are minimal at this stage and we would prefer 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 quick resolution of this 
claim. 

Accordingly, if you wish to resolve this matter amicably, please feel free to contact my office. If 
the matter has not been resolved within fourleen (14) days from the date of this letter, a lawsuit will be 
filed. 

Richard W. Ferris 

Attorney at Law 
Of Counsel to Krohn &Moss, Ltd. 

RF/tm 
CC: 
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CONNORS AND SULLIVAN 
ATTORNEYS-AT-LA W 

PLLC 

7408 Fifth Avenue - Suite 2 
Brooklyn, New York 11209 

(718) 238-6500 

110 East 59'" Street- 23rd Floor 200-20 Northern Boulevard 79-09 Metropolitan Avenue 12S0 Hylan Boulevard 

New York, New York 10022 Bayside, New York 11361 Middle Village, New York 11379 Staten Island, New York 1030S 

(212) 737-2700 (718) 22S-7200 (718) 238-6S00 (718) 238-6S00 

Michael N. Connors Elizabeth J. Becker 

Giovanni P. Silvagni Kerry D. Archer 

Renata Landskind • 

Terence J. Ricaforte 't 
May 15,2013 Edward R. Dorney, Of Counsel 

Domenick Affatato, Of Counsel 

Joanna Gwozdz 
Ida Como' • Admitted in l'Iiew Jersey 

Lau,·.n M. Ahern • t Admitted in Florida 

Alan Roger Mulally, President 
Ford Motor Company 
One American Road 
Dearborn, Michigan 48126-1899 

Dear Mr. Mulally, 

I wish to bring to your attention a matter that I believe should be resolved. My brother-in
law, , purchased a Ford Escape (infonnation attached) in March 2013. 

His 17 year old daughter was driving the vehicle when the engine suddenly died on her while 
traveling at 60 miles an hour (narrative attached). 

The vehicle was taken back to the dealer. A diagnostic review found nothing wrong which, 
according to the dealer, means the engine failure did not happen. 

The Pegues Hurst Motor Co., were not listening to the facts of what had occurred. 

We ask that your safety compliance unit review the situation and ensure that the vehicle is 
safe andlor take appropriate action. The question of safety is at issue and a serious safety issue 
should not be ignored because a diagnostic review could not tind the problem. 

Our entire family has great respect for the Ford name and products. I hope we will not be 
disappointed with your response. 

Very truly yours, 

MICHAEL N. CONNORS 

MNC:lt 

Please Refer All Correspondence to the Brooklyn Office 
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Letter to Ford 

Buyer: l 

Year/Make: 2013/Ford 

Model: Escape 

VIN #: IFMCUOG91DU

Drive off the lot price: $ 28,745.00 

Date of sale: 3/11/2013 

Turned car in for first repair: Approximately had car for two weeks, and none of the voice commands 

were working right. 

Turned car in the last time: April 25th 
• Has been at Pegues Hurst Ford since that time. 

Description of what happened:  was driving west bound on Loop 281, in Longview, Texas. 

She was approaching the intersection of Loop 281 and Gilmer road (red light). She was slowing down 

because the light was red. When the light turned green, she started to accelerate again. It wasn't long 

after that, when the car lost all power. Abby said that both of the needles on the gauges went to zero 

and all of the dashboard lights went out. The accelerator would not work. She immediately turned on 

her hazard lights, coasting through the intersection at Gilmer road, making her way to the far right lane 

(there are 3 lanes of west bound traffic) and into an Exxon parking lot. The only light that she saw in the 

dash, was something about the transmission and the letter P. It wasn't there very long. When she came 

to a stop, she put the car in park and turned off the ignition switch. She sat there for a moment, and 

tried starting the car. It started on the first try. 

Carried car to Pegues Hurst Ford. We received a loaner for Abby to drive. A few days later, I received a 

call from the salesman who sold us the car. He stated that the service department had not found 

anything wrong with the car. I told him that I wanted him to start looking for another Escape, exactly like 

Abby's. (Color, engine size, internal features). I told him that I was not taking that car back if they 

couldn't tell me what had happened. He said he would start looking for one immediately. I didn't hear 

from him for a couple of days, then he contacted me and said that he found one in Temple, Texas but 

that there was the issue of paying (200.00 dollars I think he said) to get the car to Longview. I told him 

that I didn't feel like I should be paying that. He said that he would keep looking. Soon after that the 

salesman (Chris) texted my daughter and told her to bring the rental car back, that hers was ready. Abby 

called me, and I said no. I was in Tennessee on business, so I called and talked to the sales manager 

(Jim). I told him that my daughter was not getting back in that car if it was not fixed, or if they couldn't 

tell what they had done to it. I told him that this wasn't a blue tooth problem or a radio problem, but 

that the car died on my daughter in the middle of a three lane loop. It is a SAFETY issue. He told me that 

r ~nnonorf it 
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there was a black box on the car, kind of like an airplane. He said if some like that had happened, it 

would show up on the black box. He said: "My service men are telling me that there is nothing wrong 

with the car, your daughter is the only one that is saying there is something wrong with the car. 1/ I 

replied, I cannot believe that you just called my daughter a liar. I told him that I was going to write to 

the local paper about this situation. He said, "Well you have to do what you have to do," He said that 

we needed to bring the rental car in now. Once again I told him that my daughter was not getting back 

in that Escape. He called me back later and said that the service manager was going to drive the car to 

his home and back, to see if he could find anything. 

When my wife talked to the service manager the next day, she asked him about the black box if it 

showed anything. He stated, "Well from what you told me had happened, that your daughter had lost all 

power to the vehicle, nothing will show up on the black box. It has to have power to work." The service 

manager's name is Doug, and he was very understanding and considerate. He said, "I don't blame you, I 

would n't put my daughter back in that car either". 

Chris (original salesman) asked my daughter if she would come look at the two other Escapes that were 

on the lot, to see if she wanted one of them. She did not like the color of either one of them. My 

daughter finally told me that if she couldn't have the Red one, that she would take a black one. I talked 

to Chris and asked him to start looking for a black one. (I find it hard to believe that we are less than 2 

hour drive from Dallas, Texas, and they could not find one there.) Meanwhile, Jim, the sales manager 

told me that it would not be an even swap.  car was now considered a used car. 

TRADE IN VALUE for the ESCAPE: $22,500.00 

Amount my daughter lost on her car in 6 weeks: $ 6, 250.00 We only had the car in our possession for 4 

of those weeks. 

My daughter had this car in her possession for less than 4 weeks. I had set up an automatic draft from 

my checking account to pay for this car. First payment was April 25th
, the last day that my daughter was 

in her car. 
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No. 6280 P. 1May. 30. 2013 3: 19PM PEGUES-HURST MOTOR COMPANY 

PEGUES-HURST MOTOR CO .. 
200 Spur 63 • P.O. Box 3686 


Longview! Texas 75606 • Ph: 903-758-6211 


FAX TRANSMITTAL FORM DA~o;f-'PAOB#IOF ~ 


TO: iJ~~ FROM: "-kat! 

FAX: .8'" "'<l??:- 9"'gf7 FAX #: 903-232·2S90 

PHONE #: ;J/3 -~.. 'Y7~ PHONE #: 903-758-6211 

BMAIL=~~__ 

~UROENT _FOR REVIEW _PLEASBCOMMENT _PLBASEREPLY 

MESSAGE: 

THANK YOU FOR YOUR. PROMPT REPLY. 


PE13-003.4 000886LC



(DATEJ 

May. 30. 2013 3: 19PM PEGUES-HURST MOTOR COMPANY No. 6280 P. 2 

CUSTOMER #: 27612 134174 
PEGUES-HURST MOTOR CO. 

"'ACCOUNTING'" 200 Spur 63 a P.O. Box 3See 
Longview. regs 7Seoe D Ph: 903-758-6211 

tJ'O'PLlCATE 1 
LONGVIEW, TX P~B 1 
HOM  CONT:N/A 01 ** 

CA'O'SB: HPJ' ... , ". ' .. :I.: ,.::. , • ~NP1i1ll¢l!PRO'tiBM:ii~·!:A1'··:~,:tS.!;~XMl 
835 WF 0.95 0.90 3015 7674 76,74 76.74 

.. ;.l?C. Aa·6,:ei2:::P.l\RT#.'~:>NP"·:·Cc);)TJmh. .. ··0 .•.. :. >/;:'0' IJ:'PAATS . 
Ot.AIM TYPE:

:::.,Am;tOOB'r;· ,'" ',':'.: .,.: ., .. 
... .. 00443. ". .. . .. . . .. 3015 .. .7674 ~OR 
1$44eOULD NOT .VERIPYt1!K SO',.,.ARE liEVEL-Ct:1R:UNT 12215, IDS, CX FOR 
CODES-NO CODES, CO'O'LD NOT VERI,Y CONCERN 

Eill'OG' lMUtT:i:i..POl'NT. ';l!ifSPBC~ION .mORT; CARD 
99P PORD MULTI-POINT INSPECTION REPORT CARD 

'.: I: :.:::'ii.: . : .. ;:·i.::8:aSi;~'i;CP.::;::io,:~~.:l:;:::G7QQ;::<'·::O >';.: :0:::. 0.00 . 0.00 
GBATT BATTERY CONDITION IS GOOD 

i :,;,:;~ iii,: ij:i;!!~:)'S.~ :i'!~::;¢f'!!': O:tiQ'p;! !.HHoo,r';';;::.::: :0'.. '.:, ····0 : • 0.00 0.00 
GSK BRAKE LININGS ARE OK AT THIS TIME 

. ./(' ;";:::8~:~: :.:;:: :dp:;~f;i·o':;io:(F',i.l'iA;Oj; ;'·;:·:..0"" ....':. 0 0.00 0.00 
GTIRE TIRE TRlilAD AND WEAR IS OK AT THIS TIME • 

.,' ':'::' ···;!'8.35.·;':.:Ci!':1:tA)Oi·"o~6;O·.·· .... 0" . 0 0.00 0.00 
644 REPORT CARD REPORT CARD 

, ". :'.:,', ... ,''." '.: ' . "" 'I,,' "' ': .. ', , , I ,.;, i':: 

DATE START FINISH DURATION TYPE TECN LlNE(S) CRG 
03 ~:a8"13:.· lS[': 11":.:::16 ;;.0'8:· '; '. :.; :cLi..lJ::":' 'W': . 8.3S\' " . ' A. 

!. .,; .16 0 13 ,,: .1.6?~; ... ~ ...04 w" ,.835 ..:< .. B 

ACCOUNT SALE COST CONTROL ACCOUNT SALE COST CONTROL 
57"a!Qifi.">:1:6~:4i, :::~;:,::::':3:Cl~·a-·" ,.::::'.. ···.,'·:s1;006· : . : : Q '..' ·0 

~~~~o_ 767~ **~**ww 10100 0 ******* 


',.; ;.! .. " , :,' ',:!. :,. , :;">:'. :.. ", ;', :;';" .,,', 

. ,.,," . '::1'-" . 

." 

" ":'1"'" I 

COST SALE &. COMP TOTAL 
ON B~HAU' OF 8~VIOINQ DEALER. I HEREIY CERTIFY THAT THE 
INFORMATION CONTAINED HEREON IS AOOUFlATI! UNL.ESS O1'I1ERWlSe 
SHOWN. SEFtVIOES DE8CF\I8EDWEAE PEiRFORMEDAT NO OIiltFlGI! TO 
OWNER. THEN! WitS NO INblCATION FIIIOM THE APPEAAA.NCE OF THE 
VEHICLE OR OTHeRWle~. THAT Nf'f PART RI!PAlREDOR REPLACED 
UNtleR me CLAIM ""0 BEEN CONNeCTED IN ANV WAY WITH Am 
ACCIDENT, NIiGUc:lENCI; 011 RECOADS SUPPORTING THIS 
CLAIM ARE AVAIWLE FOR t· FROM TMl! CAT! OF PAYMENT 
NOTIFIQATION AT THE SEA INti DeALER FOR INSPECTION BY 
MA.NU!=ACTUReR'S FlEPIIIESENfATIVE. 

I PERSON 

z.cCOtJ1Q"1'IN'O COpy 
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May, 30, 2013 3:19PM PEGUES-HURST MOTOR COMPANY No, 6280 p, 3 

CUSTOMER #: 27612 

LONGVIEW, TX
HOME  CONT:N/A 
BOS: CELL:  

. COLOR VEAR ~AKEJMODE1.. YIN. UCEN8E 

RED 13 FORD ESCAPB 
DEL..CATE PROD. DATE WARA.EXP. PROMISED 

lPMCUOG91DU  
PONO,' RATE PAYMENT 

llMAR13 DI: 11FEB13 18:00 OBMAY13 
ftO.OPE~ED FlEAOV OPTIONS: STK:73613 

TRN:446_6-SPEED_SELECTSHIPT_AOTO_TRANS 

CASH 
ENG:2.0 Liter 

135207 

*ACCOONTING* 

DUPLICATE 1 
PAGE 1

** PRE-INVOICE ** 
SERVICE ADVISOR 

PEGUES-HURST MOTOR CO. 
200 Spur 63 II P.O. Bo)( 3888 

L.ongvtew, TelCas 75006 II Ph: 903·758·6211 

232 LARRY E HARRIS 
MILEAGE IN lOUT TAG 

1 ""5/1886 rr4199 
INY, CATE 

10MAY13 

06' U 10MAY13 
LINE OPCODE TECH TYPE A/HRS S 
16: 40 25AP1U3 

ImS COST SALE COMP LIST NET TOTAL 
A>CK. pOll::na,LOsel'OWiR AND'·Mtt; aAGBS ... -NO ·POWER--P:oliLlSDOVER. TtJRNED KEY 

OFF AND BACK ON REGAINED ALL GAGES AND POWER 
CAt!J'SE: .NPlI' . . 

NPF NO PROB~M FOUND AT THIS TIME 
• <, ':i;835 ":'::Wr'::il'~;O:5'i'::CO;O';:33:5b .;a:527 .. · 85.27 85.27 

FC: D42 82 PART#: NPF COUNT: 0 a TPARTS 
." •,:'cLiA:rM::TYn~':: ". :;:,;:<:'!,:;:;.; .. ::' :.::::'::;" .', 

AOTH CODE: DDDR4 
:::::::: ;O:~~:43~;:: !~!:i:::;;;::·.: .:::':'::::Y:,i' .. ', ::.i: ':.:".:::;::;:; .: :::!: '3:35 Q::t:: :,:"B5i2Vi'·TtABOR· "':' ;" .. 

1665 COULD NOT VERIFY ROAD TEST, CK FOR CODES-NO CODES, CK TSB AND 
$SM4NONB.~;:c~!.'~mij,~:::A:Ntl:::MT.TI.RYtiW$i_¢Jt.:' 'c~' :jODY:' CONTRrJL !MO.DrrLB 
CONNECTIONS AND GROUNDS-OK, CONTACT HOTLINE-TOLD TO DUPLICATE CONCERN, 


;;¢6$.fj.' :i'lOT: t!UfIIt.CA'i:Blv.EjI"~j;,:~eH.,: :.: :SH05i'::roaSHAN.:;;: :S'E~V.ti:dB: :~1LGllt; ANJ:) P&S 

DIRECTOR ALL DROVE VEHIC~ WITH NO ISSOBS. TEST DROVE VEHICLE TOTAL OF 


';~·2·.~ :"MTT'III"cii!·':. iTW."oiI:b:r.·...::i~:.i·D·::-'Il.'I!/i!oioi,'i1;,ji.• , :Mt.i:V:;C"·o··:u/i;;'Ii.!i.i'S:;··;:N""'lI'J"':ON' ~. ·~·T ....'.,t:::""" t! .SV:wrc 
.. ~: ~; ..1I~1,'IIf~ IIiOl:,.:· :U~"IAQ:.a:J.CIi"":+'~, .... ~~~........'-"'+!~ .,""'''''', .,' '~.~~n;&,~,:I::;" ,P'~: : :~ .. "'~ nftG '4.-' 


RELATED. 
a:; :Ck:J!.OR :'ismci::. PAlliS:;:~'!1ib6sit 'comcifIoN' ;AT .TIMB'S':· 
CAUSE: NPF 
;:;;: ~ :::iN:Pl"i;NO ;plto:Sl:i:BM::.:F.o.tJim· 'AT:.:·tHIS·' !rIMS.··· ".'':: 0;'" •. ~: . 

83! CP 0.00 0.00 0 0 0.00 0.00 
.,:tEl6S:N'Pp·:DJiti}NO'l' :·.V'BRl'll'Y': 'WHltt!L.lI~ ·i.SHOP. <'taCH ,s:lNC' !PHONE :ANti··ALIi 

FUNCTIONS WORKING AT THIS TIME. NO PROBLBM FOUND. SERVICE MANAGER SYNC 
:'P.SON.Mi·DKO%P··Am) .:rQ.D!i .:dALt ,]~:C1l'H.: VC:ICB iiACTWATION~; ALL ~C1'IoNS 

WORKED AT THIS TIMB. 
~! .tOR.b:;MU]/l!:l::~;POM'i:;INSP:EOTIQ~;':W¢~'i!: :CAlU), •.•...... ;, 

99P FORD MULTI-POINT INSPECTION REPORT CARD 
... ' .". i:::'.'::::!;8:j:5+~;·:.',C~; ;'::;Qi~:o'6::: ;.(h~ ciO·::.'! if· 0 . 

GBATT BATTERY CONDITION IS GOOD 
• :,." •• ',.1 • ,:: ::::: ""':::83~'::':::'~:~:'!~~ ';:::::,o~~j!) Q::i,.~ io·~,'·o·o· ;': :.. ' 0:' : , .. '0 . , 

GBK BRAKE LININGS ARE OK AT THIS TIME 
. ';: i :'.:'8:a~,; :.;:::¢~ : <!.t:l:'.: otl:' :::::Q,:~ 0'0: :;.':::.:: :0. :.: . • 

GTIRE TIRE TREAD AND WEAR IS OK AT THIS 
::, . ./.; '.:;i.:;· .. ; i:i'::$~~5,'.:::;.':~P,:~;::: 0>0.0: :;::'(h!Qlf:' !:; ::::i'O'·:· .••. 
1665 PERFORMED INSPBCTION 

.. ' (i'.' ' .... ,' . 

TIME. 
'0:: 

'0.00 0.00 

. '0.00 0.00 

0.00 0.00 

'·0.00 0.00 

ON BEHALF OF SEFWICIIliG DI!ALER, I HEReBY CeRTIFY THAT THE 
INFORMATION CONTAINED HEREON IS ACCURATE UNI.Ees O'Tl'IeFIWIse 
SHOWN. SERVICES OESOFlIBEOWEFle peRFORMECAT 1110 CHARGe TO 
OWNeR. THEFIEWAS NO INDICATION FROM YHE APPEARANCE OF THe 
VeHICLE OR OTHeRWISII, l'I1AT ANY P"IIIT REPAIReDOA AEPLAOED 
UNOliR THIS CLAIM HAD BeEN CONNeCTED IN ANY WAY WITH A~ 
ACCIDENT/: NEGUGENC&: OR MISUSE. Fteeo~DS SUPPORTING THIS 
CLAIM AFI AVAILABLE FOIII ~U YEAR FROM THE OATE OF PAYMeNT 
NOTIFICATION AT THE se ICING DEiALI!!R FOFt INSPECTION BV 
MANUFACTUFleFl'S REPRESENTATIVE. 

STATEMENT 01" DISCLAIMER 
'1lII1aC1ory wt"'fIIY oonMItUIN "I 
gj lila wanarillu WIn '"'*' 10
lila lala aI II1la iIIIII\'jM.. The 
Ballar hllraIP! ~ d_"" .,1
war",""" r ..1U or 
ImDl~ lnaludnv ~ Impilldw,' 01 ",1111 11)/ or 
'"- tot • parttClUlw 1lU1POH. 
Bele' '-"'* _"'" I1CIf
au1IIarIQ, ~ ot'rtf 1:_ Ig 

DEBORIPTION TOTALS 
LABOFl AMOUNT 
PARTS AMOUNT 
GAS. OIL.. LUliE 
SUBLET AMOUNT 
MISO.OHARc.ES 
TOTAL CHAMElS 

tar 
DDmection willi ;.;~. 11111 
herMIlIInI, 
_me """'~:.r kI 

L.ESS INSURANCE 

(SIGNED) DeALER, GENERAL MANAGEFI OA AVTHOAIZ!D PElllON (DATE) CUSTOM1!A SIGNATUI'IE 
SALES TAX 

PLEAlEPAY 
THIBAMDUNT 

ACCOlJm'lW COPY 
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May. 30. 2013 3:19PM PEGUES-HURST MOTOR COMPANY No. 6280 P. 4 

CUSTOMER #: 27612 

LONGVIEW, TX 
HOM  CONT:N/A 
BO'S: CBlIlI  

..' 

DATE START FINISH DURATION 

135207 

*ACCOUNTING* 

DUPLICATE 1 
PAGE 2 

** PRJ-INVOICE ** 
SERVCEAI DVISOR: 

PEGUES..HURST MOTOR CO. 
200 Spur 83 0 P.O. Sel( S8a8 

Longview, TEI)(l18 75606 a Ph; 903-758·6211 

~LARRY E HAImIS 
COLOR. YEAR MAI<EiMODEL VIN NeE MILIiAGIi IN lOUT TAG 

RED 13 PORD ................ lPM~lOG91DO  166S/1RRG rr4199 
DEL'DATE PROD, DATE .WAPlFt EXP. PROMISED PO NO. FlATE PAYMENT 

l1MAR13 DI 11FlU 13 11 :00 OSMAY13 C!A.SH 
FtO.OPENED READY OPTIONS: STK:73613 ENG:2.0 titer 

TRN:446_6-SPBED_SELBCTSHIFT_AUTO_TRANS 
16:40 25APR13 06: 44 lOMAY13 
LINE OPCODE TBtH TYPi A/BRS S liRS COST SALE COMP . , .. , 

LIST NET 

INV. DATE 

lOMAY13 

TOTAL 

TYPE TECH LINB(S)

0:4;:;:26 H:1J: .·:lcfi::iO' 'i;:: 'iilil:23 :;:; "I:":' ,j; ~ 'os,:.:,.i: ,W; ::13'5:,·; . .A, 

~c:.ao~'I:·;t;a ':: .,::i·:::ddsT!; .. ' ::·CONTROti. ..,AiZootm't'·; SALI' 
57200 8527 3350 
1140:0:' "·';8$~1::;i~*.*i~~~:~ ., ' - ... " 

.,',' : 

. " 

.. !'::" ::. "',': .. , 

...;; '':'' , 

:;i' "; .. ,,,', 

.':':,',! , ... " 

&: 

.:'.1',:,': :' .," 
I""'" .' 

, .. ".' . "'. I 

'f\:;., .: .':' .. :_ 
" . I: •. ,,':" .:::; 

::. ';,:i.:> ',: 
... ", ':. 

COMP TOTAL 

CRG 

•. 'COST.' CONTROL 
57000 0 0 

" .. .;. ilt:,:~\)O'" . 0 . u.*,;tru,* 

::,1 ;' "', 

, , 

'I" 


,-, .. I. 

. , : . 

" 
'I 

,', (: ' i' : . 

3350 8527 
TOTALSDIALE~, I HEREBY CEFIT1fIY THAT THE 


IS ACCURATE UNLESS OTHeRWISE 
 0.00
SHOWN, SERVICES ~ NO CHAFIGE TO 0.00OWNEA. THERE WAS NO H<fOICATlON RANCIiOFTHE 
VEHICLE OR OTHERWISE. THAT AN( eD OF! flllPLACED 0.00UNCEA THIS CLAIM HAD Bf!I!N OONNEOTED IN AIt{ WAY WITH ANY 
ACCIDENT NEaUGENCE OR MISUSE, III SUPPOATING THIS o 
CLAIM ARi AVAILABLE FOIl m YIAFI F DATE OF PAYMeNT 0.00NOTIFICATION AT THE IImVICING D FOIII INSPECTION lilY 
MANUFAOTUFlEA'S AEPREiSENTATIVE, 0.00 

0.00 
.0 

(iIONet») DEAl..EA, GEN (DATI:) 


nUl AMOUNT 
 0.00 

Oe8CFIIPTION 

PARTS AMOUNT 

GAS. OIL, LUBE 
SUBLET AMOUNT 
MISC. CHARGES 
TOTALCHAAGIS 
LEBS INSURANCE 
8 EST~ 

Pll!ASl! PAY 
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May. 30. 2013 3:19PM PEGUES-HURST MOTOR COMPANY No. 6280 P. 5 


CUSTOMBR #:' 2761~ 135207 
 PEGUES-HURST MOTOR CO. 
200 Spur 63 . P.O. Box 3888•WARRANTY* Longview, r.xlS 75800 • PI'11903·758·6211 


DUPLICATE 1 

LONGVIEW, TX " PAGE 1 

HOME  CONT:N/A 


", . :.!, ,.:)ij .,t" ::;.~ j. .':' : i',:"! :;:~',,;,;, ',:i!; •• ,1, 
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SUM·1DO 
SUMMONS 

(CITACioN JUDICIAL) 

NonCE TO DEFENDANT: ELECTRONICAllY fiLED 
(A VlSO AL DEMANDADO): Superior Court of California. 

County of San DiegoFORD MOTOR COMPANY, and DOE 1 through DOE 10 inclusive 

0810112013 at 11 :3B:28 1M 

Clerk of the Superior Court
yOU ARE BEING SUEO BY PLAINTIFF: By lee III"cNister,Deputv Clerk 

,(LO ESTA DEMANDANDO EL DEMANDANTE); 

ANASTASIA NYCUM 

NOllCEl You have been sued. ThB court may decide again51 you wi1hout YtnlT brung heard unless Ytlu responcl'lithin 30 days. Read tha Information 
beow. . 

You haw 30 CALENDAR DAYS atte.r Ihls SUml11£ln5 and legal papers are salved on yoo to file a written nasponse at thls CAlurt and have a alP'! 
served on lila plalnllff. A letter at phone call will not protect you. Yoorwrittan response must be In proPer legal form lfyou wilnlthe ccurt to hear your 
case. Thera may 00 a CXJurt form that you can use for your resporn;a You can lind Ih~se CAlurt Iilrrns and more InformaDon at tha Callfomla Coutts 
Onllne salf·Hlllp Canter (www.CCltlrtfn~.ca.!lovlsellheJp). your county law Ubrary, ()f the couMause nearest you. Ilyou cannot pay the Hilng tee, a&k 
lhe court dan. for a fee waiver form. If you donol file your re.5ponsa on time, ~u may lose the c:ase by default, and Your wages, money. and property 
IlU!Y be taken without fuJther wammg from the court. ' ", , ' 

There are other legal requirements. You may wanllo caU an atJomey rlgllt <rN3y.lfyou do nol knew en attomey, you may want to call an atlorney 
referral service. If you cannot afford an al1cmey, you may be ellgible for free legsl senliCl!S from a nonprofft legal services program. You can loca1.e 
these nOOllroflt groups at the callfrimla Legal Services Web site (iNww.lawheJpcalilbmJaorg), Ihe Ceflfcmla CQlIrts Online SeIf·Help Canlsr 
('M'MI.r:oUftir1fo.cagavllleJlhelp) , or by contacllng yOLlJ' local COUll or county bar association. NOTE: The court has a !itJllItDry llen forwalved lees and 
ccsts on any saltlament or arbitration award of $10,000 or more in II civil cas.e. The ceurt's IiBI'! mu51 be paid before the court will dismiss the case. 
IAVlS01LD /Jan d9mandado: Si no responds ctanlro d8 30 cJ!.es./e cur!9 PlJede d&cidir fill SIJ cant:ra sin escuc:har SlJ versidn. Lea Ie ir1foJmac:i6n 8 

COIIlinuBci6n, 
Tienlt 30 DfAS DE CALENDARlO despu~ cia que Ie 8JlImgIJM asfe dhlci6ny papeies legales para presenlar una leapueslil pareSrtno 81"1 6Sia 

COItB Yhacer qua 58 entrogUf1 una cup/a aJ demendanle. una Ga!ta 0 una lIamada lelBfOnlca no /0 prrkgen. Su re.spuBst.! porescril:o lflme qUI) astar 
an Ibtmaro legal r:omx;to sJ dBsea qua procel>8f1 I!IIJ CBOO en IB CM9. Es pcBible qua hays un lMnu/ano que,Us/sd pueda usar para S1J re.spueEila. 
Puede onccntrar estosJormuJarios cje Ie CCIIfe y mils informedOn on eI Centro de Ayuda de las CoFtris de Cslifcimla (www.suCXJrtaca:goV). en la 
bibfiotsca de /eyes d8 su oondado 0 on Ia cede quele, quede mas C8l'C<? Si no puede pagflf la ClJo/<1 de pnlS/N1tackJn. piela a/ sOOll3lario cis la CClrlF:i 
que/a de un rotmu/arlo ooBiCem::iOn de psgO dB cuatas. Sino PffJEi8Ilta su {fR;fJuesta a tJempo. pU8dB P9rd¥ al = poT inCWl!pHmiento y la corte 18 
pcdr;3 quftal'su sueldo. dirIeto y bienBs lin mils adVerlenc:ia. 
,Hayotros requlsileS l8gaJes Es rsr;;omenifabJe que /Jama 8 un abogaoo Inmsdiatamellte. Si /10 r;onoc;e 8 un aOOgaoo, pul'lde Jlamar a un BeNiclo de 

remlsiOn a abogaclas.. 51 no pued9 pegar Il un abogado, esposibItl qUit cumpla 0011 los requlsitos para ob/aner servlc:ios /agslflS grotuitos de un 
programs de seNldD$I&ga113$ sin fines d91ucro. P/JedlJ enccntror ostos rJrupos sin fines de lucro en sI sllia web de CBUfomia Legal ServfC8S, 
ft,'WWJawhelpcallfomla.org).,6Il III C8ntro dB Ayudade /as ,Corlss dB CalifnmlB, (\WJw.suCXll'!e.ca.gov) 0 poni{mc/0s9 en cunfildo OOI1/a COItD 0 eI 
coIegio dB a/logiJdos locales. AVISO: Par laY,la c:orte Ilene der8cho areciamBJ' las cuotasylos cus10s axentos por ImpOfIfIr un grcivBJn611 &Dbro 
evslquler fIlCfJpeffJCiOO de $1Q,ooo" maG dB VB/or reabId8 me!1ianre un aCLl8ldo 0 una OOI1cesi6n de EJlfJitraJa en un caBO cis dMlc:ho civil, Tione qoo 
pegar I'll gravamon d61a COItB Bllles 00 que IfJ coftB plJeda desecl!1JJ' el casc. 

The name and addl'e!>S of the court Is: Cl.SE MlIllBER: 

fEJ nombre ydiraa::i6n de /a fXJlte esJ: San Diego Superior Court Hall cifJustice r37-2013-00060511-eu-Be-eTl 
330 West Broadway San-Diego, CA 92101 

The name, address, and telepnonenumber,of plaintiffs attorney, or plaintiff without an attomey, Is: ' " 
(EI nombre, Ie direcCi6ri y alnUmafO'de telefono del abogBi:Jo dF)J demandanle, 0 dfll demandanle que no tlens aOOgado. 9S); 

G. Eric Young, 701 B Street, Sl!ite 1200, San Diego, California 9~101', Tel. (619) 374-4100 

DATE: OBI0112013 CIeri<, by .'~,!,.;~4:::;;;:; Deputy 
(Pecha) (Secretario) , CK_,,_"1I_''!!!..f~. _ '(Adjumo) 

(For proof of SFJrvice of this summons, use Proof of Service of Summons (form P0S-(10).) ,'l;~ 

(Para proeba de entrega cJ&, as/a ci'talionusa elformulalkJ Proof of Servlc:a of Summons, (POs·Mo». 


NOlle!: TO THE PERSON SERVED; You are served, ' 
1. D 3S an Individual defendant 
2. as the pelSOn sued under tha fictJUou9. name of (speCIfy): 

3: Lj' ·.00;<LJon behalf of (specffy): , ,tV' OJ7);t: OOi\¥"?I"'/I7II':;1 

, under. ~ CCP 41/5.10 (corpOiationl " , 0 CCP 416.60 (miflOr)
t::J CCP416.20(defunctoorporatian) 0' CCP 416.70 (conserva!ee) 

, 0 CCP 416.40, (associ.alian or partneTl:lhip) 0 CCP 416.90 (authortz.ed person) 

other (spedfy): 
4. by personal deJiYery 01'1 (dale): 

r" , ' . 

F""" I\DOp!mI "" hi' nd.'l!I:IIy """ 
-'>dJaoi COI;ru:il a c.:_ SUMMONS o,doolC>.iJ P-SC5 41U\1,_e:; 
SV*-1\10 !)lov. J\Ily 1. 2IXm ........."""""=l1"V 
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.eM 010 
FQR COIJRT tIS:E ONl.YATTORNf;'t' OR PAlm \MTHOUT ATrO~2s592,SmfO /lor tW/I1bOJ: or,a ~~ 

~G. Eric Young, State BIU'. o. 8 9 8 
THE BICKEL LAW FIRM, INC. 
701 B Street Suite 1200 ' ElECTRON.CAllY ALED San Diego, alifomia 92101 Superior Court of Cali1ornia.FMNO~ (619) 231-9040

!S.EPHQNE»O; ~1374-4100 County of San Diego
ATlOONE'l FOR (MlIoo)c STASIA NYCUM 

IsUPERIOR COURT OF CAUfORNlA, COUNTY OF San Diego 0810112013 at 11:3B:28 /1M 
STIlEETADORESS: 330 West Broadway Clerk af the Superior Court 
UNUNGADORESS; SaIlle By lee M::~ister. Deputy Clerkl 

i CIT'f ~OZlPCOOE: San Dieft0' 92101 
BAA.NCIi NA>CE: Hall of ushce 

CASE NAME: 
ANASTASIA NYCUM v. FORD MOTOR CO:tv1PANY et. at ,.-- .....~ 

Complex Case DesIgnationCIVIL CASE COVER SHEET 37-2013·0D060611·CU·BC-CTL 
IZl Unlimife1j o Umlted o Counter D Joinder 

{Amount (Amount , JUDGE: Judge John S. M:!yerFiled with first appearance by defendantdemanded demanded is 
QEPT;(Cal Rules or Court. rule 3.402)exceeds $25,000) $25.000 or less) 

118ms 1-6 below must be completed (see mslroctionS on pago 2). 
1. Check one box below for the case type t1iat. best describes this case: 

Auto Tort, . Corrtra<:t . PrOvlllloMlly cOmplili CwlJ Utlgatlol'l 

(Cal ~1I19S of Court, rules 3M)()-.3.4031
o AulD (22) 	 ~ Breach of contraCll\¥SITanIy (00] 

o Uninsured motorist (46) ~ Rule 3.740 colledions. (09) o AnIitl'UsVTrade regulation (03) 

OI.IIer PIJPDIWO \PersonallnJuryfProflllltlJ IriIDl Other coUedJons Ing) o COrtSWctiondefect (10) 


DamagellNrongful[)aatb) Tort ~, l~rarir.:a i:ovarnge (18)', o Mass 1011.(40) 


o AsIlesIos (04)'. ~ Othercontract(37) ,D SerurlUes tllig~lon (28) 

o Product liability (24) , Raal Property 	 o .Envin:mmeritlVToxic tort (30)o Medicalm3Ipradire(45) D Eminarrtdomalnl11lWlS8 D ,lrlSI.IranC8~~ge claIms arising from theo Other PVPDIWD (23) 	 above listed provisionally com~ case. ' amdomnallon (14) types (41) , ., 

Non-PIIPOMIO (other] Tort ' 0 'M'DngNI evldion (33) 


Enforcerrumt of'Judgment
o BusIn!i:sS loriJurifclii bus~ pradlce (07) D .other real pl'Ojlel1y (26) 
o CMl rights (08) . . , UnlawfuJl;)otalnef D Enforcement ()f judgment (20) 


D Defamallon (13) 0 Commercial (31) Mlsclllianooull eMI Complaint . 


o Fraud (IS) 	 0 ReslderrtlBI (32) DRICO(27) , . 

o InlelleC1Ual property (19) 0 Drugs (38) o Other complalli! (notspflCified abolIa) (42)

D Pro!est;lonal neglllJenca (25) Judicial Review ~ellanoolls'civil Petition , ' ' o Other non-PllPOIWO tort (35) D ASset forrert.ure (OS) , . . o 'Partn~hlp and corporals 1l00000anca (21) 
Employmont . 0 Paij~on JB: eJbitralJon aw~rd (11) o . Other petiUon (notspdfJd abo..eJ(43)

D w-ongful tetmlllllliotl (36) D v.tjI·of mamlate (02)
o Othere~plOyinetit (15) D Othe[jUdh::iaJ r8vfew (39) 

2 	 This ease ' U Is lZJ is not complex'under rule 3-400 ofthe. eanfomia Rules of Court If the case is complex, mark the 
faclorsrequiring exceptional Judicial management ., ,. 
a. 0 large nwnber of separately represented parties d, 0 Large number of witnesses . 
b. 0 ExtensIYe:motion practice rarslng difficUlt or novel .• e: .0Coordination With related actlon&pendl~g in one or more courts 

Issues that will be tlme-consumlng In'resolve. . Inolher counties, states, or counll1sB, or In a federal court 
Co 0 Substanlialamount Of documentary eVidence . f. 0 SubstanliBl pestjudgmentJudlaalsupervlslon 

3. 	 Remedies sought (check all that apply): a.[lJ monetary b. 0 ~r.monetary; declaratory or InjunctIve relief c. o punitive 
4. 	 Number ()f causes of action (specify): Violation <;f~. Civ. Code 1790 et seq. . ,. 
5, This case 0 is [l] Is not a,class ac:llon suil '"... 

6, If ti1ere are any known related cases: file arid serve '3 notice of related case. (You may USfJ form CM-{J15.) 


Dat~ July 31. 2013 
G. Eric Young 

NOTICE , 
• Platntiff must file this cover sheet with the first paPer filed in the action or proceeding (ex.cept srnaU claims cases or cases filed 

under the Probate Code, Famny Code, or Welfcire ancllnstltutions Code), (Cal. Rules of Court; rule 3.220.) Failure to file may result 
In sandlons. . , '. ,. 

• File this cover sheet In addItion to any oover sheet requii'ed by loealcourt rule. 
• If this case !s compr~ under rule 3.400 et seq, of the california Rules of Court. you must SeNe a copy of thiS cover sheet on all 


o!her parties to the action or proceeding. . , ' , ,'. , 

• Unless this is a collections case under rule 3.740 or a complex case, this cover sh.:,:t wm be used for statistical purposes,onkaf~ 

Fom~fXrlJ'ncI!Il:a')'-	 CIVIL CASE COVER SHEET c.u.lW<uctCtlPt.tu!..2.3Q.:mo.3,~"'l3.3.74O;
j,JOio>JeounorofCOlilllm!;J ,Co!._tlMo'lIAm~ 1!II11.lo. 
CJ.H)10 (R..... ""111.2001] . .........~.."DOV 
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aECTRON1CAlL Y FILED 
Supenar COLlrt of California.THE BICKEL LAW FIRM. INC.. 

CoL!l'ltV of San Dieg&:)
Brian J. Bickel, State BarNo. 205646 

0810112013 at '1 :38:28 PMBrian K. Cline, State Bar No. 246747 
G. Eric Young, State Bar No. 285918 	 Clerk af thE! Superior CDurt 

By l£e M:lllister,Deputy ClErk701 B St. Suite 1200 
San Diego, California 92101-8107 
Telephone: (619)374-4100 
Facsimile: (619) 231-9040 

Attorneys for Plaintiff ANASTASIA NYCUM 

SUPERIOR COURT OF CAIJFORNIA~ COUNTY OF SAN DIEGO . 

HALL OF JUSTICE 

ANASTASIA NYCUM; 	 ) Case No. 37·2013-00D6D511-CU-BC-CTL·· 

) 

) 

Plaintiff, ) COlVlPLAINT FOR VIOLATION OF THE 
) SONG-BEVERLY CONSUMER 

vs. ) WARRANTY ACT 
) 


FORD MOTOR COMPANY, and DOE 1 ) 

through DOE 10 inclusive, . ) 


) 

Defendants, ) 


) 

) 


Plaintiff alleges: 

1. Plaintiff ANASTASIA NYCUM (hereinafter "Plainti.fr') is, and at all times 

mentioned herein WB$, a competent adult 

2. Plaintiff is informed and believes imd thereupon alleges that defendant FORD 

MOTOR COMPANY is a corporation. 

3. Defendants DOE 1through DOE 10 inclusive are sued herein pursuantto California 

Code of Civil Procedure §474. DOE·1 through DOE 10 are each independently, or as a 

representative ofanother defendailt in this suit, responsible in some manner for the causes of action 

set forth herein and the damages sustained by Plaintiff. 

III 

III 

r:OMPLAINrFORVlOLATION Of TIiE SONG·BEVERLY CONSUMRR WARRANTY ACT 

PE13-003.4 000894LC

http:Plainti.fr


5 

10 

15 

20 

25 

2 

3 

4 

6 

7 

8 

9 

11 

12 

13 

14 

16 

17 

18 

19 

21 

22 

23 

24 

26 

27 

28 

4. Plaintiff purchased the subject 2013 Ford Escape, YIN: IFMCUOGX9DUA40463 

("the subjectverucle") on or about AUgust 9, 2012 from Homer Heller Inc. in Escondido, California. 

The subject vehicle is a new motor vehicle that was bought primarily for personal, family, or 

household purposes or it is a new motor vehicle with a gross vehicle wei~t under 10,000 pounds 

that was bought or used primarily for business purposes by an entity to which not more than five 

motor vehicles are registered in this state. The subject vehicle is a "new motor vehicle" under the 

Song-Beverly Consumer Warranty Act, Civil Code §§1790 et seq ("the Act"). 

5. Homer Heller Inc. is engaged in the business of distributing or selling consumer 

goods at retail. Plaintiff is a "buyer" under the Act. 

6. FORD MOTOR COMPANY manufactures, assembles, orproduces consumergoods. 

FORD MOTOR COMPANY is a "manufacturer" under the Act. 

7. FORD MOTOR COMPANY issued an "express warranty" to Plaintiffin which, inter 

alia, FORD MOTOR COMPANY undertook to preserve or maintain the utility or performance of 

the subject vehicle. Said warranty was an integral factor in PlaiOtiff's decision to purchase the 

subject vehicle. 

8. The subject vehicle has suffered froin nonconformity(s) to warranty, including, but 

not limited to, defect( s) which have manifested in 1he recurrent activation of the "check engine" 

light, engine malfunction, coolant system malfunction, an abnonnal "clicking" sound upon 

acceleration,loss ofpower upon acceleration, abnormal engine oil consumption, malfunctioning of 

the MyFord Touch system, malfunctioning of the keyless entry system, malfunctioning clock, 

malfunctioning radio, and global electronic malfunction. Said nonconformity( s) have substantially 

impaired the vehicle's use, value, or safety to Plaintiff.. 

9. Plaintiff bas delivered the vehicle to FORD MOTOR COMPANY or its authorized 

repair facility(s) for repair ofsaid nonconformity(s). FORD MOTOR COMPANY or its authorized 

repair facility( s) have failed to commence repairs within a reasonable time; faiJed to complete repairs 

within (30) days; andlor failed to service or repair the subject vehicle to warranty after a reasonable 

number ofattempts. 

III 

2 
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10. The subject vehicle was not fit for the ordinary purposes for which such goods are 

used and was not of the same quality as those generally acceptable in the trade. FORD MOTOR 

COMPANY breached the implied warranty of merchantability and implied warranty of fitness. 

Plaintiff is entitled to revoke acceptance ofthe subject vehicle under the Act. 

1 L FORD MOTOR COMPANY bas not repJaced the vehicle or otherwise made 

restitution to Plaintiff pursuant to its obligations under the Act. 

12. Plaintiff id informed and believes and thereupon alleges that FORD MOTOR 

CO.MPANY's refusal to replace the vehicle or make restitution to Plaintiffwas wilful and not the 

result of a good faith and reasonable belief that the facts imposing said statutory obligation were 

absent. 

13. Pursuant to the Act, Plaintiff is entitled to restitution in an amount equal to the actual 

price paid or payable by Plaintiff and collateral charges such as sales tax, license fees, registration 

fees, and other official fees less an amount directly attributable to use by Plaintiff prior to the time 

PJaintifffirst delivered the vehicle for repair. 

14. Plaintiff is entitled to recover incidental, consequential, and general damages, 

including, but not limited to, reasonable repair, towing, and rental car costs actually incurred by 

Plaintiff. 

15. Plaintiff is entitled to recover a civil penalty up to two times the amount of actual 

damages for FORD MOTOR COMPANY's wi1fu1 refusal to comply with its statutory obligations 

under the Act. 

16. Plaintiff is entitled to recover a sum equal to the aggregate amount of costs and 

expenses including attorney's fees based on actual time expended and reasonably incurred in 

connection with the commencement and prosecution of this action. 

. WHEREFORE, Plaintiff prays judgment against FORD MOTOR COMPANY as follows: 

1. For actual damages, including collateral charges, and incidental, consequential, and 

general damages. To date, such damages include, but are not limited to, in. amounts according to 

proof, Plaintiffs down payment ($11 ,900.00 est.), payments to date ($3,01824 est), future finance 

payments andior loan payoff, vehicle registration, repair expenses, out ofpocket expenses, expenses 

3 
COMPLAJNTFOR VIOLAT10N OF THE SONG-BEVERLY CONSUMER WARRANTY Af':T 
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25 

inadvertently omitted herein. and other future expenses reasonably incurred by Plaintiff in 

2 connection with this action; and 

2. For a civi1 penalty up to two times the amount of actual damages; and 3 

4 3. For rescission of the contract and restitution of consideration; and 

4. . For interest on said sum from date ofrescission to date ofjudgment herein; and 

6 5. J:or attorney's fees based on actual time expended and reasonably incurred in 

7 connection with the commencement and prosecution of this action; and 

6. For costs of suit incurred in connection with the commencement and prosecution of8 

9 this action; and 

7. For such other and further relief as the court deems proper. 

l1 

12 DATED: July £ 2013 	 THE BICKEL LAW FIRM, INC. 
Attorneys for Plaintiff 

13 

14 By: 

i 

16 

17 

1& 

19 

21 I 
22 I 

23 

24 

! 

26 

27 

28 

4 
COMPLAINT FOR VIOLA nON OF TIrE SONG·BEVERL Y CONSUMER WARRANTY ArT 

PE13-003.4 000897LC



iSUPERiOR COURT OF CAUFORNIA, COUNTY OF SAN DIEGO 

Department C-61 

STll.Hi ADDRESS: l3i:iWBn>adway 

MAlUNG ADDRESS: 33OWe~ 

CITY AND Zl? CODE; San orego. CA 92101.J821 

BRANCH NAME: Co_I 

T'CL.EPHONE NlIMBER: (618) 45().7061 

PLAINTlFF(S) I PETIll0NER(S): Anastasia Nycum 

OEFENDA/I(f(S) I RESPONDENT(S): Foro Motor Company 

ANASTASIA NYCUM VS FORD MOTOR COMPANY (IMAGED] 

NOTICE OF CASE ASSIGNMENT 
and CASE MANAGEMENT CONFERENCE 

CASE ASSIGNMENT 

Judge: John S. Meyer 

COMPLAINTlPETITJON FILED: 08/0112013 . 

CASE NUMBER: 

37-2013-00060511-C~-8C-CTL 

TYPE OF HEARING SCHEDULED DATE TlME DEPT JUDGE 

Civil Case Management Conference 0211412014 10:00 am C-61 John S. Me~er 

A case management staiement must be cqmpreted IJY q:lunse! for all parties or ~lf"reprf?Senled litigants and IImely filed with the court 
at least 15 days prior to the initial case management conference. (San Diego Local Rules. Division II. CRC Rule 3.725). . 

, All counsel of record of parties in' pro per shall appear at the Case Management Conference, be familiar with· the case. and be fully 
prepared to particlpate effectively in the hearing. Including discussions of ADR" options. 

IT IS THE DUTY OF EACH PLAINTIFF (AND CROSS-COMPLAINANn TO SERVE A 'COPY OF THIS NOTICE WITH THE 
COMPLAINT (AND CROSS-COMPLAIN/), THE ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION FORM (SDSC 
FORM #CIV-730), A STIPULATION TO USE ALTERNATIVE DISPUTE RESOLUTION (ADR) (SDSC FORM ncIV-359), AND OTHER 
DOCUMENTS AS SET .OUT IN SOSC LOCAL RULE 2.1.5. . 

ALL COUNSEL WILL BE EXPECTED TO BE FAMIUAR WITH SUPERIOR COURT RULES WHICH HAVE BEEN PUBLISHED AS 
DNiSION II. AND WILL BE STRICTLY ENFORCED. 

TIME STANDARDS: The following timeframes apply to general civil cases and must be adhered to unless you have requested and 
been granted an extension of lime. General rJvll cases consist of all civil cases except small claims proceedings. 
civil pelitions, unlawful detainer proceedings,~probate, 9uardianshlp, conservatorship, juvenile, parking dtation 
appeals, and family law proceedings. 

COMPLAINTS: Complaints and all other documents listed in SDSClocal Rule 2.1.5 must be served on all named defendants and 
a Certificate of Service (SOSC form #CIV-345) filed within 60 days of filing. ' 

DEFENDANTS APPEARANCE: Defimdant m~st generally appear within 30 d~ys cif service of1hecomplalnl (plaintrrf may 
stipulate to no more than 15 day extension Which must be In wriUng and filed with the Court) (SDSC Local Rule 2.16) 

. . . '." . . 

JURY FEES: In order to preserve the right to a jury tria!, each party demanding a jury bial shall pay an advance Jury fee in the . 
amount of one hundred fifty dollars ($150) for each party on or before the date scheduled for the initial case management 
co~~ce~~a~~ . . . 

"ALTERNATIVE D!SPUTE RESOLUTION (AOR): THE COURT ENCOURAGES YOU TO CONSIDER UT!lIZING vARIOUS 
ALTERNATIVES TO TRIAL, INCLUDING MEDIA nON AND ARBITRATION, PRIOR TO THE CASE MANAGEMENT CONFERENCE. 
PARTIES MAY FILE THE ATTACHED STIPULATION TO USE ALTERNATtvE DISPUTE RESOLUTION (SDSC FORM #CIV-359). 

""go: , 
. NOTICE OF CASE ASSIGNMENT 
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Superior Court of California 

Comity·ofSan Diego 


NOTICE'OF ELIGIBILITY TO eFILE 
AND ASSIGNMENT TO IMAGING DEPAR1MENT 

This case is eligible for eFiling. Should you prefer to electronically file documents, refer to 
General Order 010313 at wlVw.sdcourt.ca.govfor rules and procedures or contact the Court's 
eFiling vendor at www.onelegal.com for information. 

This case has been assigned to an Imaging Department and Original documents attached to 
pleadings filed with the court will be imaged and destroyed. Original documents should not be 
filed with pleadings. Hnecessary, they should be lodged with the court under California Rules of 
Court, rule 3.1302(b). . 

On August 1, 2011 the San Diego Superior Court began the Electronic Filing and Imaging Pilot 
Program ("Program"). As ofAugust 1,2011 in all new cases assigned to an Imaging Department all 
filings will be imaged electronically and the electronic version of the document will be the official 
court file. The official court file will be electronic and accessible at one of the kiosks located in the 
Civil Business Office and on the Internet through the court's website. 

You should be aware that the electronic copy oftbe filed document(s) will be the official court 
record pursuant to Government Code section 68150. The paper filing will be imaged and held for 
30 days. After that time it will be destroyed and recycled. Thus, you should not attach any . 
original documents to pleadings filed with the San Diego Superior Court Original documents 
filed with the court will be imaged and destroyed except those documents specified in 
California Rules of Court, rule 3.1806. Any original documents necessary for a motion hearing or 
trial shall be' lodged in advance ofthe hearingpursuant toCalifomia Rnles.ofCourt, rule 3.1302(b). 

It is the duty of each plaintiff, cross-complainant or petitioner to serve a Copy ofthis notice with 
the complaint, cross-complaint or petition on allparties in the action. 

On aU pleadings filed after the initial case originating filing,.al1 parties must, to the extent it is 
feasible to do so, place the words."lMAGED FILE" in all caps immediately under the title of the 
pleading on allsubsequent pleadings filed in the action. 

Please refer to the General Order - Imaging located on the 
San Diego Superior Courtwebsite at: . 

http://www.sdCQurt.ca.gov/CivillmagingGeneraIOrder 
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SUPERIOR COURT. OF CALIFORNIA, COUNTY OF SAN DIEGO 


ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION 


CASE NUMBER: 37-2013-00060511-CU-BC-CTL CASE TiTlE: . 
Anastasia Nycum vs Ford Motor Company [Imaged) 

NOTICE: All plaintiffs/cross-complainants in a general civil case are required to serve.a copy of the following 
three forms on each defendantlcross-defendant, together with the complaint/cross-complajnt: 

(1) this Alternative Dispute Resolution (A DR) Information fonm (SDSC form #CN-730). 
(2) the Stipulation to Use Alternative Dispute Resolution (ADR) form (SDSC form #ClV-359), and 
(3) the NotIce of Case ASSignment form (SDSC form #CIV-721). 

Most civil disputes are resolved wiL"Iout filing a lawsuit, and most civil lawsuits are resolved without a trial. The courts, 
community organizations, and private providers offer a variety ofA1temative Dispute Resolution (ADR) processes to help 
people resolve disputes without a trial. The San Diego Superior Court expects that litigants will utilize some fonm of ADR 
as a mechanism for case settlement before trial, and it may be beneficial to do this early in the case, 

Below is some Information about the potential advantages and disadvantages of ADR, the most common types of ADR, 
and how to find a local ADR program orneutral. A form for agreeing to use ADR Is attached (SDSC fonm #CIV-359). 

Potential Advantages and Disadvantages of ADR 
ADR may have a variety of advantages or 9isadvantages over a trial, depending on the type of ADR process used and the 
particular case: 

Potential Advantages 	 Potential Disadvantages . . 
• 	 Saves time • May take more time and money if ADR'does not 
• 	 Saves money .. . res.olve the dispute ... 
• 	 Gives partl!,:!S more control over the dispute Procedures to learn about the other side's case (discovery), 

resolution process and outcome· . . jury triai, appeal, and other court prote<:tions may be limited 
• 	 PreselVss or improves reia"tionships or unavailable 

Most Commo'n Types of ADR . .. . .... 	 . 
You can read more informatJonabout these ADR processes and watch videos that demonstrate them on the court'sADR 
webpage at http://www.sdcourt.ca.gov/adr. . . . . . . 

. . . 

Mediation: A neutral person called a "mediator" helps the parties communicate in an effective and constructive manner 
so they can try to settle their dispute. The mediator does not decide the outcome, but helps the parties to do so. 
Mediation is usually confidential,and may be, particularly useful when parties want or need to have an ongoing 
relationship, such as in disputes betwee.n family members, neighbors, co-workers. or business partners, or when parties 
want to discuss non-legal concerns or creative resolutions that Could nolbe ordered at a triaL 

Settlement Conferenc:e: A Judge or another neutral person called a nsettlement officer" helps the parties to understand 
the strengths and weaknesses of their case and to discuss settlement Thejudge or settlement officer does not make a 
decision in the case but helps the parties to negotiate a settlement 'Settlement conferences may be partlcularly helpful 
when the parties have very different ideas about the likely outcome of atrial. and would like an experienced neutral to help 
guide them toward a resolution. .. . . 

Arbitration: A neutral person called an "arbitrator" considers arguments and evidence presented by each side and then 
decides the outcome of the dispute. Arbitration is less formal tl'lan a trial, and the rules of evidence are usually relaxed. If 
the parties agree to binding arbitration, they waive their right to a trial and agree to accept the arbitrator'S decision as final. 
With nonbinding arbitration, any party may reje<:t the arbitrator's decision and request a trial. Arbitration may be 
appropriate when Ihe parties want another person to decide the outcome of their dispute but would like 10 avoid the 
formality, time, and expense of a trial. 

SOSC CIII·T.lIl iRe. ,2·\0) ALTERNATIVE DISPUTE RESOLUTION (ADR) INFORMATION Paga.-l 
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Other ADR Processes: There are several other types of ADR which are not offered through the court but which may be 
obtained privately, including neutral evaluation, conciliation, fact finding, mini-trials, and summary jury trials. Sometimes 
parties will try a combination of ADR processes. The important thing is 10 try to find the type or types of ADR that are 
most likely to resolve your dispute. Be sure 10 leam about the rules of any ADR program and the qualifications of any 
neutral you are considering, and about their fees. 

Local ADR Programs for Civil Cases 

Mediation: The San Diego Superior Court maintains a Civij Mediation Panel of approved mediators who have met 
certain minimum qualifications and have agreed to charge $150 per hour for each. of the first two (2) hours of mediation 
and their regular hourly rate thereafter in court-re!.erred mediations. 

On-lioe mediator searcb and selection: Go to the court's ADR webpage at www·sdcourtca,gov/adr and click on the 
"Mediator Search" to review individual mediator profiles containing detailed information about each mediator including 
their dispute resolution trainlng,relevant experience, ADR specialty. education and employment history. mediation style, 
and fees and to submit an on-line Mediator Selection Form (SDSC form #CIV..Q05). The Civil Mediation Panel List, the 
Available Mediator List. individual Mediator Profiles, and Mediator Selection Form (CIV..Q05) can also be printed from the . 
court's ADR webpage and are available at the Mediation Program Office or Civil BusinessOffice at each court location. 

Settlement Conference: The judge may order your case to a mandatory settlement conference, or voluntary settlement 
conferences may be requested from the court if the parties certify that (1) settlement negotiations between the parties 
have been pursued, demands and offers have been tendered in good faith, and resolution has failed; (2) a judicially' 
supervised settlement conference presents a substantial opportunity for settlement; and (3) the case has developed to a 
point whereall parties are legally and factually prepared tb present the issues for settlement consideration and further 
discovery for settlement purposes is not required. Refer to SDSC Local Rule l2..1 fOf.more Information. To schedule a 
settlement conference. coritact the department to which your case is assigned. . 

Arbitration: The San Diego Superior Court maintains a panel of approv.ed judicial arbitrators who have practicedlaw for 
a minimum of five years and who have a certain amount of.tr\al andlor arbitration experience. Refer to SDSC Local 
Rules Division II, Chapter III and Code Civ. Proc. § 1t41.10 et seq or contact the Arbitration Program Office at (619) 
450-7300 for more Information .. 

More information about CQurt-connected ADR: Visit the courfs ADR webpage at wwW.sdcourt.ca.gov/adr or contact the 
court's Mediation/Arbitration Office al(619) 450-7300. '. . 

Dispute Resolutlon Programs Act (DRPA) funded ADR Programs:1he following col11munity dispute resolution. 
programs are funded under DRPA (Bus. and Prof. Code §§ 465el seq.): 

In Central, Eas~ and South San Diego County, contact the National Conflict Resolution Center (NCRC) at 
WV1IW.ncrconline.cQ.m or (619) 238-2400. . ' ... 
In North San Diego County, contaCt North County Lifeline, I ric. at V{WW,DcHfelioe.org or (760) 726-4900. 

Private ADR: 'To find a private ADR program or n~utral, search the Internet. your local1eiephone or business directory, 
or legal newspaper for dispute resol ulion,. medIation, setfJement, or ~rbitration seNices. 

Legal Representation and Advice 

To participate effectively in ADR. it is generally important to understand your legalrig~ts and responsibilities and the 
likely outcomes if you went to trial. ADR neutrals are not allowed to represent or to give legal advice to the partiCipants in 
tl1e AOR process. If you do not already l1ave an attorney. the CalifomiaState Bar or your local County Bar Association 
can assist you in finding an attorney. Information about obtaining free and low cost legal assistance is also available on 
the Califomia courts website at wwvv.CDurtillfo.ca.govlselfhelpl!.owCDsi. 
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ELECTRONIC FILING REQUIReMENTS OF nJ~ 

SAN DIEGO SUPERIQR COURI 

These requirements are issued .pursuant to California Rules of Court ("CRC"" rules 

2.250 et seq., Code of Civil Procedure section 1010.6, and San Diego Superior 

Court General Order: In re Procedures Regarding Electronicolly Imaged Court 

Records. Electronic Filing, and Access to Electronic Court Records. 

It is the duty of the plaintiff land cross-complainant) to 'serve a copy of the General 

Order of the Presiding Depanment. Order No. 01 0313, and Electronic Filing 

Requirements of the San Diego Superior Court with the complaint (and cross

complaint) . 

PERMISSIVE eEllING 

Effective January 7, 2013, the court allowed subsequent documents to be filed 

electronically in predetermined non-mandated civil cases in the Central Division 

by the Soft Launch Authorized Project Participant~. 

Effective March 4, 2013, documents may be filed electronically in non-mandated 

civil cases in the Centrol Division where either: (1) the case is first initiated on or 

after March 4, 2013: or {2} the case is already pending as of March 3. 2013 and 

has been imaged by the court. 

MANDATORY eFIUNG 

The case types that sholl be subject to mandatory eFiling are: civil class actions; 

consolidated and coordinated actions where all cases involved are imaged 

cases; and actions that are provisionally complex under CRC 3.400-3.403· (as set 
. . . .' - . 

forth in the Civil Cover Sheet. Judicial Council form CM-OlO - but not including 

construction defect actions). "Complex cases" included in mandatory eFiling 

include Antitrust/Trade Regulation, Mass Tori, Environmental/Toxic Tori, and 
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Securities Litigation cases, as well as ihsurance coverage claims arising from these 

case types. Construction defect cases. currently being filed through the LexisNexis 

website. will continue to be filed through that system until further notice. 

For cases of the type subject to mandatory EFiling that are initiated on or after 

March 4. 2013. all documents must be filed electronIcally, subject to the 

exceptions setforth below. 

For cases of the type subject to mandatory EFiling that are already pending as of 

March 3. 2013, and provided that the case has been imaged by the court, all 

documents filed on or after March 4, 2013 must be filed electronically, subject to 

the exceptions set forth below. 

A party may request to be excused from mandatory elecironic filing requirements. 

This request must be in wriiing and may be made by ex parte application to the 

judge or department to whom the case is assigned. The clerk will not accept or 

file any documents in paper form that are required to be filed electronically, 

absent a court order allowing the filing. 

Self-represented Iiiigants are not required to E81e ina mandatory EFile case; 

however. they may EFileif they choose to do so ond/orore otherwise ordered to 

ERIe by the court. 

REQUIREMENTS FOR ALL eflLERS 

ERie documents can only be filed through, the court's Electronic Service Provider 

(the "Provider"). See www.onelegol.com. 

EFilers must comply with CRC 2.250-2.261. Also, all documents electronically filed 

must be in a text searchable fOmlot. i.e .• OCR. 

Documents that contain exhibits . must be' bookmarked. as set forth on the 

Provider's site. Documents not so bookmarked are subject to rejection. Moving 
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papers with exhibits that are not bookmarked will be rejected. [See eRe 3.1 11 Off) 

with bookmarking being the substitute for plastic tabs in electronically filed 

documents.) 

Exhibits to be considered via a Notice of Lodgment shaH not be attached to the 

electronically filed Notice of Lodgment; instead, the submitting party must provide 

the assigned deportment with' hard copies of the exhibits with a copy of the Notice 

of Lodgment that includes the eFiling Transaction 10# noted in the upper right hand 

comer. 

Unless otherwise required by law. per eRe 1.20~b) only the last four digits of a social 

securi1y or financial account number may be ref1ected in COlJrt case filings. 

Exclusion or redaction is the responsibili1y of the'fiiet, not. the clerk, eRe 1.20(b}(3).. 

Failure to comply with this requirement may result in monetary sanctions. eRC 

2.30(b}. 

Proposed filings. such as proposed court orders ond amended complaints, should 

be submitted as on exhibit and then re-submitted as a separate and new eFiling 

transaction after the Court has ruled on the matter to which the proposed 

document applies. See also eRe 3.1312. 

Any document filed electTonical~ysha!l be considered as filed with the Clerk of the 

Superior Court when it is first transmitted to the vendor and the transmission is 

completed, except that any document filed on a day that the court is not open 

for business, or after 5:00 p.m. (Pacific Time) on a day the court is open for business, 

shall be deemed to have been filed on the next· court day_ 

Please be advised that you must schedule a motion hearing dote directly with the 

Independent Calendar Department. A mOlion filed without an appointment. even 

when a conformed copy of the filing is provided by the court. is not scheduled 

and the hearing will not occur. 
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If a hearing is set within 2 court days of the time documents are electronically tiled, 

litigant(s) must provide hard copies of the documents to the court. Transaction 

ID numbers must be noted on the documents to the extent it is feasible to do so. 

Hard copies for Ex Parte hearings must be delivered directly to the department On 

or before 12 Noon the court day immediately preceding the hearing date. 

An original of all documents filed electronically. including original signatures, shall 

be maintained by the party filing the document. pursuant to CRC 2.257. 

I2QCUMENIS INEll~IBLJ; FOR ELECTRONIC FllftjG The following documents are not 

eligible for efiJIng in cases subject to either mandatory or permissive filing.· and 

shall be filed in paper form: 

• Safe at Home Nome Change Petitions 

• Civil HorossmentTRO/RO 

• Workplace Violence TRO/RO 

• Elder Abuse TRO/RO 

• Transitional Housing Program Misconduct TRO/RO 

• School Violence Prevenfton TRO/RO 

• Out-of-State Commission Subpoena 

• Undertaking/Surety Bonds· 


- Request for Payment of Trust Funds 


• Writs 

• Notice of Appeal of Labor Commissioner 

• Abstracts 

• Warrants 

• Settlement Conference Briefs (to be lodged) 

• Confidential documents lodged conditionally under seol 

The following documents may be flied in poper form, unless the court expressly 

directs otherwise: . 
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• Documents filed under seal or provisionally under seal pursuant to CRC 

2.551 (al1hough the motion to file under seal itself must be electronically 

filed) 

.. 	 Exhibits to' declarations that are real objects. i.e., construction materials. 

core samples, etc.' or other documents, i.e. plans; manuals, etc., which 

otherwise may not be comprehensibly viewed in an electronic format may 

be filed in paper form 

DOCUMENTS DISPLAYED ON THE PUBLIC-fACING REGISTER QE AC]'IONS 

Any documents submitted for eFiling (and accepted) will be filed and displayed on 

the San Diego Superior Court's public-facing Register of Actions with the exception 

of the following documents: 

.. 	 CASp Inspection Report 

.. 	 Confidential Cover Sheet Folse Claims Action 

.. 	 Confidential Statement of Debtor's Social.Security Number 

• Financial Statement 

.. Request for Accommodations by Persons with Disabilities and Court's 

Response 

.. Defendant/Respondent Informa1ion for 'Order Appointing Attorney Under 

Service Members Civil Relief Act 


.. Request to Waive Court Fees 


.. Request to Waive Additional Court Fees 


Documents not included in the list above, that are intended to be kept 

confidential, should NOT be e~iled with the court. 
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SUPERIOR COURT OF CAUFORNtA, COUNTY OF SAN DIEGO 

STREET ADDRESS: 330 West Broadway 

MAILING ADDRESS: 330 West Broadway 

CITY. STATE. a llP COOE: San OiE!9o, CA 92101-3827 

IlRANCH NAME: Central 

FOR COURT USE ONLY 

PLAINTIFF(S): Anastasia Nycum 

DEFENDANT(S): Ford,Motor Company 

SHORT TITLE: ANASTASIA NYCUM VS FORD MOTOR COMPANY (IMAGED! 

STIPULATION TO USE ALTERNATIVE 
DISPUTE RESOLUTION (ADR) 

CASE NUMBER: 
37-2013..QOO60511-CU-BC-CTl 

Judge: Jolm S. Meyer Department C-61 

The parties and their atlomeys stipulate that the malter is at rssue and the claims in this action shall be submitte<l to lhe following 
alternative dispute resolutIon (ADR) process. Selection of any of these options will not delay any case managementtimelines. 

o MediatIon (court-ronnected) o Non-binding private arbitralion 

o Mediation (private) o Binding private arbitration 

o , VoluntaJy settlement conference (private) o Non-binding Judicial arbitration (discovery untJl15 days before trial) 

o Neutral evaluation (private) o Non-binding judicial arblt~tion (discovery unlil 3D days before trial) 

o 
Other (specify e,g., privem mlnl-lrisl, prlvBlBjudge, e/c.): ______________________ 


.' . . . 
It is also sUpulatedthat the following shaD serve as arbltralor, mediator or other neutral: (Name)· 

-_._-- ._------------------------------

Allemale neutral (for court Civil Mediation Program and arbitration only): : __--"-_____--'-'-________-'-_--.:--.:____ 

Oalo: ___________________ Date: __________________ 

. Name of Plaintiff Name cif Defendant 

Signature 

Name of PlalnUffs Attomey 

Signature 

,~ame of Defendant's Attorney 

Signature Signature 

If there ale more parties andlor attorneys, pie«se attach additional completed and fully e~ecU!ed sheats, 

II Is Ihe duty of the parJes to notify the court of any settlement pursuant to Cal. Rules of Court, rule 3.1365. Upon notification of the sel1lement. 

the court Will place this maHer on a 4S-i!ay dismissal calendar. 


No new parties may be added without leave of court. 


IT IS SO ORDERED. 


JUDGE OF THE SUPERIOR COURTDated: 0810112013 

STIPULATION TO USE OF ALTERNA TIVE DISPUTE RESOLUTION 
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JAN 03 2013 

ny:_ AT:l"J :'~e:ren; 

THE SUPERIOR COURT OF THE STATE OF CALIFORNIA 

COUNTY OF SAN DIEGO 

GENERAL ORDER OF THE 
PRESIDING DEPARTMENT 

ELECTRONIC FILING 
ORDER NO. 010313 

IN RE PROCEDURES REGARDING 

THIS COURT FINDS AND ORDERS AS FOLLOWS: 

On August 1. 2011, the San Diego Superior Court ("court") began an Electronic 

Filing and Imaglng Pilot Program eProgram:') designed to reduce paper filings and storage, 
. . 

facilitate electronic access to civil court flies and, in Phase Two, allow remote electroniC 

filing ("E·Filen or <IE-Filing") of papers in civil cases. The ultimate goal of the Program is to 

create a paperless or electronic file In all civil cases, as well as in other case categories. 
- '~ . 

Phase One of the Program. described in General Order: ln re Procedures 

Regarding Electronically Imaged Court Records, :E/ectronic Filing, and Access to Electronic 

Court Record.s, involved the court's scanning of papers in newly filed cases in designated 

divisions and departments (the "Imaging Project"). Phase Two of the Program is the 

implementation of electronlc filing by counsel and parties through the court's E-File Service 

Provider. 

Electronic filing under Phase Two of the Program will initially be limited to the 

Central Civil Division only. Probate and North County Civil Divisions of the Superior Court 

PE13-003.4 000908LC
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are excluded from Phase Two of the Program. This General Order relates to Phase Two. 

and supplements General Order: In re Procedures Regarding Electronically Imaged Court 

Records, Elecfronic Filing, and Access to Electronic Court Records. 

Permissive E·Filing will begin January 7,2013 in predetermined non-mandated civil 

cases in the Central Division, and expand as resources permit Beginning March 4, 2013, 

E-Flling will be mandatory In certain types of cases. Further infonnation on these initiatives 

can be found on the court's website, at www.sdcourtca.gov. 

Filing and service of documents by electronic means is governed by Code of Civil 

Procedure Section 1010.6 and California Rules of Court ("CRC"), rules 2250 et seq. and 

eRe 2.30. In addition, the San Diego Superior Court's specific requirements for E-Filing 

are available on the court's website. Litigants and attorneys electronically filing documents 

must comply with all applicable rules andrequiremEmts~ 
. . . . . . 

GENERAL E-FILING REQUIREMENTS ' 
, , 

Documents can only be eleCtronically filed through the court's electronIc service 

provide~ {the "provider"). E-Flie Provider information is available on the court's website. 

Any document ffledelectronically shall be'consldered asfiJed with the Clerk of the 

Superior Court when 'It Is first transmitted to the Provider and the transmission is 

completed, except that any docurrie~tfiled on a'day thatthe Court is not open for business, 

or after 5:00 p.m: (Pacific Time) ori a day the court is open for business, shall be deemed t 

have been filed on the next court day_ 

Pursuant to Government Code section 68150 and California Rules of Court. rule 

2.504, electronic documents,whether Imaged by'the court or filed by the parties. are 

certified as official records of the court 

Additional and more specific information on electronic filing can be found on the 

court's website. 

JI/ 
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III 
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This Order shall expIre on December 31,2013, unless otherwise ordered by this 

court. 

IT IS SO ORDERED. 

'KtJtwr~wofL;Dated: January 3, 2013 
ROBERTJ.TRENTACOSTA 
Presiding Judge 
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Case Print Report 
Case Number CAS-2828866-KOG4C2 

Case Opened Date 7/17/20137:30 PM 

Case Closed Date 

Case Status Active 

Case Last Modified 8/8/2013 2:19 PM 

Responsible Team Tier 2 CCT 

Case Classification Dealer - Vehicle Concern> CSM Assistance Request> 
Parts Assistance 

Customer Name  

Customer Number 10374845150 

 

SAN DIEGO CA 

Email4  

Dealer Homer Heiler Ford 

VIN 1 FMCUOGX9DU  

Year 2013 Make FORD 

Model ESCAPE Body Style UOG - SE 4X2 4-DR 

Symptom 

Level 1 Driver Aides & Information 

Level 2 Warning Indicators/Messages/Chimes 

Level 3 Service Engine Soon (engine image) 

Level 4 Stays On 
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Case Print Report 
Case Number CAS-2828866-KOG4C2 

Lesley Irby 7/18/2013 5:56 PM 

PACO 
Part# 
Cor/Dor# 
emergency order# 

is veh down? 
is custoemr is rental? 
when was RO opened? 

The vehicle has been down since 6/12/13 
the client is in a loaner 

Lesley Irby 7/19/2013 12:20 PM 

emailed randy again at dealer asking for part info so we can escalate it for them 

Lesley Irby 7/19/2013 12:20 PM 

dealer askin£1 csm to contact customer 

 contact number is  

OBC to customer and left a vm for her advised of role and reason for call and provided case and call 
back number 

emailed dealer -- randy asking for part info so we can escalate the part 

Lesley Irby 7/19/2013 3:00 PM 

PAC0#4727954 
Part# CJ5Z 606E 
Cor/Dor# 05631 
emergency order# FU8206 

is veh down? YES 
is customer is rental? YES 
when was RO opened? 06/12/13 
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[case Print Report 
Case Number CAS-2828866-KOG4C2 

Lesley Irby 7/19/2013 6:04 PM 

inbound call from customer ((( best number to call --- )))) 

this car is not even a year old yet and this is her 1 st american car and she put her faith in ford 
she had to dealer with the recalls and a coolant buypass to dealer with 
she has been in the dealer more time than she has driven it 

the dealer has advised that she needs a new engine on june 12th ==== she got a rental car 
it is very disruptive for her not having her car =the rental is not conveneint but it is 4 wheels and she 
sint complaining 
she has made 2 car payments since the car has been in the shop 
she feels ford has dropped the ball and could not understand why this is taking so long 
she is really unhappy 

the dealership has been great =she feels they are on her side =they tell her in plain terms what is 
going on 

customer is looking for an update per parts sme == no ETA at this time 

going to talk with custoemr next wed ==== customer may go buyback 
wants a replacement veh at this time 

Lesley Irby 7/24/2013 1:37 PM 

per parts SME === no ETA on this part === awaiting a back ordered components and no ETA on 
this 

em ailed randy at dealer asking for accounting copies of RO's and provided update on part 

Lesley Irby 7/24/2013 2:52 PM 

OBC to customer on  

left a vm === advised no ETA for the engine 

advised have already requested some documentation from dealer so that we may review her request 
for a buyback 

Lesley Irby 7/25/2013 7:23 PM 

emailed randy at dealer asking for the RO's 

Lesley Irby 7/26/2013 3:04 PM 

Lesley Irby 8/2/2013 11:14 AM 

reviewing buyback request for customer 

Jake Doss 8/6/2013 8:39 PM 

RA V Approved 
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Case Print Report 
Case Number CAS-2828866-KOG4C2 

Lesley Irby 8/7/2013 4:36 PM 

aBC to customer on  

left a vm for the customer 

advised customer we have honoured her request and will be buying back her veh 
advised customer to review the BBB webiste before calling csm lesley back 
please call back to discuss next steps 
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Case Print Report 
Case Number CAS-2828866-KOG4C2 

F ordCRMAppUser Acco 7/19/20133:12 PM email Parts SME Assistance 
unt CRM Request Assignment 

for Case - CAS
2828866-KOG4C2 
CRM:0000800000228 
1 

Lesley Irby 7/19/20136:04 PM fmc _ schedulefollowup call dealer/customer 

Lesley Irby 7/24/20132:53 PM fmc_ schedulefollowup call cust 

Lesley Irby 7/25/20137:23 PM fmc _ schedulefollowup rots 

Lesley Irby 8/2/2013 11:14 AM fmc _ sched ulefollowup rots 

Lesley Irby 8/2/201311:14 AM fmc _ schedulefollowup buyback? 

Chris Spaulding 8/8/20132:19 PM fmc _partsescalation Parts SME Assistance 
Request 
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Rpt. Analvsis Home Report Mgmt Primary Report Mgmt Querv Report Mgmt Indicator Summary Help Exit 

Mlnlitdl1l11fillit'l 

GCQIS Report Analysis 


Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Rermrt To This Folder File Report To AFolder Exists in FOlder(s)Folder Number: 

liliMtHU:i III!II .,.,. 'nfillli@Hnl Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : DFMGE005 NHL Received: 06/13/2013 

CCRG/EPRC: Reviewed Status: Date: 

2013,ESCAPE 4X2 (2013 Vehicle: Build Date: 06/29/2012
) ,SE ,4X2 ,MPV ,lFMCUOGX9DU  

1.6LOdometer: 10,479 M Engine: 
170PS 

Calibration: DM21A10A 

Transmission: 6SP 6F MID Axle: 
3.21 
RATIO A/C: YES 

Dealer: USA 05438 Homer Heller Ford Phone#: 
(760) 745
3361 

City: Escondido State: California Country: USA 

Originator: ADAM CLARK 

Symptom: 2 27 Q 68 AID/INFO,WNG IND/MESS/C,ENGINE IMAGE,STAYS ON 

Status: 

VFG: V29 CHECK ENGINE LIGHT 

Additional 
CHECK ENGINE LIGHT Symptom: 


Fix: Causal Component: 


Condition Code: 


Hotliner: BGRAHA43 Phone: 313 248-8050 Regn Cd: Wi Los Angeles 

Engineering: Phone: TAR: 
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Dlr Contact: 	 Phone: Title Cde: T 

KOEO: 
KOEC: 

KOER: 

Comments: 

REPAIR 	 06/13/2013 04:04PM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CHECK ENGINE LIGHT ON DIAGNOSTICS; 

SCANNED FOR COEDS, CLEARED AND KOER, PASSED. CHECKED OASIS PARTS 

REPLACED: NONE TECH QUESTION: I HAD 4 INTAKE CAM SENSOR CODES IN 

PCM. I CLEARED AND PERFORMED A KOER SELF TEST, PCM PASSED. IS THERE AN 

ISSUE WITH THESE? 

RECOMM 	 06/13/2013 04:04PM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 

GOOD AFTERNOON ADAM, THERE ARE NO SPECIFIC IDENTIFIED CONCERNS 

LISTED ON THIS VEHICLE REGARDING THESE DTCS. HOWEVER, IT IS 

RECOMMENDED AT THIS TIME TO CHECK FOR ANY CMP CIRCUIT CONCERNS SUCH AS 

CHAFFING, INTERMITTENT OPENS OR PIN FITMENT CONCERNS. IF A CIRCUIT 

CONCERN IS DETECTED, REPAIR BY OVERLAYING THE SUSPECT CIRCUIT PIN TO 

PIN (WITH NEW PINS) AND RE-EVALUATE THE CHECK ENGINE LIGHT 

CONCERN. IF A CIRCUIT CONCERN HAS NOT BEEN DETECTED, CONTINUE 

ATTEMPTING TO DUPLICATE THE CONCERN. IF THE CONCERN IS DUPLICATED, 

PROCEED WITH PERFORMING PINPOINT TEST HX FOR FURTHER DIAGNOSTIC 

ASSISTANCE. 

REPAIR 	 06/13/2013 06:29PM CURTIS POSCHEL MSS - FCSD - TECH SVC HOTLINE 

THANK YOU FOR YOUR REPLY. lOVER LOOKED NOT CHECKING THE OIL. THE OIL 

WAS NEVER CHANGED IN THIS VEHICLE YET AND IT WAS 3 QUARTS LOW ON OIL. 

LOW OIL CAUSING CODES TO SET. 

RECOMM 	 06/13/2013 06:29PM CURTIS POSCHEL MSS - FCSD - TECH SVC HOTLINE 

HI ADAM, THANK YOU FOR UPDATING THE FORM. PLEASE FEEL FREE TO CONTACT 

THE HOTLINE IF FURTHER ASSISTANCE IS NEEDED. PLEASE FILL OUT THE 

SURVEY WHEN YOU GET A CHANCE. 
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REPAIR 06/14/2013 05:03PM DAVID STENDARDO{CCE) MSS - FCSD - VSP C/P SVC ENG 

WEB FORM DATA - CONCERN: ENGINE KNOCKS WHEN 

ACCELERATED DIAGNOSTICS: VERIFIED NOISE ON ACCEL. SOUND LIKE ROD 

KNOCK/BEARING FAILURE. REMOVED OIL FILTER AND CUT OPEN. FOUND 

EXCESSIVE METAL/BEARING MATERIAL INSIDE. PARTS REPLACED: 

NONE TECH QUESTION: VEHICLE WILL NEED TEARDOWN TO FIND ROOT CAUSE 

OF BEARING FAILURE AND METAL THROUGH OUT OIL SYSTEM. VEHICLE CAME IN 

AT 10,000 MILES FOR ITS FIRST OIL CHANGE. THE OWNERS MANUAL STATES 1 

YEAR OR 10,000 MILES. 

WILL THIS BE A COVERED 

REPLACMENT UNDER BASE WARRANTY? NEXT STEP? 

RECOMM 06/14/2013 05:03PM DAVID STENDARDO{CCE) MSS - FCSD - VSP C/P SVC ENG 

ROB, THE INTELLIGENT OIL LIFE MONITOR INTERVAL CAN GO UP TO 

1 YR/10,OOO. THE OIL SHOULD BE CHANGE BASED ON THE USE. IF THE 

CUSTOMER'S USE FALLS WITHIN NORMAL USAGE, THEN THE INTERVAL COULD 

SUGGEST A WARRANTABLE CONCERN. IF THE VEHICLE USAGE IS MORE SEVERE, 

THEN THE OIL SHOULD BE CHANGED AT AN EARLIER INTERVAL. THE OWNER'S 

MANUAL RECOMMENDS THE OWNER CHECK THE OIL EVERY MONTH. THE VALVE 

COVER SHOULD BE CHECKED FOR ANY SIGNS OF SLUDGE UNDERNEATH AS THIS IS 

A PRIMARY INDICATOR OF LACK OF MAINTENANCE. TO BEDER ASSIST YOU ON 

THIS WARRANTY RELATED QUESTION, THE TECHNICAL SERVICE HOTLINE 

RECOMMENDS THAT YOU REFER TO THE DEALERSHIP WARRANTY ADMINISTRATOR, 

THE WARRANTY AND POLICY MANUAL, OR YOU MAY CONTACT THE WARRANTY 

ASSISTANCE CENTER FOR CLARIFICATION. 

REPAIR 06/14/2013 07:29PM DAVID ROWE MSS - FCSD - TECH SVC HOTLINE 

THANKS FOR THE INFORMATION 

RECOMM 06/14/2013 07:29PM DAVID ROWE MSS - FCSD - TECH SVC HOTLINE 
HI ROB, YOU ARE WELCOME. IF FURTHER ASSISTANCE IS NEEDED, PLEASE 

FEEL FREE TO UPDATE THIS FORM. 

REPAIR 06/19/2013 01:48PM JAMES KOLTZ MSS - FCSD - TECH SVC HOTLINE 
I REMOVED VALVE COVER AND FOUND NO SLUDGE. I REMOVED CAM CAPS I FOUND 

SCORING ON #2 AND #4 INTAKE CAPS AND ON #3 EXHAUST CAP. I THEN REMOVED 
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OIL PAN AND INSPECTED FOUND MAJOR BEARING MATERIAL AND REMOVED 

CONNECTING ROD CAPS, FOUND CYLINDER #2 ROD BEARING WITH MAJOR WEAR. I 

MEASURED CRANKSHAFT END PLAY AND FOUND IT OUT OF SPECIFICATION(.017) 

MEASSURED(.04). I WILL NEED TO REPLACE LONG BLOCK DUE TO CAMSHAFT 

SCORING AND CRANKSHAFT BEARING WEAR. IS IT RECOMMENDED TO REPLACE 

TURBO CHAHRGER DUE TO THE AMOUNT OF BEARING MATERIAL IN OILING SYSTEM? 

RECOMM 06/19/2013 01:48PM JAMES KOLTZ MSS - FCSD - TECH SVC HOTLINE 

THANKS FOR THE UPDATE ROB, AS THERE DOES NOT APPEAR TO BE AN INLINE 

FILTER ON THIS APPLICATION, IT WOULD BE RECOMMENDED TO CHECK THE TURBO 

FOR SHAFT PLAY OR LEAKS AND SERVICE AS NECESSARY. THIS INSPECTION IS 

COVERED IN WORKSHOP MANUAL SECTION 303-040. IF THE TURBO PASSES, 

REPLACEMENT WILL NOT BE NECESSARY AT THIS TIME. Download Options 

ADD-ON 06/19/2013 01:48PM JAMES KOLTZ MSS - FCSD - TECH SVC HOTLINE 

CONSULTED SFERRET 

File Relmrt To This Folder file ReJ)ort To A Folder 'Exists in Rllder(s)Folder Number: 

,!uniitijiliUtUhC9 'H" Unlt1 mil -1"- 'mW'jiQHlll' 

Requester: AMCCLE10 13-Aug-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCVWS962 
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412-694-9970 

DAVID J. GORBERG & ASSOCIATES, P.C. , .. 
32 PARKING PLAZA 

DAVID J. GORIiIE;RGt 

LAURA L. APPLE;GATE; 

COURTNE;Y L. SOFIA' 

E;DWARD iii. FE;I NER' 

"'MEMBER OF PA AND NJ BARS 

tME.M6ER OF PA ANO NY BARS 

Ford Motor Company 
c/o CT Corporation 
116 Pine Street 
Suite 320 
Harrisburgh, PA 17101 

SUITE 700 

ARDMORE. PA 19003 

I-SOO-MY-LEMON 
1-600-695-3666 

215-665-7660 


FAX 2 I 5-563-8 7 38 


www.MyLemOfl.com 

December 20, 2012 

NEW JERSEY OFFICE 

208 KINGS HIGHWAY SOUTH 

CHERRY HILL, N.J OB034 

(856) 354-2119 

PITTSBURGH OFFICE 

1900 ALLEGHENY BLDG. 

429 I'ORB£S AVENUE 

PITTSBURGH, PA 15219 

"'AX 412-694·9963 

RE:  vs Ford Motor Company 
DOCKET # 121203006 

Dear Sir/Madam: 

Pursuant to the current Rules of Civil Procedure, we enclose herein the copy of the Civil Action 
Complaint, the original of which has been filed by our office in connection with the above 
referenced matter. 

You are hereby notified that you have been sued in Court and that you must take action witlHtl 
twenty (20) days from your receipt of this letter or a default judgment m be entered mst 
~. ~ 

DJG/mk /,
VEnclosure 

CERTIFIED MAIL - RETURN RECEIPT REOUESTED 

RECEIPT NO.: 701135000000 1161 3658 
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Court of Common Pleas of Philadelphia County 
Trial Division 

Civil Cover Sheet 
I PLAINnFF'S NAME 

JAMIE PALMER 

PLAINnFF'S ADDRESS 
6349 COTTAGE STREET 
PHILADELPHIA PA 19135 

PLAINnFF'S NAME 

PLAINnFF'S ADDRESS 

PLAINnFF'S NAME 

PLAINnFF'S ADDRESS 

TOTAL NUMBER OF PLAINnFFS 

1 

AMOUNT IN CONTROVERSY 

[i] $50,000.00 or less 

o More than $50,000.00 

CASE TYPE AND CODE 

TOTAL NUMBER OF DEFENDANTS 

COURT PROGRAMS 

[i] Arbitration 

o Jury 
o Non-Jury 
o Other: 

10 - CONTRACTS OTHER 

STATUTORY BASIS FOR CAUSE OF ACTION 

I 

DEFENDANTS NAME 

FORD MOTOR COMPANY 

DEFENDANTS ADDRESS 
C/O CT CORPORATION 116 PINE STREET SUITE 320 
HARRISBURG PA 17101 

DEFENDANTS NAME 

DEFENDANTS ADDRESS 

I DEFENDANTS NAME 

DEFENDANTS ADDRESS 

OF ACTION 

o Petition Action o Notice of Appeal 

o Transfer From Other Jurisdictions 

'b 'Commerce o Settlement 

,~CJ Minor Court Appeal 

::'J,pI:Statutory Appeals 

o Minors 
o WID/Survival 

PROlHV 

DEC 20 2012 

s. GARRETT 

RELAnED PENDING CASES (LIST BY CASE CAPnON AND DOCKET NUMBER) iS CASE SUBJECT TO 
COORDINATION ORDER? 

I
l 

YES NO 

TO THE PROTHONOTARY: 


Kindly enter my appearance on behalf of Plaintiff/Petitioner/Appellant: JAMIE PALMER 


Papers may be served at the address set forth below. 

NAME OF PLAINnFF'S/PEnnONER'S/APPELLANTS ATTORNEY ADDRESS 

32 PARKING PLAZA 
SUITE 700 

DAVID J. GORBERG 

PHONE NUMBER FAX NUMBER ARDMORE PA 19003 
(215)665-7660 (215)563-8738 

SUPREME COURT IDENTIFICA nON NO, E·MAIL ADDRESS 

53084 mkahlan@mylemon.com 

SIGNATURE OF FILING ATTORNEY OR PARTY DATE SUBMITnED 

DAVID GORBERG Thursday, December 20, 2012, 11:30 am 

FINAL COPY (Approved by the Prothonotary Clerk) 
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DAVID J. GORBERG & ASSOCIATES. P.C. 
SY: 


IDENTIfiCATION NO. 
 ATTORNEY FOR 

700 TIMES BUILDING 

SUBURBAN SQUARE 

ARDMORE, PA 19003 

(2151665·7660 

JAMIE PALMER 

6349 cottage Street 
Philadelphia, PA 19135 

VS. 

FORD MOTOR COMPANY 

c/o CT Corporation 

116 Pine Street 

Suite 320 
Harrisburg, PA 17101 

NOTICE 
You have been sued in court II you wIsh 10 delend against the 
claims sel Iorth in Ihe loIlowing pages. you musl!ake action within 
twenty (20) days aller thl& complain! and noUce are served. by 
entering II wrllten appearance personally or by attorney and filing In 
writing with the court YDur defenses Of objltction& to the claims sel 
lorth againsl you. You are warned thai it you lail 10 do so Ihe case 
may proceed without you and a judgment may be entered against 
you by Ihe court without lurther notice tor any money claimed In the 
complaint or lor eny other claIm or relief requested by the plaIntiff. 
You may lose money or properly or olhar rlghfs Important to you. 

YOU SHOULD TAKE THIS PAPER TO YOUR LAWYER AT ONCE. 
IF YOU DO NOT HAVE A LAWYER GO TO OR TELEPHONE THE 
OFFICE SET FORTH BELOW. THIS OFFICE CAN PROVIDE YOU 
WITH INFORMATION ABOUT HIRING A LAWYER. IF YOU CANNOT 
AFFORD TO HIRE A LAWYER, THIS OFFICE MAY BE ABLE TO 
PROVIDE YOU WITH INFORMATION ABOUT AGENCIES THAT 
MAY OFFER LEGAL SERVICES TO ELIGIBLE PERSONS AT A 
REDUCED FEE OR NO FEE. 

LAWYER REFERENCE SERVICE 
One Reading Center 
1101 Markel Streel 
Philadelphia, Pennsylvania 19107 
(215) 236-6333 

COURT OF COMMON PLEAS 
DIVISION 

TERM, 

No. 

AVISO 
La han demandado en corle. SI usled desen delender contra las demandas 
dlspueslas en las paglnes sigulenles, usted debe lamar la acciOn en el plaza 
de velnle (201 dias despuils de asia queja y sa slrve aviso. Incorporando un 
aspscto escn!o personalmenle 0 y archlvando en escrlbir can la corle sus 
defensas u objeciones a las demandas dlspueslas contra usled el abogado 
Ie advlerle que 51 usled no puede hacer asl que eI caso puede proceder sin 
usled y un Juldo se puedelncorporar contra usted compra la C9r1e sin aviso 
ediclonal para cuaiquier dinero demandado en fa quela 0 para cualquler oIro 
demanda 0 relovacl6n pedida par eI demandanle. Usted puede perder el 
dinero 0 III caracierisUca de otra endereza Importanle a usled. 

USTED DEBE LLEVAR ESTE PAPEL SU ABOGADO INMEDIATAMENTE. 
51 USTED NO HACE OUE UN ABOGADO VAYA A 0 LLAME POR 
TELi:FONO LA OFICINA DISPUESTA ABAJO. ESTA OFICINA PUEOE 
PROVEEA DE USTEO LA INFORMACION SOBRE EMPlEAR A UN 
ABOGADO. SI USTED NO PUEDE PERMtTIRSE AL HIRE A UN 
ABOGADO, ESTA OFICINA PUEOE PODER PROVEER DE USTED LA 
INFORMACION SOBRE LAS AGENCIAS OUE LOS 5ERVICIOS 
JURIOICOS DE LA OFERTA DE MAYO A LAS PERSONAS ELEGIBLES 
EN UN HONORARIO REDUCIDO 0 NINGUN HONORARIa. 

SERVICIO DE REFERENCIA LEGAL 

One Reading Cenler 

1101 Merkel Streel 

Filadellla, Pennsylvania 18107 

Tel/llano: (215) 236-6333 
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DAVID 1. GORBERG & ASSOCIATES, P.e. 
By: DAVID J. GORBERG Attorney for Plaintiff 
Identification No.: 53084 
32 Parking Plaza 
Suite 700 
Ardmore, P A 19003 
215-665-7660 

Jamie Palmer 
6349 Cottage Street 
Philadelphia, P A 19135 

COURT OF COMMON PLEAS 

VS. 

Philadelphia 

Ford Motor Company 
C/O CT CORPORAnON 
116 PINE STREET 
SUITE 320 
HARRISBURG PA 17101 

COMPLAINT 

1. Plaintiff, Jamie Palmer, is an adult individual citizen and legal resident 

of the Commonwealth of Pennsylvania, residing 6349 Cottage Street, 

Philadelphia, PA 19135 

2. Defendant, Ford Motor Company is a business corporation qualified to do 

business and regularly conducts business in the Commonwealth of Pennsylvania and can be 

served c/o CT Corporation, 116 Pine Street, Suite 320, Harrisburg, PA 17101. 
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BACKGROUND 


3. Plaintiff incorporates by reference paragraphs 1 and 2 as fully as if set forth here 

length. 

4. On or about November 2009, Plaintiff purchased a new 2010 Mercury Mariner 

(hereinafter referred to as the "vehicle"), manufactured and warranted by Defendant bearing the 

Vehicle Identification Number 4M2CN8BG3AKJ03131. The vehicle was purchased and 

registered in the Commonwealth of Pennsylvania. 

5. The price of the vehicl e, including registration charges, document fees, sales tax, 

but, excluding other collateral charges not specified, totaled more than $30,000.00. 

6. Plaintiff avers that as a resu1t ofthe ineffective repair attempts made by Defendant 

through its authorized dealer, the vehicle cannot be utilized for the purposes intended by Plaintiff 

at the time ofacquisition and as such, the vehicle is worthless. 

7. In consideration of the purchase of the above vehicle, Defendant, issued to 

Plaintiff several warranties, fully outlined in the warranty booklet. 

8. On or about November 2009, Plaintiff took possession of the above mentioned 

vehicle and experienced nonconformities, which substantially impaired the use, value and/or 

safety of the vehicle. 

9. Said nonconformities consisted of but was not limited to, 7x for front end 

problems. Copies of repair receipts are attached hereto and marked as Exhibit "A". 

10. The nonconformities violate the express written warranties issued to Plaintiff by 

Defendant. 

11. Plaintiff avers the vehicle has been subject to repair more than two (2) times for 
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the same nonconfonnity, and the nonconfonnity remains uncorrected. 

12. Plaintiff has delivered the nonconfonning vehicle to an authorized service and 

repair facility of the defendant on numerous occasions. After a reasonable number of attempts, 

Defendant was unable to repair the nonconfonnities. 

13. In addition, the above vehicle has or wi]] in the future be out of service by reason 

of the non-confonnities complained of for a cumulative total of thirty (30) days or more. 

14. The vehicle continues to exhibit defects and nonconfonnities which substantially 

impair it's use, value and/or safety. 

15. Plaintiff avers the vehicle has been subject to additional repair attempts for defects 

and/or nonconfonnities and/or conditions for which the Defendant and or it's authorized service 

center, may not have maintained records. 

16. Plaintiff has been and will continue to be financially damaged due to Defendant's 

failure to comply with the provisions of its' warranty. 

17. Plaintiff seeks relief for losses due to the nonconfonnities and defects in the above 

mentioned vehicle in addition to attorney fees and all court costs. 

COUNT I 
MAGNUSON-MOSS FEDERAL TRADE COMMISSION IMPROVEMENT ACT 

18. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint 

by reference as if fully set forth at length herein. 

19 Plaintiff is a "Consumer" as defined by 15 U.S.C. §2301(3). 

20. Defendant is a "Warrantor" as defined by]5 U.S.C. §230](5). 

21. Plaintiff uses the subject product for personal, family and household purposes. 

22. By the tenns of the express written warranties referred to in this Complaint, 

'< II): 
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Defendant agreed to perform effective warranty repairs at no charge for parts and/or labor. 

23. 	 Defendant failed to make effective repairs. 

24. As a direct 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. §231O(d) 

(1), Plaintiff is entitled to bring suit for such damages and other legal and equitable relief. 

25. 	 Section 15 U.S.C. §231 0 (d) (I) provides: 
If a consumer finally prevails on an action brought under paragraph (I) 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 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. 

26. Plaintiff avers that upon successfully prevailing upon the Magnuson-Moss claim 

herein, all attorney fees are recoverable and are demanded against the Defendant. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 

Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 

available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

COUNT II 

UNIFORM COMMERCIAL CODE 


27. Plaintiff hereby incorporates all the paragraphs of this Complaint by reference as 

if fully set forth at length herein. 

28. The defects and nonconformities existing within the vehicle constitute a breach of 

contractual and statutory obligations of the Defendant, including but not limited to the following; 

a. 	 Breach of Express Warranty 

b. 	 Breach of Implied Warranty of Merchantability; 

Ca" ]D: 12 j 
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c. Breach oflmpJied Warranty of Fitness For a Particular Purpose; 

d. Breach of Duty of Good Faith. 

29. The purpose for which Plaintiff purchased the vehicle include but are not limited 

to his personal, family and household use. 

30. At the time of this purchase and at all times subsequent thereto, Plaintiffhas 

justifiably relied upon Defendant's express warranties and implied warranties of fitness for a 

particular purpose and implied warranty of merchantability. 

31. At the time of the purchase and at all times subsequent thereto, Defendant was 

aware Plaintiff was relying upon Defendant's express and implied warranties, obligations, and 

representations with regard to the subject vehicle. 

32. Plaintiff has incurred damages as a direct and proximate result of the breach and 

failure of Defendant to honor its express and implied warranties. 

33. Such damages include, but are not limited to, the purchase price of the vehicle 

plus all collateral charges, including attorney fees and costs, as wen as other expenses, the full 

extent of which are not yet known. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 
Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 
available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

COUNT III 

PENNSYLVANIA UNFAIR TRADE PRACTICES AND 


CONSUMER PROTECTION CLAIM 


34. Plaintiff hereby incorporates all the paragraphs ofthis Complaint by reference as 

if set forth at length herein. 

121203006 
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35. The Unfair Trade Practices and Consumer Protection Law defines unfair methods 

ofcompetition to include the following: 

(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. 

36. Plaintiff, as a Pennsylvania resident, believes, and therefore, avers Defendant's 

failure to comply with the terms of the written warranty constitutes an unfair method of 

competition. 

37. Section 201-9.2(a) of the Unfair Trade Practices and Consumer Protection Law, 

authorizes the Court, in its discretion, to award up to three (3) times the actual damages sustained 

for violations of the Act. 

WHEREFORE, Plaintiff respectfully demands judgment in his favor and against the 
Defendant in an amount equal to three (3) times the purchase price of the subject vehicle, plus all 
available collateral changes and attorney fees. Amount not in excess of $50,000.00. 

DAVID J. GORBERG & ASSOCIATES, P.c. 

BY:/s/ David J. Gorberg 
DAVID J. GORBERG, ESQUIRE 
Attorney for Plaintiff 

Li ID: 121 
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VERIFICATION 

The undersigned, after having read the attached pleading verifies that the within Civil Action 

Complaint is based on information furnished to counsel, which information has been gathered by 

counsel in the course of this lawsuit. The language of the Civil Action Complaint is that of 

counsel and not of signer. Signer verifies that he has read the within Civil Action Complaint and 

that they are true and correct to the best of the signer's knowledge, information and belief. To the 

extent that the contents of the Civil Action Complaint are that of counsel, verifier has relied upon 

counsel in taking this verification. This verification is made subject to the penalties of 18 Pa. C.S. 4904 

relating to unsworn falsification to authorities. 

X lSI David J. Gorberg 

DAVID J. GORBERG 


Date: 

121 
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CHRVSLER .......... 

CHEVROLET JeeP,REEDMANloLL 


~=~~11HAUTO WOR.LD 

1700 E. Uncaln Highway, Langhorne, PA 19047 "RA... ~ 215-757-4961 WW"N.reedmantoll.com 
JAGUAR ,' • 8mama 

SUBARU. 

=====-------------------~~------------_.~r_--~~oor-CUSlllMER NO. AO\I1SOR

2722 51 JOHNNY WAI LUN YEU 

,YEAR IlilKl! II.lDDEl 

PHILADELPHIA, PA  I VIlHICLE tn NC. 

!4 M 2 C N 8 B G 3 A K    

 02/17/11 

. 

NEXT RECOMHENOEO SERVICE: * 
D3/3112011 1 15000 HI 01UZ015 IS.000 MILE SERVICE * 

• 
[ ] CASH '~:. [ ] CHE~ : ,:Cj(' N~_ [, ]. *'.[ ] VISA [ ] HASTERCMD:" t [ ] DISCOVER. * 

* 
[ ] AHER XPRESS ( ] ~R [ ] ~~ -: 

K YOU FOR YOUR BUSINESS!! 

TOTAl lABOR. _.• 
TOTAL PARTS •••• 
TOTAl SUBlET ••• 
TOTAL G.O.S•••• 
TOTAl MISC CHG. 
TOTAl MISC DISC 
TOTAl TAX •• : _ •• 

TOTAL INVOICE $ 

0:00 
0.00 
0.00
0.00 • 
0.00 -1--..:...----------1 
0.00 

~~!~'::~j?~ 
0.00 

REEDMAN TOLL 
DISAPPEARING DEDUCTIBLE 

§PlEASE BE SURE TO GIVE TIlE CASHIER YOUR , 
-II EMAIL ADDRESS BEFORE YOU LEAVE. THANKS'I . .

• ~ PAGEfOF2 CUSTOMER copy (CONTINUED ON NEXT PAGE],. 

~n06 
I'''; 

,10/MERCURY TRUCK/MARINER/4DR WGN 10 

,COMII.El\ffS 

E# 996 
A SP 9

JOB# 1 CHARGES-······· - ........................ -- .....• -- _................. , -. .... -- ... -- ••. '_ 


!t~2jtI-z~i~'~;~~j~i~~~'~~~~HOORsl;::tJli:{:TE'&'SI';El~i2~0jtj:f::::~:il~~~bV!io;Y
CUSTOMER STATES WHEN THE VEHICLE IS COLD. VEHICLE BANGS AND 
CAN NOT m ABOI1T 20 HILES PER HR. AFTER THE VEHICLE WARMS UP 
VEHICLE GOES INTO GEAR BUT STILL HAS A HARSH ENGAGEMENT 
PARTS HAVE BEEN SPECIAl ORDERED FeR YDUR VEHICLE. 

PARTS-···_·OTY···FP-NUHBER··--···-··-····OESCRIPTION···-················UNIT PRICE· 
o 9L8Z·3A427·D SHAFT • WARRANTY 

PART ON SPECIAL ORDER
** QUANTITY 1 IS SPECIAL ORDERED ** 

TOTAl • PARTS 0.00 

JOB# 1 TOTALS··········-·········.··.···· •• · •••••••••....••••••••••••.. _. 

JOBI 2 CHARGES •••• -.- •••••••••••••••••~~••:.~~~~.~~~~~._:~~•• ~~••:-:~:~•••• - •••••~:~~ 
~~!i§f:iz,~~::~~\:~~?~i~MGN:i!:s{~tlli&~~;!::~o,~im.1itH(~~'r~M~~:':'f.~.it;~~11:t;~;~'4;~

'.' --'PERfORM CAHPAIGN/RECAu."'--· ._•• ~. ,'. " .•. -.-"'-~.-="" J:' ,·IJ·~. 

PERFORMED RECALL 10815 
. ",' '-m: .-:,:,I!"l.'J::JOB# 2 TOTALS--· .. -- -- - .•••••• -- ... -- • -- • -- .......................... -•. 

; .1 
JOBfI 2 JOURNAL PREFIX UCS JDBtI 2 TOTAL 0.00 

PAfE COUPUm!D MIlEIIaEIl\1T 

MO: 13837 

~~~~iliEJI~~ 
(fi}1:~·71~'''!='· II, ".~ • '. 

r:;:..~" :..!'..!!( i.:. !.'.. ''.':-f, .. 
,F-IEEDMAN TOLL ' . 

'.u·1.8····0 
I f 

:'.... ··0··'1\1 SHOP 

'OPEN 
ji..F-!t~ib;'AM to 6:00 PM 

Sat 7:30 AM to 1 :00 PM . 

Estl~tgrs a"allable 6 days 
a w~~k ~r free estimates 

No appointment necessary 
(215) 757-4961 
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~ 
JAGUAR 

SUBARU 

CHRVSL.ER.......-..---
Jeep'REEDMAN'OLL 

i!:Ji>'iiC9~<lalI~AUTO WORLD 

1700 E. Uncaln Highway, Langhorne, PA 19047 "RAIR 
215~757-4961 www.reedmantoll.com , • 8mama 

CEll.·   
cusrouell "0. AOIIISOR

272251 JOHNNY WAI LUN YEU 440s1TllGNo.3131 INV02ii7 /11 ~~;52184
~'~----------------------------~~~~~~=E~~~I~~~=~~~~--~~~/,~~~~E~~~-+C=OOM~~~~~~~~~~N~o.~~~~ 

I 13,837 GLD LEAF ME 1000596 
Y!iAA /lI/IkE I "OOli!.. tleuvert DATe OEIJVEI'IY t.IIlES 

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09
PHILADELPHIA, PA  VEIUCL£lAtlo. SEWNGDEAL£HNQ 

4 M 2 C N B 8 G 3 A K    
F.T.E.NO,

02/17/11 
!.ULEAGt:OIlTCO'-lMEHTS !WE COMl'LETEO 

E# 99G MO: 13837 

DUPLICATE I N VOl C E 

.~ ; 
."~ '._ ,J 

n~'i"~' 11,PPEN.< ,I. '" 
M-F 7:30 AM to 6:00 PM 

, \ . .:-:.:; .: 
Sat 7:30 AM to 1:00 'PM-

Estimators availab~e 6. day~ 
'. a week for free estimates 

• ~ " t ,,; . 

No appointment necessary 
(215) 751-4961 

'~I______________________~ 

I 
'RI;EDMAN TOll 

DISAPPEARING DEDUCTIBLE 

'. Reedman Toll would like 
a , . ", :';:\0 pay"oiyour'--"
S :;, :t.~~~},J~\f?~~;. ~p ~~.$s.pp~~,::; 
! 
;; .. -. ~:tL\';.~~.:"".•""~~'!::~". t)~"( :: l'~): ;rr·; .......:!.\~.n 

., ~upO~.:u;:~ p~iad ai u~ of wrIte 
1 lUI), Not.valiil ~U!!Y~r0_ Dr .~~ 

~ " ape!!la'!!: 'PlNppelllins daductlblo amount 
. " , 1Ia~9,!lCt~...t!!";~uPlf'~ , 

= PAGE20F2 CUSTOMER COPY [ END OF INVOICE I lD:0781!! "'" . '!,;1~~~!'C;,lI.~L:h-I": <:' ' .. 
;0 lI'ro-: ~ ""1", ~_. .' 

10 
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CHRYSLER 

JeeRREEDMAN>!OLL -----
r=~IOI~t!'JI'/AUT G- W 0 R L 0 

.IRt.A.... 

215-757-4961 www.reedmanton.com 
1700 E. Lincoln Highway, Langhorne. PA 19047 

., emama 

COWoIENr& 

E# 99G 

~~=---------------------~=---------------~~----WM~m-~CUSTOMeR 1"0. ADIIlSOIl TAG Nil INVOICE OI!I'S

272251 JOHNNY WAI LUN YEU 313l 03/09/11 
IJI/IOR R<ITE LICEN!Il! NO. COLOR 

14,070 GLD LEAF ME
VEARI t.t.AlIE/l.IODB. OEUWERY DATE OellllERYM1I.ES

10/MERCURY TRUCK/MARINER/40R WGN FWD 11/10/09 10PHILADELPHIA, PA  ViiHICI.£ ~n. NO. SaliNG DEAlElI Nn PAOOUCTION 0lT!I 

4 M 2 C N 8 B G 3 A K   
P.0.1"O.

02/24/11 
DATE ctll.lPlETED MII.EAG.!E OUT 

MO: 1407 

PARTS···- - ·OT'{-· ·FP·NUMBER·············· ·OESCRlPTION·········· ....... -··UNIT PRICE. 

1 AlaZ·7025·A BUSHING WARRANTY 

1 9L8Z·1177·A SEAL WARRANTY 

2 XT·I0·QLVC OIL· A 

1 9L8Z·3A427·D SHAFT • ~~~Q~.DLt.WARRANTY .... y ....... p. .... -.;>. IL .... ,D
1 XI ·lO·QLVC OIL • A 

TOTAL . PARTS' .' .. : D. 00 1-_')_':'...,/...,;),...~!_"_J_)__. _._,_'_'_._._."_'--I 

JOB# 1 TOTALS··_·-··-· ................................................ . 1/; • 070 G·:"'Dl~E'.iI;: t;,,:; .', 


-EIEED·tJlAN TOLL -JOBiI 1 JOURNAL PRmX LICS JOilf I·TOTAL· ;~;·:':; ...·O ..'OIP
2 CHARGES··· ._ •.••.••••••••••••••.•••••••••••• _•••••••••••••••••.•••••••••.•••.•••••••••• .I.J·'SODV SHOP"'; 

I • d ~ 1 ,~. 1· 
.' OPEN 

" ., I "l': f \ "",~zoL1i~~1~~~~~~iErrrAl:~?~~:1E27/i-:~~2:t~~EiEtH,~11§9'§~i¥11~::~~y2~~"J;~li! 
ftiI:.j:'7:3IfAM to 6:00 PM 

UBLET·····pOf········VEND INV#·INV.DATE·OESCRIPTlON· ............................. . Sat 7:30 AM to 1 :00 PM 
166263 174807304 03/10/11 RENTAl WARRANTY 


TOTAL • SUBLET . 0:00 
 Estimators .available 6 days'
2 TOTALS·····.·· •......• =......... _................................ . 
 a week for free estimates 

r' ·r-.1P ~pj)oiptinent necessary .JPBi/. 2 JOURNAL PRmX UCS JOB# 2 TOTAL 0.00 
.;' :"::;:l215) 757·4961 o 

I 
j 
o 

. ,o . REEDMAN TOLL 

I 
! DISAPPEARING DEDUCTIBLE 

Reedman Toll would like 

...,I ..;
.<1 

, . 

PAOE10F2 CUSTOMER~o.PY [CONTINUED ON NEX"I:"·PAGE),·.. ',.'. 

~ 
JAGUAR 

5UBAAU. 

--_. "'--io-piiy for your 
:,....deductlble - up to: $500... · 
~:~~~t"~;i'7:~·l,:'?~'1t::· .,1'7..~:.. ':: .:,:.".. ~. "';~''''': 

:' 

PE13-003.4 000934LC
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CHRY5LGR 

OiEVROLET JeepREEDMANIoLL 
.~ 

~oii::\lIl!::3~!rfijf/AUT(!;. WORLD 

1700 E. Lincoln Highway, Langhorne, PA 19047 -" A.A.... ~ 215-757-4961 www.reedmantoll.com 
JAGUAR • 8rnazca 

SUBARU. 

CUSlIlMIilI NO. A!lI/ISOR • IlliG NO. It.'VOICE ~Tl! IMIQICE NO.272251 JOHNNY WAI LUN VEU 44051 3131 03/09/11 LICs53887
IUCENSE NO. "'tlEAGE IectOR srocK NO. 

I 14.070 GLD LEAF ME 1000596
YEll'll tlAKE /IoIQ!lEl t\6.JVERT DA'fU OaJVERY t.IIL.E.S

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 ! 10PHILADELPHIA, PA  vellCLE Ltll!lQ. SEI.UIG DEALER NO. PAOOUCllON DATE 

4 M 2 C N 8 B G 3 A K   
FttE.NO.

02/24/11 
MILEAGE OUTCOMMEHlS 

E# 99G MO: 14074 
••••••••••• - - - - - 

... NEXT RECOHKENDEll SERVICE: * 

* 03/24/2011 I 15000 HI 01lIZ015 15.000 MILE SERVICE * 
***•••,••••************.*****•••**.**•••**** •••••• , ••• *.*****., ••***",**** 

TOTAL lABOR •••• 0.00
I*- ... TOTAL PARTS.... (J.OO
I*- [ J CASH [ ] CHECK CK NO. [ ] * TOTAL SUBLET••• 0.00 ... TOTAL G.O.G •••• 0.00
fit [ ] VISA '. [ ) MASTERCARD [ ] DISCOVER ... 

1* ... TOTAL 11lSC DISC 0.00 

'* TOTAL HISC CHG. 0.00 

...1* [ ] AHER XPRESS [ ] OTHER [ ] CHARGE TOTAL TAX .••••• 0.001* * TOTAL INVOICE $ 0.00 1----------.....; 
ifHANK YOU FOR YOUR BUSINESS I I 

~~E BE SURE TO GIVE THE CASHIER YDUR 
,,,,,,",,IL ADDRESS BEFORE YOU LEAVE. THANKS 

·D U P lIe ATE I N V 0 ICE 

. :'OPEN 
r!:2l~' .i!', tj~~;
M-F.7:30 AM to 6:00 PM 

. . .. " 

Sat 7:30 AM to 1:00 PM 

Estlmatc)rs available 6 days 
,a wee.k for free estimates 

No appointment necessary 
"(215) 757-4961 

. ~ :'~~" ..... 1---=--...:....-------/
,t ,'.' 

, 
' .. : .. :: :~r REEDMAN TOLL ; 

'Ii :: .·:Zl· DISAF.tPEARING DEDUCTIBLE 

I 
ii i~.~G". .. 

J 
i ,

,,", 

i 

I 
~ PAGE20F2 CUSTOMER COpy· 

PE13-003.4 000935LC
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272251 

CHRYSLERc::;;:;:t 
a;EVROLET Jeep'REEDMANloLL --

~.;::::91C!1GiFijI'/'AUT. 0 ' W 0 R. L 0 

1700 E. Lincoln Highway, Langhorne, PA 19047 e ..A.
~ 215-757-4961 www.reedmantoll.com 

JAGUAR • 8rna2Da 
SUBARU. 

CUSTClMeI NO. I\DI/ISQR I 'Wi NO. INVOICE DAlE IN'iIOlCE NO. 

JOHNNY WAI LUN YEU 44051 3131 , 10/20/11 LICS108576 
lJIllOR RAn:: UCENSE NO. IMIl.EAGE CQ~OR STOCK NO.

i 21,663 GLO LEAF ME. 1000596
YEAR I_IMOOfL 1l6.IVem' ~TE OEUVEJIV Mll.ES

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10PHILADELPHIA, PA  VEHIClEI.D.Nll I""'-1.lNI>DE.\~ANO. PROnUCllONDAlE 

4 M 2 C N 8 B G 3 A K   

10/19/11 
COMMENTS IlllLEAGG QU't

E# 99G MO: 21663 
_~IAT; !~P KON ] 9

J0811 1 CHARGES- - - -. " ., •••• - - -...... - •••• -................... - -- - - • - •. - .. ___ .. -. - • - ......... __ 


~~lbE~:2~L:':~rft)i(R;f~iliil:i1Y~ffi)]tERN~~~1{.}~o~o;JtCH(st~~84~i';;;.:21:;1{Ni:~::1ii:j91~~lO:dlog
CUSTOMER STATES RATILING NOISE FROM FRONT RIGHT »lEN ACCElER 

·ATING. ONLY WHEN ACCELERATING. 

CANNOT DUPLICATE CUSTtl4ER CONCERN AT THIS TIHE. 


JOBlf 1 TOTALS- -...... -............. -- .. -- ......... __ ................... _ 


. JOBj! 1 JOURNAL PREFIX LICS JOB:/I 1 TOTAL 0.00 
~OB# 2 CHARGES- .. • .. -·· -- ....... -- •. -- ......... --. -'-' - ---.-- ........... -..._..... - __ .. - _..... . 


,'~~~aDLL 
2 TOTALS· ................................... -...................... '0'· ·-:..i/r~~r::-l~· Wo' .~.L.''l', 


JOO# 2 JOURNAL PREFIX ues JOBif 2 TOTAL '''' 0,,00; .-, -' ';.. . . I"
S CHARGES····· ...... •• ........ __ ........................... _......... __ ... _........... •••'J::'~ I· '."." 0.r;/1 t· r· c • 


.REEDMAN TOLL 
l t· eODY SHOP .. 

I'" '1., '1 ~PEN 
M~F"7~30'AM to 6:00 PM 
'Sat 7:30 AM to '1 :OO'PM':; :: 
Estbn,ators available 6 days 
,~,week for free estimates 
I\I~ appointment necessary 

.. :: (215) 757-4961 

PE13-003.4 000936LC

http:www.reedmantoll.com


........................ "' .......... -- -.- ................ ---  ........ _ .. _ .................... "'-_ ......  ......·j- ..:·..  ..; .. -~-i... ," 

-,' ," c" ~ OPEN . :. \1.- ...; ... : ! \ 
,M-F 7:30 AM to 6:00 PM 

Sat 7:30 AM to 1 :00 PM 

',: PAGE20F4 CUSTOMER COPY ,.. 

CHRVSL.ER 

-4IJF 
CHEVROLET Jeep'REED~NIDLL 


=e::s!l::»<OZ'a~AUT.O WORLD eRA...1700 E. Lincoln Highway, Langhorne, PA 19047 
~ 215-757-4961 www.reedmantoll.com 

JAGUAR • 8ma2Da 
SUBARU. 

===~---------------------,~~--------------~~~----~~~~~'CUS'I'CMEA IJQ AIMS!lR IMttIICE IlIII"E

272251 JOHNNY WAI 10/20/11 

PHILADELPHIA, PA 

UIIIOR RATE UCENSE NO. COLOIl 

21.663 0 LEAF ME 
~v~~/~~~~IU.U~~----------~------~~ ~~ 

i10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 
YalICU, ~D. NO. SEl.I.ING DEAl.EfI NO. 

4 M 2 C N 8 B G 3 A K   
fitE-NO, P. tl NO. 

10/.19/11 
CQMI,IENn 

DEUVER'I Ml 

10 
PROOUCTlON DATE 

MILEAG£OtI1" 

E# 99G MO: 21663 
ESCRIPTlON······························· 

1748D7337 10/21/11 RENTAl 
TOTAL • SUBLET 

5 TOTALS····································· ..••••••••••.•.•••••••• 

WARRANTY 
0.00 

JOOII 5 JOURNAL PREFIX LIes JOB/f 5 TOTAl 0.00',
JOBf# 6 CHAAGES···· ................. •......................... 0 ................................. ' 

1.AIiIPP.:.=:,:..,~;,::.;..::..::.:. ;.:':.:'~!.·_7';':··· . :.'~.:.:.;;.'" '::';':';",;;..' :.': ,.•.. ::;.:.;.:.::.::.::.: •••••....• ':.::..:;' ~:.:..:.._..:..... _._ " ,
Jlr;6't11t-l!102:::.::;·{:::.:li.:.:;;p§.;lNSif~mm-!ilHOURSt:i'!~J:~~Thl~H·(1S)~3M~b1;1i't:.-t;;!Niw:~;r.~.£~4~"

CUSTOMER REQUESTS PA INSPECTION AND ENHANCED EMISSIONS TEST 
PERRlRHED PA INSPECTION AND ENIfANCED EMISSIONS TEST 
IH180076ID··A119321335 
TIRES . 8/32 AlL AROUND 
BRAKES 7/B F 5/B R 

ISC· ••...CODE.· •••••••OESCRIPTION· ............................. ·CONTROL NO········· 
PAL PA INSPECTION STICKERS·LINe 5.00 

L612 FREE·PA STATE INSPECTION ·30.00 

TOTAL • HI~e" -. ",·25.00 


. j t :. , 

'JOSH 6 TOTALS············· •.•• ·····•• •.•••••.••.....•••••••••••••••...••• 
~,.~~ ..... -;. i.' _:f- ""r,:' i",.;"';,,!.. : ~ .• ,t·:. .:! " 

lABOR ....7'r~95' ""..... -.•:.P.. ,",. ',".' " . 

MIst . ': '," ,".~••25i9,91;· '~R.~.g.t\.4AN TOLL:,.. 
:.1 ", JOB# 6 JOURNAL PREFIX LICS JOBiI 6 TOrAL ,," .0"'49:95 .l· -. SODY SHOP'" 

PE13-003.4 000937LC

http:www.reedmantoll.com
http:CHRVSL.ER


CHRVSL.ER ............... 

O-IEVRDJ..eT 

i 
.JeeP.REED~~>.DLL 


Fl::l>.z:::::s,I!::il€Eti~AUT. 0 W 0 R. L D 

" ~ 
JAGUAR 

SUBARU. 

1700 E. Uncoln Highway, Langhorne, PA 19047 
215-757-4961 www.reedmantoll.com 

• 

272251 

PHILADELPHIA, PA 

ADlI50R 

JOHNNY WAI tUN YEU 
II.ABCRMTE Iuc;ENSE NO. I_Gil C1)I.OR STOCK NO. 

21,663 GLD LEAF ME 1.000596 
YEAlI'W.AKE/MDOB.. DaiVERYDATE OEUVelIYloIlLES 

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10 
VEHIQE 1.0 NO. SEWNG DEI>LER NO. PRODUcnoN DATE 

4 M 2 C N 8 B G 3 A K   
F.T.E.NO. 

10/19/11 
MtL.5AGE CU1 

MO: 21663 
pOBI B CHARGES···································· - •••.... "" ••••••.•••  _•••••••••••••..•• '" • 

lABOR:..:.: ;.'_'.:,:.~ ..::_:.:'::;':.:.;;.:;_:.;:, :.:.::: •••••••••• ':.:.' -.:..-.;;.: =.:~.:';::" ;..:.~':;' •• '.' :':':.:.:' ••. ~ . ~ 
Jffj8f20i.j·ZG8A1I:2;;L~BA:T[ERYt:lESf:i'itiill"~HiifRS~£:t!§:';.h;;tE€FitS1:·:,3m·~r~i~rr:~·~i:/,i:·ili-~illf~W~~'ll1od~

BAnERY TESTED AND PASSED AT nus TIME. 

JOB# 8 TOTALS·················· •• ·········.·.· .......................... . 

JODI 8 JOURNAL PREFIX UCS .JJBI 8 TOTAL 0.00
J08ft 9 CHARGES················ ............................................................ . 

LABOR·················.·· •..••..•••••.............................................. 
c1£$.-2DtrZGiiIR8::~;)~jjRES·:fu'fEc~m¥oW3~m51{\.i·:-c:;::;:<~;'lEeHfW;]MlL1~::;i};.J?:~;;i"l·;~~~ifilimi'fo'!lb~TIRES CHEcKED'& OK •• • .•• '-" . c· -.~--••• ~. . • 'n.· .. 

1READ REMAINING.7/32 OR GREATER 

JQB# 9 TOTALS························ ........•.••..•..................... 

~ " . . .~ 
~;".'.k.""""*.**********".i'••• '**.'*i****: 

.' '0 ; .• 1 !;;:' ~ltri1~t~~.avallable 6 days 
.8week 'or free estimates 

. ·104.9D:, :·:.t;Jo:QPpok;lment necessary 
~: (1 CASH [] CHECK CK NO. ( 1 :

.!: (] VISA [ ] MASTERCARD [ ] DISCOVER : 

! Ii (] AHER XfRESS [ ] O~~ . [] CHAR~. : 

~ ;uuuuu,**uu*uu.,..****!'*"'~*uU***U*lU:U** 

iTHAMc YOU FOR YOUR auSIN~!!.. . , 

Ii
#PlEASE BE SURE TO GIVE THE CASHIER YOUR'I EMAIL ADDRESS BEFORE YOU LEAVE: THANKS .. 
11 

t 
'; PAGE30F4 

.fi. 
CUSTOMER COPY 

;0·' 

TOTAL lABOR .... 
TOTAL PARTS •••• 
TOTAl SUBl£T ••• 
TOTAL G.O.G •••• 
TOTAL HISC CHG. . . 
TOTAL HISC DISC 
TOTAL TAX •••••.. 

TOTAL INVOICE $". 

(CONTINUED ON NEXT PAGE] 

20 •.()O. ' ~:. (215) 757-4961 
Q.OD ~.';".g:gg 1-..-"-:---=--:-~-------I 

·79.95 REEDMAN TOLL
3.72.. '.'. 

... ~.~~;. :L'!~S~~p'~fiIN~ DEDUCTIBLE 
. ~ '.' ':: :': R~.~I1'!~n.T~JI w~~ld IIk~ . 

. . : ~~~o, paylo;. you;"-,--;-' 

..'.',....,:,.; .... ;!..'...'k~ '!. • r~'::":~P !i$~.O(l**;7 
_ ...... ..t::r~;; P': ;:)' ': ..i' .,' ",.,:: :,~ v:; " 

-eoupoi';..,;,'uit .·be ~lIled It time of wrlle 
.: .' ; .!!i>~lt!ll'!..w!l!l.!!!Y .!ll!'ll,lr.~"" 01' a~~ 
:,. ';:1: .ptlcf,la•. Dluppearlng dlHI~lbl. amount 

basedJlil.~o% qf.e,stIma!ll, up to $Ilia.. . 
!'"':1=~:>tj:t~<~I-t~"! . '.~ ,1 0:07am 

....A... 

8 mama 


PE13-003.4 000938LC
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'. " ... , -.~ 

CHRV51..ER .......... 

CHEVROLET ..Jeep'REEDMAN~!OLL 


e::::..C:9i!::i>es~AUT. 0 • W 0 R L D 

1700 E. Lincoln Highway, Langhorne, PA 19047 
" RAIM~ 215-757-4961 www.reedmantoll.com 

JAGUAR • 8mazca 
SUBARU. 

o 
III 

I o 

272251 
ADVISOR 

JOHNNY WAI LUN YEU 3131 
UCI!NSENO, CCl.OIl 

21 663 GLD LEAF ME 

PHILADELPHIA, PA 

'IEAI'IHIAlIE I MC!l£L OEUVliFIV llIQ'E 

lO/MERCURY TRUCK/MARINER/4DR WGN FW 11/10/09 
VEHiCt.E lll.lIo. UWMI t:lI£AI.I:R NO. 

PEUYER¥ MILES 

10IPROIlUC11ON' DATE 

*"'* 

C N 8 B G 3 A K    
P. 0. NO. 

o U P LIe ATE I N V 0 ICE 

:): 1 )' l' 

MILE.OGE OUT 

MO: 21663 

.REE,Q.MAN TOLL. r,
,J.J·"sbOy SHOP ". 
',' ,OPEN
,1 11,..::(1;;-; "! 

M:'F'7:3l1AM to 6:00 PM 

Sat 7:30 AM to 1:00 PM 

.... " .. , ',' Estimators available 6 days 
, a week jor free estimales 

: . '':": i '.~:. : _,. t' • 

, '.. , "No.aRP«?~~tment necessary , 
;,~!:, :;:. ·':~.~.;j(215) 757-4961 
-.:.. :: ."'.!~:.'~ ':::~~'Ii; ~~:~) . . 

, . :!' " "REEDMAN TOLL 
DIS,APP~EARING DEDUCTIBLE 

Reedman Toll would like 
.--.-- .. '~o':'pay for your 

"de.4f:1cti~l~ -IJP l~ $500" . 
• : --::; :;~ ;. : •• ~. ~ ",' ;': . :.; 'I 

'" PAGE 4 OF4 
~ 

CUSTOMER coPY I END OF INVOICE l' 10:Oi;uj,. 

".:.t 

. '" 
. .... ~ 

PE13-003.4 000939LC
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CHRVSlL..eR 

o-tEVRCLET JeepREEDMANloLL --
1!::'iI~1C1<!:!$ rIffI'/AUT O. W"O R L 0 

1700 E. Lincoln Highway. Langhorne, PA 19047 " ..Ao.. ~ 215-757-4961 www.reedmantoll.com 
JAGUAR • gmazaa

5UBARU. 

~==~~------------------------T..~-""~~o------------------T-m1Nn------r.~~IC~E_~E-CUSTCnOER fin ~~ 

272251 

COI.IMENTS 

E# 99G 

~"~;.:'~-:-" ,:;. ~:~:~;~7 ~:'"I';..:i'~-"";~"~'~"""~~' ~-:;,.':;:,-,~..~.:~~-..:::...:.:..;,; :-~!""~...:-;,::;~~ i:..-- .;..-.. 0:. ....;:'_:'. ;"'i-:,.-;_":-j .;'=:-:;'':;'';:'~.-~ rf::-:'i.:-;-.;.-,.:,".! ;,.-", .t-----....-t:t
'. ;:lllOLlZ/ ' .. ,1._.," ""DRiVEABrld:~-CQNCERN"'HOURS-' '.;. ·F., ',1Et:1i.(,S),'384.l::. c " .,.-,1,:..;..." •..•....•:.•:wARItAN:JiY:;.,'-CUsrnMER STATEs RAmlNG WHEH ACCEL£AATfiIGO> 

JOHNNY WAI LUN YEU 11/04/11 
lAiIOFl M'E IJCEn5E Il10. , COUlR 

22,105 GLD LEAF ME
VEAIl/MAJ<EIMODI!I. DELNEIWIlJ.TI! Dl!UVERVM1L.ES

la/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10
PHILADELPHIA, PA IIEHICI.E LD. NO. sauNa Ol!N.En 1'10. I'AOOUC'IlON DATE 

4 M 2 C N 8 B G 3 A K   
F.T.E.NO. P.D.IIIO.

11/02/11 
IotI1..EAt)EOUT

MO: 2210 

.. . - .<-~ , ...... ,.-•• ~.. .,... 

CANNOT DUPLICATE CUSTOMER CONCERN AT THIS TIHE. 


JOB# 1 TOTALS .. ·••••••···•••••• ............................................ .. 


JOB#I 1 JO:JRNAl PREFIX LICS .xJi3I 1 TOTAL 0.00
JOBi 2 CHARGES- - _. _.-... _. - -- _•• _•• -............................ _....... . ...... _••••••••••••••• _. 


~~~~l~~ii:1EtNGi~iNO!i,:i{~¥:~:!t~~:t..~fofTEiiri~t;J~i12&i~~::~~;[:£:~::;::;5?:IT.~
CUSTOMER STATES Itm:RHINTLY WHEN KORE OR so IN THE IIlRNING 
VEHICLE SEEKS TO JERK AS IF IT IS KISFIRING. 
999A .6 
DlAG AND OiECICED VEHICLE. VERIFIED INTERMINTLY JERKING 
MISFIRING WHEN COLO, IDS DIAG AND Al.L PASSED FOUND 

CODE P12B8 AND CHECKED UNABLE TO DUPLICATE NOISE AT THIS

TIHE. ,~." i 

. ,. J08#1 3 JOURNAL PREFIX LICS JOBI 3 TOTAl 0.00 
JOBil 4 CHARGES····· ..... -- ........ --._ .................................................. ~i." i-";~~. 


. ~ ~2foti~o3;;~~~~:~f~j£~jiITfii.i;;.j:;~£!%Dg~;~~Ol]:[t~iS}i~§~..;?~Jj~J:;'·~~~f;~tijl.t1;~~ 

Estimators available 6 days 
a week ,«ir free estimates 

No'appointment necessary 
L' :::·.:{215) 757-4961 

o ... 

III UBlET···· ·POI!····· ···VEND INVI·INV .DATE·DESCRIPTION····· ••••• ~... ••••••...••••••.. :, .•.:";;' '---~-----i
...-:,.j...:..-'--'-.-' ..;.:... 

182565 174807339 11/07111 RENTAL . wwwm'..... ;.:", : .... '.
·ft TOTAL • S~Blq: .... ,,:: ~.:~,~. .; ..JIJ:EDMAN TOLL 

4 TOTALS···· - ........................ - •••••••••••••••• - ••••••• •••••• .;' DISAPPEARING DEDUCTIBLE 

! JOBI 4 JOURNAL PREFIX LICS JOBiI 4 TOTAL . ,,' .6fo:6' ."Reedm~n Toll would like 
5 CHARGES··· .. •• '-' •••••••• ~...... ...... .................. ........... ...... •••• ............ ---_..._' tapay 'for your 


: iLABOR··· •• ' ••• .:..... .... •••• ........... ......... .................... •••••••••• ...... .. deducllble - up to $SOD'" 
~ .. ~ttZiC~Eilflri"" ~teXr19£if.~ftacrRs1TIi;i:~:;:~LrJlEei{cSr.:SMi~Zi;;}j~iir~;;'i;,~;.;:;I;~jSj ;~=t~ ~~·:f.i~::~\f:." "" r \i! CUSTOMER R .~ FPR A PRICE ON,OV£R,HE'AD BUTTONS ESTIMATE." ., .,;~;.; ~~~l~ ~~_ .l1Ime O;wrilo 

1 . ... T .. '" .l!'.!Y_c!~ ~*'" or ad'tl,1lf!I!I.!!d 
.ii , ".:: .!" .:'.; .. dedLlCllble amount 

D • • .. ...'. ..... ."._rlf!a!lt..up1!>$!iDO.. . 

~ PAGE 1 OF:; CUSTOMER.C;Pf,Y·. 'I ,~[C~NTI,NUED9N t.JEXl::P~GEI"i"1~~~~.~i o-i:.} .' ;~~~!'~~\: I ~ ',2 .... I.r . 

,. ...... :":' ::' :~ :~,::,~:li ~j::'~;t~~~i:·1f~';~;i3~T 
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c::::;;:t 
CHEVROLET 

~ 
JAGUAR 

SUBARU. 

REEDMANloLL 

AUT O. W'O R. L 0 

1700 E. Uncoln Highway, Langhorne. PA 19047 
215-757-4961 www.reedmantolf.com 

CHRVSLER 

~ 

Jeep' 
= e::::.iO<!:S£lffI7' 

$ RAM 

eemama 

======~------------------------------------"'~-"'~-------------------h~~NnQ----~--~~~-CU5ltll.<ERNO. .~~

272251 JOHNNY WAI LUN YEU 3131 
I.AI!OI'I RlITE UCENSE' NO. COLOA 

22,105 GLD LEAF ME

PHILADELPHIA. PA

VEAllIMAKEIIoIOIlEI. fRY DATE ElNElIYMI S 

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11 10/09 10 
VEHICLE 1.0.110. SEW_HI OElUll NO, tIAlE 

4 M 2 C N 8 B G 3 A K  
FoT,E-NO, 

OIolMENTS 

# 99G 
F OVERHEAD MAP LIGllT S ITCHES· 133.67 FOR PARTS 

AND LABOlt HAS TO ORDER. 
(.5) 

JOBif 5 TOTALS····························.······- ..................... --. 

JQB# 5 JOURNAL PREFIX LIes JOBf 5 TOTAL 0.00
OBI 6 CHARGES·-····--··-·-···· .... ······ .................................................•..... 

If.~itri~·~~ji::~~;iT~it~q~.~~\~.~.:0:%f,fffHOifRsh;lI:~~~~Cil·tS;i;;S'8ti3!0f·~1;,~;1J:L)·,;·:,,\·;·WARR:MiY£
OIS REAR TAIL LIGHT IS INOP. 
1346SA .4 
REPLACED BULB AND RETESTED. OK AT TIllS TIHE. 

PARTS······QTY···FP·NUHBER···············OESCRIPTION···· ... ·············UNIT PRICE· 
1 F4CZ·13466-A BULB 

JOan 7 TOTAlS··············· ............................................ . 

JOBII 7 JOURNAl PREFIX LIes JOBI 7 TOTAL 0.00
JOBI 8 CHARGES········ ....•• -:... -........ "....................••..•............................. 

11/02/11 
MILEAGI"JIIT 

MO: 22105 
! DATE COt.ll'LS'BI 

PE13-003.4 000941LC

http:www.reedmantolf.com


3131 

AN 10 

CHRYSLER. 

--......:--
Jeep'REED~>.DLL 


Ii'!::::& CSI e:;:9 €!!!l~AUT o. W' 0 R L .D 
1700 E. Lincoln Highway, Langhorne, PA 19047 " R.A.INII ~ 215-757-4961 www.reedmantoll.com 


JAGUAR 
 • emazca 
SUBARU. 

====~----------------------~~--------------~~~----~~mo~C;U5TQMEII HO. 	 _OR "TAG 1'10. 

272251 JOHNNY WAI LUN YEU 
UcEN5ENO. 

"~/MAKl!/IIODEL

10/MERCURY TRUCK/MARINER/4DR WGN
VE/ilCtI!:I.D.NO. 

4 M 2 C N 8 B G 3 A K    
F.T. E.Ne. 	 Po 0.1<0.

11/02/11 
COIwlMENTS DIllE COMPLSTElI MIt.EAGE OUT 

E# 99G MO: 22105 
OTAtS· •••• - ••••••• - - .. - .•••••••••••••••••... - _. • .• •........................... _............ _ . _ 

'It NEXT RECOMMENDED SERVICE: 	 * 
* 10/31/2012 I 33244 HI OQUZl9 PA INSP/EHHANCED 1M * *••*••**.*.*********•••*** ••*.*,*****"**,.*••,.***,, •••• ,.*,•••••••••••••• 

;. :TOTAL lABOR •••• 0.00, . :':"
, .* 'It TOTAL PARTS .... 0.00

* [lCASH [ J CHECK CK NO. [ 1 * TOTAL SUBLET ••• 0.00 
* TOTAL G.O.G.... D.OD** 	[] VISA [ ] MASTERCARD [ ] DISCOVER 'It TOTAL HISC 0iG. 0.00 


* 
 TOTAL MIse DISC 0.00* [] AMER XPRESS [ 1 OTHER [ ] CHARGE * 	 TOTAl TAX ...... 0.00
'It * 

TOTAL INVOICE $ 0.00 I-_~________-I 

THANK YOU FOR YOUR BUSINESS!! 

PLEASE BE SURE TO GIVE TIlE CASHIER YOUR 
EHAIL ADDRESS BEFORE YOU LEAVE. 1HANI<S 

;:~~ ~·:~C~~;· Gt~t\ ·J.:~J1:~<~f~;G -;.1~.-·!~::::~·~· 

~ n.'. -•• :••' r·.·.:':u .~~.t=,,~MAN TOLL: r,':1 .• 

o UP'L 1 CAT E I N V 0 ICE U:'HU**uuuuu;u;u~.,- ~""':EJOI.JY SHOP ...., 
". OPEN 

• .. ~ ,",,~. ,~ t ... 

M";F7:30 AM to 6:00 PM 
Sat 7:30 AM to 1 :00 PM . 

Estiin~lIors available 6 days 
. . '''', .:,a~vi:ti'e!<.fpr lree estimates.;'. '.l ';;" 

" • • ".f .. .. ; .• i . . ~ '1' ~', ~ .... . ~ :.:: ~:;i;.:: ; ·.~o.~:~i~~!~t~ent necessary 
. .-;.: . ~.~;. .; ·-::·.;';:ik"~ •. :·:;·.-§,'::d~'~)757·49S1 .

:.' ~:; .:,. ::J::$t:: '. ';";t r:;':~';l.· ,' .. 
. " . ~~.·3n~. 

..{r.}~:. . ,REEDMAN TOLL 
·i.('~~ JDISAPPEARiNG DEDUCTIBLE.... ".::'; '~ .. /~ 

~ PAGE30F3 CUSTOMER copy [ END OF INVOICE!. 1 
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CHRVSL.ER 

~ 

.Jeep'REEDMANloLL =~lC>esfiEJ!'/'AUTO WORLD 

1700 E. Uncoln Highway, Langhorne, PA 19047 ~R.AIM 
215-757-4961 www.reedmantoll.com 

• 8rnama 
~ 

JAGUAR 
SUBARU. 

CUSTOl\lfA NO. AII'IlSOA

272251 TAG NO. 

CHRISTINE MARIE BA 3131 
I.AlIOR MTE \JCENSE lOa. 

26 070
YEM\/MME/MODEI.

10/MERCURY TRUCK/MARINER 4DR WGN FWD 11 10 09 10 VIiHICU; I.a. NIl. SELLING DIi"LEII ..0. "AOIlUCl10H ~ 

4 M 2 C N 8 8 G 3 A K   
F. T. li.ND. ... 0. NO.

06/27 12 
""",,COMPLETED MIl.EAGEDUTCCMMliNI'S 

E# 99G MO: 2607 
[ STATE JNSP MON J 9
JOBif 1 CHARGES·· - ••••••• -•••••••••••••••.•• - •••• _•••••••••••• _. --. -- ... _. -•.. - _•• -.. 

lt~~}-GbiiY';,~?i"~'~;::;':ff~~~}biii:cbNc~~:~aif'lD1~ffi(s~';~-:~;::-;;::~~t:~'t}.~~?~~- , --Ci5TOMER STATEs \rI1EN'"DRIVINS'lHE VEHICLE 'IT 'HAKES AJOLt" UK -_. . .,.. . •• 
E. SOMEBOOY HIT HER FROM BEHIND AND THE CAR SHUTS OFF. 

CUSTOMER STAlES RIGHT BEFORE IT SHUTS OFF IT \olJN'T 00 ABOVE 

20HPH AHD FEELS LIKE IT IS mINDING. 

AfTER WAmNG ABOUT 5 HINS SHE CAN STAAT THE CAR, MUST 

GIVE IT ~ TO START IT. 

DIAG AND CHECK FOR COOES • NONE STORED - TEST DRIVE DID NOT 

VERIFY • INSPECT FlutD CONDITION BURNT • REMOVE TRANS AND 

INSPECT . HOllINE OK TO REBUILD TRANS ASSEftBLY - REPlACE 

DIRECT CLUTCH· REPlACE VAlVE BODY AND FILTER - RESEAL OVER 

DRIVE AND . REASSEMBLE TRANS flUSH LINE . REFILL AND ROAD 

TEST - PASS OK AT lHIS TIME 


PARTS·· - •• ·on _.•FP-NUMBER· -. -•. _. -. -. _. ·DESCRIPTION-··· - •• _. _•• -- -- •. - -UNIT PRICE
1 BLBZ-7A100-A CONTROL WARRANT'{ ift~j:;p~',DLL

·1 BLBZ-7A1OO·A CORE RE11JRN WARRAKTY "'''','.'.''r.~~' ow 0 ~ ,,!,"WARIWffY , ....1 9LBZ-715J·G KIT - G 
,,9 XT·ID-QlVC OIL· A =,.,_. ,..:.;~.; ,1 TA-29 SEALANT 


1 9LSZ·8501·C PUMP AS 
 ~mm REEDMANTOLL
TOTAL • PARTS 

0.00 .. BODY SHOP 
JOBf/ 1 TOTAlS· - - .•• -.• -- -- -- - •• -- ••.••••••• -••• -- --- •• ___ ••••• _•••• __ ... _ 

OPEN
JCSft 1 JOURNAL PREFIX L1CS JOB/I 1 TOTAL 0.00JOB/i 2 CHARGES-·· - -'-- - •••• _. - .- ..... _. -- ••• - --. -- _"_' __ -••• __ ••• ___ .. ____ • __ • ____ ••••••• ___ • M:'F'7:30 AM to 6:00 PM 

~~:.;~~ ~ :~.. ~ - ~: --r, .... ~=-::_:: =- ....::,:.,;:.:..::...: .... M_: : ..::' :.:.:-.... _..... ::~:,;.:.:..:...._:':.-.- ... ",'" _................... - - .. ".:':':": : ..... _ ,-~.1"!:-- Sat 7:30 AM to 1 :00 PM 
iffI.,,2:;10I:.:IZOl":ilJ::" :.T'"'3:;DRi.tVESnUIiEft:.CONCOOl~RO~1iU'1,:;-'::TEe:H{S~· li~~;;;r.i1::,,::,~{:;::!~~1;:;!i,.}';':Q:Mr.

CUSTOMER STATES THERE IS A NOISE COMING FROM THE FRONT . 'E~ti'iTaat~~s available 6 days lflEEL WELL WHEN ON ACCELERATION. 
COOLD NOT VERIFY AT lHIS TIHE a week for free estimates 

~ JoB/i 2 TOTAL~~ .. · - .•• -- •••••• -- • -- ....... _•_••••• _ •• _ .......... _••• _•• __ _ No appointment necessary 
-:. ;(215) 751-4961 

; 0 . JilII 2 JOURNAL PREFIX LICS JOBf/: 2 TOTAL 0.00,e: JOBII 3 CHARGES· _•• -_. -. - ••••• _•••••• - - --_. -"--- _•• --_ •• ----. - - .---. --_. --"'" -_ •••• _•••• -. - •• "I--~'---------t 

w J~2~Bi9]PJ;QtY-:::~UAhm;!~a -. _...._....:mfofuffi~rii~is~~!8r~i~~i~f~';JPJ!IW.;:i'd~ODg _, F:I,~EDMANTOLL 
i PERFORM QIJAlI1Y CARE HAl CE CHECK . ' '. . . DJSAP~EARING DEDUCTIBLE 
~ QUALITY CARE HAINTENAr«:E CHECK, COl:IPlETED ,'- ,! 

~ " ;'R~dman Toll would like 
!JOBI/ 3 TOTALS··· -.'. -.•• - -:: - .'•• -=". _. ~ ---••':_. -. -- _••.••.• --....•••• -_. -- :;;: :,;:~ f~~~G-:~:to.:~pay for your ' 

~ JOBI/ 4 CHAR6ES· - - - •• ---. - --. - ••• "'" -~--:.~~.:~~~~ •• :~:: ••~~~._~.:~:~•••• ~ ~~ ~~;,~~~~!i ~~~.f '~i~~'P t~,$5P~~;',:~" 
.. ! lABOR· . _ .... - _. -- - •••.•••••••••• :. -- •••••••• --: •••••• _______ • __ •_. ___ . _ ...... __ •_ • __ .. ',~, ,'.' '.;: -COllpoft''''USt' be prll8anllHl at limo 01 write 

! . .'". !lp:"~!\¥Jt.Lkf .~. !nr, ~~r offer or a~d 
:; , : \ , Gpecialll•.Qj .... ppe .. 'lng dlldllcllbkt amount 
l!'... bUed.0ri.~0% Q1eat11n11ta, up to ssao.. 
,~ PAGE 1 OF 3 CUSTOMER COFY [CONTINUeO ON NEXT PAGE] 1D:06am ~ I ::.~n:.!:·~~~ ~~'t·. ' 

coum 
GLD LEAF ME 
DELlV'"d!YDATJ: I:If!1.JVeRYMtlES 

--- --- --- --------------------------------------------------- --- -- - .... -.- ---'-:..:,;.,----:- -----"""'--------,.....,---------

PE13-003.4 000943LC
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I 
1cX:1 


I:HEVRIJl...ET 

~ 
JAG UAR 

SUBARU. 

PARTS------QTY---FP-NUMBER·-·····----·---DESCRIPTION--··----···-·····---UNIT PRICE
1 9L8Z-7F396·A GASKET 

1 VC-7 -8 ANTI-FR 


TOTAL - P,i\R\S, 


JoBif 5 TOTALS - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - _______________ • ______ • 
. ,':'. i):~(!' ;~'Lv :"",,:;.~~ -:- J....:. 

CIISTQUER NO. 

272251 

PHILADELPHIA, PA 

CHRISTINE MARIE BA 
LADOR RATE IUCENSE NO. I~tI1.£AGE COLDR SlOCK NO. 

I 26,070 GLD LEAF ME 1000596 
YEAR f MAKE f MODEL DeUVEAY DIU'E DEUVEIIV MILES 

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10 
VEHIClE! I,D. NO. SEWHG DEALER NO. PROOUcnON DOTE 

4 M 2 C N 8 B G 3 A K    
F.T,E.ND, II'.Q.ND. 

06/27/12 
DATE COMPI£iID "ILEAc;!; OU'TCO..... EIiTS 

E# 99G MO: 26071 

1~~iBLlt~~::~·:--- ::'~~~~Ai~toWfilii~NiN~~tt2uDo-~s~.~~:;~~fii~1EEHC·si;:3~t~:~1N~~~i~.JIT~I:"[if]iiQ'£ , . 
CUSTOMER STATES WHEN TURNING llIE N". ON IT SHEUS HOlDEY .. '. - '.~ ':";1 ",'.' :::;;. ;'<;: .. 
MAYBE RELATED TO WATER PUMp· COULD NOT VERIFY ANYTHING ::. ,:. ::~'.';<. ~t.(:~;·:;;.:};~+,,:, 
WITH AC '~ .:~~ :::::;;,:.):-::: .... , 

JOBII 4 TOTALS- - - - - - •• - -. - - -., - - •••• - - .. -. - _- _- ______ • __ • _- _____ • ______ • _. 

JOB#! 4 JOURHAL PREFIX LICS JOBfI 4 TOTAL ;0,_0'0' -. "" .\ ~'i" .:~:.,JOB# 5 CHARGES·· - . -. - . - -. - . - .. -. - - - • - - - --. -• _•• - . - - - - __ • __ .•. __ . ____ •. _________ . _• _•.. _. ____,_~. _I .• . 

. 

IJDBD .., JOSiI 5 JOURAAL PREFIX LICS JOBI 5.TOJAL .•. : :,,; ·o;~QO~: '.. :REEDMAN TOLL 

~;:;:~~~;~~~~;;~~~;:.;:::~~;~~~~~~,;;;~;~":;:; ,; "~~;:;~l~:::OP
WASH AND VACUUM ' ...:.'..• " .... I,,:, <" .1,•.;,h-' '. . 

WASH AND VACUUH .'.: ·r·; ~ ~-'':'.:) ·<·M~ff7:30.~AM to 6:00 PM 


. . -: - "'!'. I;.' :, y' .. ' : .. -:;',: 

SUBLET· -- - -PON- - -- - ---VEND INlJI-INV _DATE-DESCIUPTIDN-- •• -. -... -. --. -- -- .• -.;. -~- -- •. : •.. ' .. :: .....; ;:,·';s~r:.l:~J).AM to 1 :00 PM' 
199287 195592. -- 07/06112 WASH AND VACUUM . . . ':' . : INTERNAl:i: .::.:·· ..;·:-\it:.i .;':' 

,..:" .. TOTAL - SUBlET", ~ , :.:. ',q';bJ!.l: ;.;' ~,i:.tiril:a~t~rCS·,a~ailable 6 days . 
. " ',' . .- .~.... 1·)_.:·~~.1:~ ·i:-:."~t, .:i..i.. •. ~ .• ,., ~ . 

JOB# 6 TOTALS- - ••• - ••••• - - ~'•• ',. --~. - .-:: •• - -'; •• - - - - ••• -•• - -•• --- •••• - - - - - - , . -:":,:";'/, ::-"(.a;week'for.lree estimates :. 

;:, JOBi 6 JOURNAL PREFIX LICS JaBi 6 TOTAL ... 'o::of ::':~6:~~p~~~i~~nt n~cessary:· 
,i;~~=:~;~;~~~=;~;:;:~:~;;~~~:;:.:~;;,~;~~~~~~;~,;:::;~k~ ,·'.,;'.';nrl5),751-4961 
~ . '-BAmY-TEsTED AND PAssED-Af'lHIS TIHr."--·~' ~ - .__,_'_..-.1 =-==-___ -,.~ "', ..... ;; ·.REEDMAN TOLL 

"~OB# 8 CHAAGES-· -. - ---.- - -.- •. : -'-.- .,hi-:~-';-< ,~---, .. '--f.: 

__,__ 

:~OB§ 7 TOTALS- -. - - - - - - - -- -. - -- -
" 

~'.,--; .-- - -. -
. 

•••• - --- - - -. - - -. - ."- -.- ___ ._ - 
~. -. , 

. r' .... '...; : . . .:~. ,. .... 

::.!'."'.:' I. 0:: :bISAP.P.EARING DEDUCTIBLE 
. " '-,;1,,'; . -- 'i'~":~, ,_"-:' 

~ , ... JDB# 7 JOURNAL PREFIX LICS JOB{t 7 TOTAL' D.no·, "Re-ei::lmiln Toll would like 
... --- - -.•• '-- - - -. - -. - -. -. - - -. -. - - --- •• - -- - -. - - --- -- -. - -. - ---- - .

5' . : ~ :','; '::.",. .-',--._.to payor your
j ~oe..::i1:"Zii!i::';":r.:.:':':~":':'~i¥M(;':':'::ii'::~ :.:. ~:'~;j:':': ~';';:':":'~':'~';:':.=i!-,,---.: ~ :.:;~: r::;,'''; ~,:.~ :'~;';:':r:':-r-r.-"';'i\.~i:.~~ ~,~::,dedutiible,-;up to $500" .-:
i <I1r.:,8:!-2.0· , . ~~:;~~ ...& ~j{OK'"':1:ML!\lR~~j,:L.j..lE;""-t.s-;);:3B!\'J;'c~i;:;':;':~:!j;i~!:.i:'-':.:ii!§-i';''i;.~~~~~~9~~ ;.kl"~.:~:;~n~~l;~~l'- ;''- ,:,: .., .s.; 

._:1 TREAD REMAINING.7/32 OR GREATER . ;:/'~I : ~~~~J;~ ~ pr;:s..rdect al lIme of write 
; 1 . . .!!P.-_~t ~!!~,~ any !I.~ ol.ler 0, .dV1!~~_d 

:i! ' , . .• ;:. a~cla~~, .l)Js.ppe.rlng deductible amount 
~ . . .-. .' ., INaHCI,-on,'O'JI. gJ ntlrnaIo•. up to ssoo. " . ! .. ' " ';!. . .' i~' .'i" . :; ... ;,r ...r!'!:."'~~'_'~:"";':.~'" .... ~ .
'; PAGE20F 3 CUSTOMER COPY '[CONTINUED ON NEXT PAGE] ,1D:06am-':;t,' ".', \"""'~,,<-~.--,,: • ." .. 

. • ___________ ;~_~~~: ______ :'~:: ___________ :.~________ ____ ______;,·tJ~\f,~;[:~:·~1~!;:;~i~::"?"~~~~'6 
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;;;; IUlGNa. 
4915 3131 

MUMlE 

26,070 
.\MKE'WODEI. 

IO/MERCURY TRUCK/MARINER/4DR WGN FW 10 
veHlCI.! to. NO. 

4 M 2 C N 8 B G 3 A K     
F. T.E. NO. lHl.lIIO. 

06/27/12
hR~~=D~~~CE~P~~~---------"~~~SM~~o.~~------~aw~"~afi~S--------------~------------+.~~7.~~umm~.----ru~~··=EO=~~--~ 

E# 996 MO: 26071 
8 TOTALS···· ._......................................... -......... . 

J08/f 8 JOURNAL PREFIX LIes JOB# 8 TOTAL 0.00 

TOTAlS.. •.. •··•••• _.. -.......................................... ,- ......................... '.' •• :, . 

NEXT RECOMMENDED SERVICE: * 
06/2712012 I 26071 HI OlLIZ025 25.000 HILE SERVICE * 

~"A*a•• '*"*'.*"*'**'*'***A"'*'****j******'***j*'** ••• ,.j*l*.A".l.**'*. 

* ** [) CASH [ ] CHECK CK NO. [ ] .
* [ ] VISA [] MASTERCARD [ ] DISCOVER * 

TOTAL lABOR ••.• 

;
" ..: ;~ . .. 

~ 
JAGUAR 

SUBARU. 

CU5lONeUID. 

272251 

PHILADELPHIA, PA 

REED~>.nLL 

AUTO WORLD 

1700 E. Lincoln Highway,' Langhorne, PA 19047 
215-757-4961 www.reedmantoll.com 

________________~~,-__-.~~~~~

TOTAL PARTS,.,. 
TOTAL SUBLET, •• 
TOTAL G.O,G .... 
TOTAL MISt CHS. 
TOTAl HISt !)ISC
TOTAl TAX •••• ,. 

TOTAL INVOICE $ 

CHRYSLER 

Jeep---

e:::::;.e::s.e:::i'>e'!'J!Ilrl'fi/"/' 

" RAIM.8rnama 

'.I< 	 .. 

'.I< [] AMER XPRESS [J OlliER [ ] CHARGE * 
.. 	 * 
~~'*****"***'****-*"*'*****'****'A'****A**A"A 

llIANI( YOU FOR YOUR BUSINESS!! 


PLEASE BE SURE TO GIVE THE CASHIER YOUR 

EHAIL ADDRESS BEFORE YOU LEAVE~ .]'HANKS 

DUPLICATE INVOICE 

Ii 
!; 

~ 
~ 

~ 

JPAGE3OF3 

'/';1:. :>,' r' .!It:~·(215) 757-4961 

:',' 
: .. ..' ~F% :~;;'~~nr'i;;' , 

" : 
' 	

.!'..1t,::i :.' ', .. :REEDMAN TOLL . 
;::~~~; OISAPPEARING DEDUcnBLE 
"T ..:.!J,' 

,j:.~(1 i::,' "Reedi1lan Toll would like 
':~';~,:! ....2:-· ..:~t'o:·pay lor your 
If.!. ::;~pto.$5.0~"'; .. ... "i'~'.·d..:j,·· :' ~,c.-"+= '" • :" -,"::__ .;.~-.:..~ 

! END OF INVOlCE 1:: 

: .... ,. ',;:' .. 

M:"F 7:30 AM to 6:00 PM 

Sat 7:30 AM to 1:00 PM 

, .r::;;' , E.sti",alo~~ available 6 days 
.\.:, ," .:; .. a-vf.!!p.~·for free estimates 
': ~.,:{.:;: ;; No.\'~RRo.nlme~l necessary 

- • ..~I .••• '. i to. ~., _".~. • • 

OPEN: :(; ~, . 

II 

PE13-003.4 000945LC
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~ 
JAGUAR 

SUBARU. 

REEDMAN>!OLL 

AUTO WORLD 


1700 E. Lincoln Highway, langhorne, PA 19047 

215-757·4961 www.reedmantoll.com 


AIMSOl\ 	 , 1 TAIl w. INIIOICE GATE272251 BENJAMIN CRUZ II 45721 3131 07{).9/J-2 
IlII.EAliE CIlI.OI\ 

26,232 GLD LEAF MET
'1EAR/MAKE/UOllEl. 	 OEUVEIIYDllTe IlEIJIlEFlVIAIlES

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10PHILADELPHIA, PA VEllICLE 1Il NO. 	 SEUJNG DEAlER NO. PROOUCTlON OO'E 

4 M 2 C N 8 B G 3 A K   
F.T. E. NO.

07/16/12 
ILlILEIIGI' cur

MO: 26253 
STATE INS? MON] Y 

JOB# 1 CHARGES .. •••• - - - - - - -- - ••• _•• 

~~iiiui:.~'.-/:;~'jE]Ri~~itm~fOitErof:IiO\JRSt~itl&~~TECii~s~;i~'Mlt:jL~~~;;:;~:t;;;~~';~~11
CUST STATES STAHLED IfUlE DRIVING - SPUTTERED AND BUCkED 
WAITED A ~ILE WEN RESTARTED 
DIAS AND VERFIED STAHL our . FOUND lHROTn.E BODY GONE BAD 
REMOVE AND REPLACE
TIME 

- POST ROAD TEST 2 DAYS • PASS OK AT T1iIS 

PARTS- .. - -QlY ••• Fp·NUKBER- _••••• --"'" ·DESCRIPTION········· --  -- • -.. - -UNIT PRICE
1 OSn·9[926·A lHROTTL WARRANTY 

TOTAL • PARTS 0.00 

JDB# 1 TOTALS .. •·•• .. •• .. ••• ..................... - .... ______ .......... . 

~DB# 2 CHARGES-··············.·· .•.•.•~--~.~~~.~~:~~~..~~: ..~~. -~-~:~..........~ :~~ 

LAOOR 
Jlt:Zdo[;I:zoi~;S:H~~;~~E~:1ti~~{i~,~:=,}I~~:j}Ho1JRS~Zri:tod}fE1R·(sj::;~~jf:i:~;,:~i::·~,~tttt~;~<::::.l=1j"l8!iI~'oii3 

CHRYSLeR 

Jeep'-----

e=;.~~I!:$5'/

''''A.A._ 

• ema:ma 

INV

LICS171S47 
STIX:llNO. 

1000596 

,~E;Q~IDL'L 
A U,T 0, ".. '0, ........


" "', . 
SUBlH·····~~069 ·· ..~j~gol~~la~ig~n·~.JPTIDH.. --....... -................ ~ ," REEDMAN TOLL 


TOTAL· SUBlET 
JOBII 2 TOTALS··· -- - ....•.. -...... -•• -- -...... __ ........................ . 


JQB# 2 JOURNAL PREFIX LICS JOBI 2 TOTAL 
~PMKENTS··-·-··· 
DROP OFF . 

,I 
! 

i 
 ' .. 
i 
f 

II: 

1 

i
t 
Ii 

PAGE, OF2 CUSTOMER COPY ICONTINUED ON N~PAGEl 

0.00' • 'S'C'DY SHOP 
,i : 

. OPEN 
0.00 	 (:7./~ '~i :] / 

M-F 7:30 AM to 6:00 PM 
Sat 7:30 AM to 1 :00 PM:'· 

Estimators available 6 days 
a week for free estimates 

No appointment necessary 
.: :'(215) 757-4961 

.REEDMAN TOll.., , 
D(SAPPEARING DEDucnBLE 

Reedman Ton would like 
.. : .; ,.', . to' pay for your 

, ,- ,;".~~~.l:'P.\~~~ • up to $500*
I .: -:" -; .!. ,. 1~. • 

-CDu~Il. ~ust be presented at time af wrile 
.up.l:f91Yl!lld .'!'I;IY\. any atW offer or advel1"""d 
llpedel,!-_, DbaPP.4'llrlng dadllCllbla amount 

10:65a:ini
: t .1:.bII=·=;t=~r=;;y~;,:'~:":::i~=1~=+,:"=71-=;=!'==:u::;p;;;;t~:;;;;$5:;;;;OO;';:;:;;;;;;j 

c,,~,~ . SF6590030 ~:1l 

PE13-003.4 000946LC
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CHEVROLET 

~ 
JAGUAR 

SUBARU. 

'" [] AMER XPRESS [] OTHER [] CHARGE 	 '" TOTAL TAX•••••• 
* 	 *.**"'•••1 ••••**1•••• **.***.*•••••• , •••"' .........,. TOTAL INVOICE $ 


YOU FOR YOUR BUSINESS!! 

PLEASE BE SURE TO GIVE WE CASHIER YOUR 

EMAIL ADDRESS BEFORE YOU LEAVE. THANKS 


.. 

';:~l?k~::.·· :' 

;.. h : . i~ "}:'$ ~ .i~E~';:: -~(: : .). _ _ 

'.::_" :.~C.l.,:;( 'r:f:R~I;~~M~N TOLL. ':. 
:'0 ij. P lIe ATE I H V 0 ICE u.u.uuuUUUUiU.uAU,· ,)VB.ODY SHOP 

,,~. \.:',':: ·+·!k;~j~iL~:JJ)PEN 
'. ':' "M-F:'7:30:AM to 6:00 PM 

Sat, 7:3Q AM to 1:00 :PM;' 
~ : 

~~tll!l~tois available 6 days 
· ., a week lor free estimates 
''':''. ;:.o·~p~olntment necessary 
· ,. ,,':;. ".:;,:(215) 757-4961 

;-;.:: ~." ,:~' ...:~?lt~~!fl-··:"'·.":")~"'.. :2:-~:~~~~~.~.::-~::-.':"',~,,,,,,:,,,,;--------1 
~; ;''':':'' ,'; . .,;·!1.'I f;,ff :~','~. 1;;:J:lt;E.DMAN TOLL 
;~ '. ~,' , ...:,i,>~;.:;~;f.{~·::BisAF; . ING DEDUCTIBLE 
l . ':::"::. :;;'~'~4'i l:1;~:.)!~·" ;1/" . 

. . . '. ~.' "': ,', .' 	 .' ' .. ' , ,.: ',' ' , . :'tf:i;H ::··.;:;:~~din~nToli would like 
/.~;,~! -~,'~::-'-io"'13ay'for yoUr ..._-_ . 

.' . ., ~:' ·}:t :Jit~·~f.' ', .. ~~;~~ t~t ~~O":"',: 
~. , :I;~, ~c;'uji,~ ;~,:~ pr';loIIIIted a1 tIrmt of wrlle 
".:: I up.:::~!!l~.!!!M-!!l'V~hW oIf!!:r.... adlre!!il!!Id 
· , .: apaj:fall:l',DJI!IIPPe!l1lllg dlldudlblo amount 

. , " '. .. . fIt••uP 10.$5011. 
. ·,.;u. J...... ifir-.·~;:'" PAGe20F2 	 CUSTOMER COpy END OF INVOICE!:;: .1q:!l5;~~'~',;i;~ .." 	 .•. . , . a 

" ....., '. '. -'.: • ''''. ' 	 5F659003 Q (llIII5l!) 

272251 BENJAMIN CRUZ II 
l.o\BOIIlIAlC UCI!l<IS: NO. 

26 232 
YI!AR I MAl(E I MOIlEl 

10/MERCURY TRUCK/MARINER/4DR WGN FWD 11/10/09 10PHILADELPHIA. PA  VEHICI.IHU NO. SEWNO DEAIJER NO. F'RIXIIJCTID/'I DATE 

4 M 2 C N 8 B G 3 A K   
f. T.E. NO. 	 P.o.NO.

07/16/12 
s OAT CO!olPLElEll NII£.AQE OUT 

E# 996 Me: 26253 
OTALS· •••• - . - ....... " • - ..................... - ........... - ........... - . _ ............ - ......... . 

"' •• U*••:U"'...........U.:lUi••**......H •• l.iU••"'. A••••"*,,.UA U1U* *.,.,.Ai 


TOTAL LABOR •••• ... 	 TOTAL PARTS .... 
'" (] CASH [ ] CHECK CK NO. [ ] 	 '" TOTAL SUBLET ••• 

:It TOTAL G.O.S....* 	[J VISA [ ] HASTERCARD [ J OISCOVER .. '" TOTAL MIse c.tIG. 
TOTAL MIse DISC 

COLOR 

GLD LEAF ME 
Dl!U\IEl'I'I' OOE 
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CHRYSL.ER 

CHEVROLeT '-'eep.REEDMA~IDLL -----
e::;l;1;;:::::::' a:::J) 1I:liiil!J;f'/'

AUTO WOR.LD 

1700 E. Lincoln Highway. Langhorne, PA 19047 " RAIMI~, 215-757·4961 www.reedmantoll.com 
JAGUAR e 8mama 

SUBARU. 

AIMS<lR -' ToIG no. \lIMlICE DATE 'NIIOICI!tf,IQ272251 BENJAMIN CRUZ II 45721 3131 11/28/12 LICS200622 
Iwoo WIn: lllCEIISE NO. IMIUAGE Ctll.llfI .. srocK ,,0. 

I 29. 601 GLD LEAF ME 1000596
[YEAR I MAKEI ,,"DOB. DaJ1IERV DATE oaNSiYMllES

10/MERCURY TRUCK/MARINER/4DR WGN FWD lljl0/09 10
VEHICt£ Ul. NI). SBlJNG PEAlER NO. PIlODUCflON DATE 

4 M 2 C N 8 B G 3 A K   
F.T.e. NO.

11/26/12 I 
MI1..!!I.GI5CUTCIlIAMENTS

E# 99G MO: 29602 

~ATi ~~~~ ..~ ...:.........................."'" .__ ...... . 

~:60t:a:;.~~··~:Xftl:ifuRiOR~jmI~f~i~lfj(~stift!,i}~~~t~H~~~:~~8i4:.·;;.;f,~~D;~??,~:;tE~';j:i;~oii1~

CUSTOMER STATED THAT THE DOORS WILL NOT LOCK AUTOMATICALLY 
OPERATING AS DESINGED 


JOBil 1 TOTALS· .. · .. ··••• .. ••••· ......................................... . 


JOBI 1 JOURNAl PREFIX LIes JQB# 1 TOTAL 0.00
~OBI 2 CHARGES················ ....• ······ .............•.. · ....•.........•...................... 


~~5lti~i:t-~·:.;;,~·::;;(!~,;~ifi5~Ei£ci-R;z.ilii:;:;ii?f'HOllIl§r~i.;[;-=;.:'?:1E'€ijf~)fi84TS.:j:-.~::=:'i5;·:~~V~:;gi::;::;;:i£5.o:1,DO:,';
.- . --CUSTOHER STATED THAT THE'RADio WIll Mor'PLAY IflIL{'USING iiif-"'''''''-~ -,,- _. .' -1--_________--1 

SPARE KEY UNLESS Bam SEATBELTS ARE BUCKlED 
• HY KEY LIl1mO VOWME DISPLAYED 

. IfY SPEED SET TO 80HPH TURN OFF 

OPERATING AS DESINGED ~JJ~ldLE

r.:~ ~_ T' o· w a a 4'~ .. ~.~OBfl 2 TOTAlS· .. ·•·· .. · .. ••• ...... •.. •.. • .. · ........................... . 


JOB/i: 2 JOURNAL PREFIX UCS JOB# 2 TOTAL 0.00 
JOB§ J CHARGES······· .. ••••••• .. ··.. •............................................ . 
 REEDMAN TOLL 

. , 'BODY SHOP 
OPEN 

M~F 7:30 AM to 6:00 PM 
Sat 1:30 AM to 1:00 PM . 
,', '.' 

Estimators available 6 days 
~OBl J TOTALS- ••...••••••••••..•.••..•••..••••••..•••..••••.••••••..••• a week for free estimates 

::: JOBI# No appointment necessary 
~.lOBI 4 CHARGES··· ... ··· .............•.....•• ~.~~~.~~~~~~.. ~~~:..:~..~.:?:~..........,~.;~~ 
 :.~, ;.'" ','(215) 757-4961 
o ,
l!: lABOR· " _ •.•••• - -- -••• , • . .• • •• • •• • • • • • • •• •• • • • • •• • • •• • • • • • . • •••• • • • ••• . • • • • •• • •• • • • • .".1-".....",..:....,._______--1
i 3t{.f~,i(iiJioE~...,~· :£Jii&IAa:l!UiJ!'(:CoNdE~UooRSBJ[ti.~&!.!lli1EllBts§lG@~T~~~~~~!{f,:.,..yf:-j}l:liii.O~ 

8 ~¥rNG. FR~~~TJlt~EI~:E~mI~ ~~~ fs:ELER , " ::. '. REEDMAN TOLL 
.. UNABLE m VERFrY AT nus TIME DISAPP~RING DEDUCnBLEi '. OPERATING AS DESINGED 

mJOBI 4 TOTALS...••••• :: .•.••. '_ .••••.••••• :.. •.. .... .... ....... . .. ..••• . • . ; -~:' ~:: :~~'!!~~ .TQII would like 

i. : .' ,)to:PaY for your
j . . .lOBI 4 JOORNAl PREFIX LICS JOB# 4 TOTAL 0.00 ..:~·deductlble· up to $500··1:.~.~~~: ~ ~: ~ ~:~ ~~: :~~: ~: :~~:::: :~~: :::~: :::~~::::: :::::~: ::~::::: ::~.:::: ::....... -- .... ,~~'~~~c~~';~ ~ at dme 01 ~,e 

1 up. ~~I!ll.wjtIl.l!P.Y p""~r offer or allvettised 

special.., Pl$appellrirlg deductible .mDl1DI 
, baMcl.On io% of estimate, up to $SOD.tPAGE10F2 CUSTOMER COPY lCONTINUED ON NEXT PAGEl to:42.am '. •':~ ~:j.--.:';'1·:: . '. 

F 
......_. i"" 

PE13-003.4 000948LC
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c::J::;:J 
CHEVROLET 

~; 
JAG UAR ·.8nsma 

SUBARU. 

-===~------------------~=---------------~~---..~~~U!I1'O!dER NCl ACM$Oll

272251 • BENJAMIN 

'lEAR I WIltEI MODEL 

la/MERCURY TRUCK/MARINER 4DR WGN FWD·PHILADELPHIA, PA  ViIIICLE I.D. NO. sauNa pEALElI I'D. 

4 M 2 C N 8 B G 3 A K    . 
F.T.E.ND. P. C. NO.

COIAMI!HTS 

E# 99G 

;Jf. 5;o~[H~~~·~~f}:·~'.~iRjK£S·~,:·:··7:~,;;~·~::Y;~f:H'l)iiRsit;2-j}tTE&~~t~M1~:j·IF~!~{~~tL~3=;~~:~~r.:;Q:O!ilj!
CUSTOMER STATED THAT \oIlILE APPlYlNG THE BRAKES THERE IS A CL 
ICKING NOISE HEARD FROM THE FRONT 
UNABLE TO VERFIY AT THIS TIME 
OPERATIN(i AS DESIN6ED 

J08IJ 5 TOTALS··· ............. - ....... "'" .............. " ............ " 

JOBI 5 JOURNAl PREFIX LICS JOBI 5 TOTAL 

ALS· .. •.. •• .. •• ..............................................................................: .. 

* ( ] CASH [ ] CHECK CK NO. [ ] 

* ( J VISA ( ] MASTERCARD . [ ] DISCOVER 

[ ] AMER XPRESS [ ] OTHER [ ] CHARGE 

YOU FOR YOUR BUSINESS!! 

P.lEASE BE 'SURE' TO GIVE THE CASHIER YOUR 
EMAIL ADDRESS' BEFORE YOU LEAVE. 1HAHKS 

* 
* .. 
* , . 
* 
* 
* 
* 

11/26/12 

10 
PAQO\ICT1DN ""'" 

"IL.EAGE 

MO: 29602 

PAGE20F2 

"", '.1 .' ;.' 

'" 
~ 
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CHRVSL.ER 

.JeeP.REEDMANloLL ---

i!:::sc:50!CIIS~AUTO WOR.LD 


1700 E. Uncoin Highway, Langhorne, PA 19047 
 eRA.. 
~ 215-757-4961 www.reedmantoll.com 

JAGUAR • 8 mama 
SUBARU. 

272251 

PHILADELPHIA, PA  

'" ( ) CASH [ ] CHECK CK NO. [ ] '" 

[ ] VISA [] MASTERCARD [ ] DISCOVER '" 
*' [ ) AHER XPRESS [ ] OTHER [ ] CHARGE '" 

YOU FOR YOUR BUSINESSI! 

BE SURE TO GIVE THE CASHIER YOUR 
ADDRESS BEFORE YOU LEAVE. THANKS 

'" 

1M '" ~ .; 

'" 
TOTAl ~ .... 15.95 
TOTAL PARTS .... 2]:.00 
TOTAL SUBL£T ••. 0.00 
TOTAL B.O.G.... 0.00 
TOTAl HISC CHIl. 0.00· 
TOTAL Mise DISC -36.95 
TOTAL TAlL ..... 0.00· 

TOTAL INVOICE $ 
........ ..: _.... ; 

0.00: 
: 

':~;,G~; 

... !'~' ':~ ~ 
.. 

.. ~ ~: 

. .OPEN 
! 1. ... /1' ,IE

M.,F,·7.:30 AM to 6:00 PM 
.. S~{7.;30.,.. AM to 1~:oo:ISMY 

{ ..:; , 

..,:; .. 

. . , 
;. +:: , 

.• I. .J . ~ ... 
. ....-.-:..... 

.. J ;- ~~ ': •• : -:.:. '.:! 

: i 

" .~ : . 
.~;. .. ' ... 

PAGE 2 OF 2 CUSTOMER COPY 
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COUlI1 

GLD LEAF ME 
DEUVeAY OAT!! 

11/10 09 
SEU-INQ O....u;1I NO. 

10 

CHRYSLER . . c::;:;:; ~ 
Oi5VRCLET REED~loLL· Jeep 

~e=lI:i>es~AUTO WORLD 

1700 E Lincoln Highway, Langhorne. PA 19047 "AAIM! 
~ 215-757-4961 www.reedmantoll.com 

JAG UA R • ema:ma 
SUBARU. 

~~oOtR012;::~·~~.i-~,~~';oIjg~:i]tffif~~NffiuR~~~f.t~~';;.2:fEe~i~i~4:163~;';i1;i·i~;;;~~~~~~mZf!:~~.igj
.. - 'PERroRitOIL AND FILTER CIfANsE .~~-- - . -.-~ -'~.' .-- •• 

ADl/lSOII

272251 MARK C GLENN 3131 
U\llClll!UJE UCEIISE NO. 

29.605
VEAR1UAIIE 'MOoa

10/MERCURY TRUCK/MARINER/4oR WGN FWDPHILADELPHIA. PA V!!I-IlCI.E'-O. NO. 

4 M 2 C N 8 B G 3 A K   
F.T. It. Nil p. Q.Na.

11/28/12 
COMMENTS IoIIU!AGE OUT 

E# 99G MO: 29605 

', .. ,' 
. 

AUTH C001972674 
QIL AND FILTER CHANGE COMPLETED 

PARTS······OTY·-·FP·NUHBER···············DESCRIPTION-········_··········UNIT PRICE
1 Fl·500·SB12 FILTER 6.00 6.00 
5 XO·5W20·BSP OIL· E 3.00 IS.00 

TOTAL . PARTS 21.00 

HISC······CODE········DESCRIPTION·······························CONTROL NO········· . i 
LlOOZ REEDHAN TOLL MAlNT·L/H (ZURICH) ·36.95 1-------------;TOTAl· MIse ·36.95 

, . 
, , 

• ',P-. .~;~,1::Ni:~·::.'~.:<':) ;j~ .. ,:. ------------ c . "" .----~---

PE13-003.4 000951LC
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--

Krohn & Moss, Lid 

M ..... O&"ce 


10N. IJc..u.jo.r:a Se, ifniFioo, 

CAiGiJlfO. IL 60602 


_.Jc,."AJIJ_*,-D/fIIII.CD.lID. 


W.ft't- ';, iJii-,tNruaJ._ 	 Liumedto praaice onJy in: 
(012) 578-9428Brt.. 272 lndio.nt:z. 
W.ft't- ';, iJii-,1F.-6im.i.le Iowa 
(866}-401-5576 
W.ft't-:" iJii-,tB-M.il 
J,al.D1IJIII-.a@___I._t-._ 
__~_Ja.. ..... _ 

July 30, 2013 

Ford Motor Company '. ........
•Customer Relationship Center 	 -w (j)16800 Executive Plaza Drive (JJC 
~ r"'1 3:PO Box 6248 :n e)i"l 

--i-~Dearborn, Michigan 48126 I ....... 
c; ;~ -

"T",RE:  v. Ford Motor Companv 	 ::J:> 
z-~ 

; .... 
Vehicle: 2013 Ford Escape \0 


VIN: IFMCUOH96DU  
-".' 


oJ', S 
. 

Our File No: H13003916S 

Dear Sir or Madam: 

Please be advised that this office represents the above-named individual regarding claims 
against your company pursuant to the Indiana Lemon Law and/or the Federal Magnuson-Moss 
\Varranty Act with regard to the above-listed vehicle. Please direct aU future contacts and 
correspondence to our office. 

Having been formallv notified of our representation, you are instructed not to contact 
our client under any circumstances. Direct all inquiries to this office. Ifvou fail to act in 
conformity with this directive, injunctive relief will be sought against 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. Ifyou settle directly with our 
client and do not make arrangements for payment of our attorneys' fees, we will file suit 
against you. In addition, you are hereby notified of our attorneys' lien. 

There are numerous defects and non-conformities present in my client's automobile for 
which relief is sought, and numerous attempts to repair the vehicle have been unsuccessful. 
These defects and non-conformities include, but are not limited to: 

1. 	 Defective electrical system, as evidenced by vehicle losing power while driving and 
ceasing to function while driving. 

2. 	 Defective engine system, as evidenced by poor gas mileage, engine ceasing to 
function while driving, illuminated SES light and rough running. 

PE13-003.4 000953LC

http:F.-6im.i.le
http:IJc..u.jo


Page 2 	 July 30, 201 3 

3. 	 Any additional complaints made by our clients that are contained in your company's 
records or on any dealer repair orders. 

The defects and non-conformities listed above constitute a substantial impairnlent of the 
use, value and/or safety of the vehicle, which have also resulted in the subject vehicle being out 
of service for greater than thirty (30) business days. Because ofthese defects and non
conformities, my client has justifiably lost confidence in the vehicle. As one court has stated: 

For a majority of people the purchase of a new car is a major investment, 
rationalized by the peace of mind that flows from its dependability and safety. 
Once their faith is shaken, the vehicle loses not only its real value in their eyes, 
but becomes an instrument whose integrity is substantially impaired and whose 
operation is fraught with apprehension. Zabriskie Chevrolet. Inc. v. Smith, 240 
A.2d 195. 

Concerning the amount of grief a person must endure, one court expressed the consumer's 
lament in the following manner: 

There comes a time when enough is enough - when an automobile purchaser, 
after having to take his car into the shop for repairs an inordinate number of times 
and experiencing all of the attendant inconvenience, is entitled to say. "That's 
alL'" and revoke, notwithstanding the repeated good faith efforts to fix the car. 
Rester v. Morrow, 491 So.2d 204. 

My clienfs repair history clearly shows there was a breach of both written and implied 
warranties: 

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 allo\\ 
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. Kure v. 
Chevrolet Motor Division, 581 P.2d 603. 

Therefore, you are hereby notified that my client is revoking acceptance of this vehicle. 
My client has directed me to demand the cancellation of the contracts and the return of all funds 
paid towards this vehicle, including any trade-in value given, all collateral charges, finance 
charges and incidental and consequential damages. 

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 
handling 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 
damages. Moreover, my client needs the return of the monies listed above before a substitute 
vehicle can be acquired. In addition, any attempt by you or your agents to repossess the car will 
be wrongful and may subject you to liability for conversion and for wrongful repossession under 
Uniform Commercial Code §§ 9-503 and 9-507, as well as any other applicable remedies. 

PE13-003.4 000954LC
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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, I 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 obligation. If 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. 

Our attorneys' fees are minimal at this stage and we would prefer to resolve this case 
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 quick resolution of 
this claim. 

Accordingly, if you wish to resolve this matter amicably, please feel free to contact my 
office. If the matter has not been resolved within fourteen (14) days from the date ofthis letter, a 
lawsuit will be filed. 

Sincerely, 
C--

"'<' ( ---. 
Dane Schumann 
Attorney at Law 

DS/ds 
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STATE OF MINNESOTA DISTRICT COURT 

COUNTY OF HENNEPIN FOURTH JUDICIAL DISTRICT 
Case Type - Contract 

Nicholas and Tristin Santori, 

Plaintiffs, 
SUMMONS 

vs. 

Ford Motor Company, a Delaware 
Corporation transacting business 
in the State of Minnesota, 

Defendant. 

THE STATE OF MINNESOTA TO THE ABOVE-NAMED DEFENDANT: 

1. YOU ARE BEING SUED. The Plaintiffs has started a lawsuit against you. 
The Plaintiffs' Complaint against you is attached to this Summons. Do not throw these papers 
away. They are official papers that affect your rights. You must respond to this lawsuit even though 
it may not yet be filed with the Court and there may be no court file number on this Summons. 

2. YOU MUST REPLY \VITHIN 20 DAYS TO PROTECT YOUR 
RIGHTS. You must give or mail to the person who signed this summons a written response 
called an Answer within 20 days of the date on which you received this Summons. You must send 
a copy of your Answer to the person who signed this Summons located at: 

Todd Gadtke 
Daniel J. Brennan 
Gadtke & Brennan, P.A 
11284 86th Avenue North 
Maple Grove, MN 55369 
Telephone: (763) 315-4548 

3. YOU MUST RESPOND TO EACH CLAIM. The Answer is your written 
response to the Plaintiffs' Complaint. In your Answer you must state whether you agree or disagree 
with each paragraph ofthe Complaint. If you believe the Plaintiffs should not be given everything 
asked for in the Complaint, you must say so in your Answer. 
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4. YOU WILL LOSE YOUR CASE IF YOU DO NOT SEND A WRITTEN 
RESPONSE TO THE COMPLAINT TO THE PERSON WHO SIGNED THIS 
SUMMONS. If you do not answer within 20 days, you will lose this case. You will not get to tell 
your side of the story, and the Court may decide against you and award the Plaintiffs everything 
asked for in the Complaint. If you do not want to contest the claims stated in the Complaint, you 
do not need to respond. A default judgment can then be entered against you for the relief requested 
in the Complaint. 

5. LEGAL ASSISTANCE. You may wish to get legal help from a lawyer. Ifyou do 
not have a lawyer, the Court Administrator may have information about places where you can get 
legal assistance. Even if you cannot get legal help, you must still provide a written Answer to 
protect your rights or you may lose the case. 

6. ALTERNATIVE DISPUTE RESOLUTION. The parties may agree to or be 
ordered to participate in an alternative dispute resolution process under Rule 114 of the Minnesota 
General Rules ofPractice. You must still send your written response to the Complaint even if you 
expect to use alternative means of resolving this dispute. 

The object of this action is a civil claim. 

Date: '/Ir/I' GADTKE & BRENNAN, P.A.-------'---

By: )::c<t?~ 
Todd E. Gadtke (#276704) 
Daniel J. Brennan (#284646) 
11284 86th Avenue North 
Maple Grove, MN 55369 
Telephone: (763) 315-4548 

ATTORNEYS FOR PLAINTIFFS 
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STATE OF MINNESOTA DISTRICT COURT 

COUNTY OF HENNEPIN FOURTH JUDICIAL DISTRICT 
Case Type - Contract 

Nicholas and Tristin Santori, 

Plaintiffs, 

vs. 
COMPLAINT 

Ford Motor Company, a Delaware 
Corporation transacting business 
in the State of Minnesota, 

Defendant. 

Plaintiffs Nicholas and Tristin Santori, as and for their cause of action against Defendant, 

allege as follows: 

1. 

At all times relevant to Plaintiffs' claim in this case, Plaintiffs have resided at 820 - 21 st 

Avenue North, City of So. St. Paul, County of Dakota, State of Minnesota. 

2. 

Defendant is a Delaware corporation transacting business in the State of Minnesota. 

Defendant continually and systematically transacts business in the State of Minnesota by selling 

motor vehicles to its authorized dealers in the State ofMinnesota, including the County of 

Hem1epin. Defendant's authorized dealers ultimately sell said motor vehicles to Minnesota 

consumers. Defendant's agent for service of process is located in Hennepin County. Venue is 

therefore proper in Hem1epin County. 
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3. 


On or about March 2011, Plaintiffs leased a 2011 Ford Escape(the "subject vehicle") 

from Defendant's authorized dealer. 

4. 


Defendant manufactured the subject vehicle. 


5. 

The vehicle identification number of the subject vehicle is 1FMCUOEGOBKB338S3. 

6. 


Plaintiffs took delivery of the subject vehicle on or about March 2011. 


7. 

Included with the purchase of the subject vehicle was a manufacturer's express written 

new vehicle warranty. 

8. 

The problems, conditions and/or defects (HnonconformitiesH) experienced by Plaintiffs 

are evidenced by, but not necessarily limited to, engine failure, transmission problems, and 

vehicle stalling. 

9. 

Plaintiffs made repeated attempts to have Defendant correct the warranted problems with 

the subject vehicle. As a result of said attempts, the subject vehicle was the subject an 

unreasonable number of repair attempts for the same substantially impairing nonconformity 

and/or has been out of service by reason of repair for more than 30 days within the first two 

years following delivery ofthe subject vehicle to Plaintiffs. 
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10. 

Plaintiffs provided Defendant, through its authorized dealership, Inver Grove Ford, with 

written notice that, due to the above-referenced nonconformities, they intended to pursue their 

rights under the Minnesota Lemon Law, Minn. Stat. § 325F.665, or other applicable state or 

federal law. 

COUNT 1 

VIOLATION OF MINN. STAT. § 325F.665, SUBD. 2. 


("MINNESOTA LEMON LAW") 


11. 

Plaintiffs reallege Paragraphs 1 through 1 aas though fully set forth herein. 

12. 

Plaintiffs are "consumers" as the Minnesota Lemon Law defines that term. 

13. 

Defendant is a "manufacturer" as the Minnesota Lemon Law defines that term. 

14. 

The new vehicle warranty purchased by Plaintiffs is a "manufacturer's express \varranty" 

and "warranty" as the Minnesota Lemon Law defines that term. 

15. 

Plaintiffs reported the vehicle nonconformities outlined above to Defendant and/or its 

authorized dealers during the term of the applicable express warranty and during the two years 

following the date of original delivery of the new motor vehicle to Plaintiffs. 

16. 

Defendant failed to make the repairs necessary to confonn the subject vehicle to the 

applicable express warranty. 
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17. 


Defendant has therefore violated Minn. Stat. § 325F.665, subd. 2. 

18. 

Plaintiffs, therefore, are entitled to repair of the subject vehicle, and/or to be compensated 

in an amount to be determined at trial, plus reasonable attomeys' fees and litigation costs 

incurred in this action as set forth under the Minnesota Lemon Law. 

COUNT 2 
VIOLATION OF MINN. STAT. § 325F.665, SUBD. 3. 

("MINNESOT A LEMON LAW") 

19. 

Plaintiffs reallege Paragraphs 1 through 18 as though fully set forth herein. 

20. 

The subject vehicle has been out of service by reason of repair for more than 30 

cumulative days within two years of delivery of the subject vehicle to Plaintiffs. 

21. 

Defendant attempted an unreasonable number of repairs of the subject vehicle for the 

same warranted condition or defect within two years of delivery ofthe subject vehicle to 

Plaintiffs, and/or within the term of the applicable express warranty, without conforming the 

vehicle to its warranty. 

22. 

The nonconformities in, and/or the amount of time Defendant took to attempt repairs to, 

the subject vehicle substantially impair its use and/or market value to Plaintiffs. 
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23. 


Plaintiffs gave Defendant the notice and an opportunity to repair the subject vehicle 

required by Mirm. Stat. § 325F.665, subd. 3(e). 

24. 

Plaintiffs are, therefore, entitled to the presumption provided by Mirm. Stat. § 325F.665, 

subd.3(b). 

25. 

Defendant has therefore violated Mirm. Stat. § 325F.665, subd. 3, thereby entitling 

Plaintiffs to vehicle replacement or full refund of the purchase price of the subject vehicle, at 

Plaintiffs' choice, including the cost of any options or other modifications arranged, installed, or 

made by the manufacturer, its agent, or its authorized dealer within 30 days after the date of 

original delivery, and all other charges, including, but not limited to, sales or excise tax, license 

fees and registration fees, reimbursement for towing and rental vehicle expenses incurred by 

Plaintiffs as a result of the vehicle being out of service for warranty repair, plus attorneys' fees 

and litigation costs incurred bringing this action as set forth in the Mirmesota Lemon Law. 

COUNT 3 

VIOLATION OF 15 U.S.C. SECTION 2301 ET SEQ. 


("MAGNUSON-MOSS \VARRANTY ACT") 


26. 

Plaintiffs reallege Paragraphs 1 through 25 as though fully set forth herein. 

27. 

The subject vehicle is a "consumer product" as the Magnuson-Moss Warranty Act 

defines that term. 
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28. 


The warranty purchased by Plaintiffs is a "warranty" as the Magnuson-Moss Warranty 

Act defines that term. 

29. 

Plaintiffs are "consumers" as the Magnuson-Moss Warranty Act defines that term. 

30. 


Defendant is a "warrantor" as the Magnuson-Moss Warranty Act defines that tenn. 


31. 


Defendant has failed to conform the subject vehicle to its written/express warranty after a 

reasonable number or repair attempts or number of days, notwithstanding Plaintiffs having 

provided Defendant with a reasonable opportunity to do so. Defendant has, therefore, breached 

its warranty to Plaintiffs pursuant to the Magnuson-Moss Warranty Act and/or, or in conjunction 

with, Minnesota law. 

32. 

Defendant has therefore violated the Magnuson-Moss Warranty Act, thereby entitling 

Plaintiffs to (i) revoke acceptance of the vehicle, (ii) receive a full refund of the purchase price of 

the vehicle plus all out of pocket expenses related to the vehicle, (iii) recover loss of use damages 

measured by the cost to rent a like vehicle for the periods during which the subject vehicle has 

not conformed to the written or implied warranties, and (i v) compensation for their reasonable 

legal fees and litigation costs incurred in prosecuting this matter. 
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COUNT 4 

BREACH OF EXPRESS \V ARRANTY UNDER MAGNUSON-MOSS WARRANTY ACT 


(VIOLATION OF MINN. STAT. § 336.2-607) 

33. 

Plaintiffs reallege Paragraphs 1 through 32 as though fully set forth herein. 

34. 

Plaintiffs notified Defendant of its failure to remedy defects in the subject vehicle within 

a reasonable time after discovering them, and gave Defendant a reasonable opportunity to cure 

said defects. 

35. 

Defendant's express warranty required it to remedy the defects in the subject vehicle, but 

Defendant failed to do so, or to do so within a reasonable period of time. Defendant has, 

therefore, breached its express warranty to pursuant to the Magnuson-Moss Warranty Act and/or, 

or in conjunction with, Minnesota law. 

36. 

Defendant's breach of warranty has directly and proximately caused Plaintiffs' damages. 

37. 

Defendant has thereby violated Minn. Stat. § 336.2-607. Plaintiffs are therefore entitled 

to recover their actual damages, together with all incidental and consequential damages 

including, but not limited to, loss of use damages from Defendant, plus attorney's fees and 

litigations costs as provided under 15 U.S.C. § 2301 et seq. 
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COUNT 5 
BREACH OF IMPLIED WARRANTY OF MERCHANTABILITY UNDER 


MAGNUSON-MOSS WARRANTY ACT 

(VIOLATION OF MINN. STAT. § 336.2-314) 


38. 

Plaintiffs reallege Paragraphs 1 through 37 as though fully set forth herein 

39. 


Defendant is a merchant with respect to the subject vehicle purchased by Plaintiffs. 


40. 


Included with Plaintiffs' purchase of subject vehicle was an implied warranty of 

merchantability. 

41. 

The subject vehicle was of a character and quality that it would not pass without 

objection in the trade under the contract description. 

42. 

The subject vehicle was not fit for the ordinary purpose for which such good are used. 

43. 

The subject vehicle was not of fair average quality within the contract description. 

44. 

Defendant neither excluded nor modified said warranty of merchantability. 

45. 

Defendant has therefore violated Minn. Stat. § 336.2-314 by breaching its implied 

wan"anty of merchantability to Plaintiffs. 
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46. 


Plaintiffs are therefore entitled to recover their actual damages, together with all 

incidental and consequential damages from Defendant, plus attorney's fees and litigations costs 

as provided under 15 U.S.C. § 2301 et seq. 

WHEREFORE, Plaintiffs respectfully pray for judgment against Defendant for damages 

in excess ofFifty Thousand Dollars ($50,000), plus incidental and consequential damages, loss 

ofuse damages, attorney fees and litigation costs in a reasonable amount to be specifically 

proven at the time of trial, together with pre-judgment and post-judgment interest and all other 

costs the Court deems just. 

GADTKE & BRENNAN, P.A. 

ATTORNEYS FOR PLAINTIFF 
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ACKNOWLEDGMENT 


Plaintiffs assert these claims in good faith and acknowledges that costs, disbursements, 

and reasonable attorney and witness fees may be awarded to the opposing party as provided by 

Minnesota Statutes Section 549.211, subd. 2 (1994). 

Date: tf 11f"'1 I , GADTKE & BRENNAN, P.A. 

By: ) ~4,.r 
Todd E. Gadtke (#276704) 
Daniel J. Brennan (#284646) 
11284 - 86th Avenue North 
Maple Grove, MN 55369 
Telephone: (763) 315-4548 

ATTORNEYS FOR PLAINTIFF 
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STATE OF MINNESOTA DISTRICT COURT 

COUNTY OF HENNEPIN FOURTH JUDICIAL DISTRICT 
Case Type - Contract 

Nicholas and Tristin Santori, 

Plaintiffs, PLAINTIFFS' REQUESTS FOR 
PRODUCTION OF DOCUMENTS TO 

vs. DEFENDANT 

Ford Motor Company, a Delaware 
Corporation transacting business 
in the State of Minnesota, 

Defendant. 

TO: THE ABOVE-NAMED DEFENDANT AND ITS ATTORNEY. 

Under Rule 34 of the Minnesota Rules ofCivil Procedure, Plaintiff(s) request(s) Defendant 

to respond within forty-five (45) days to the following requests and that Defendant produce and 

permit Plaintiff(s) to inspect and/or copy documents responsive thereto, or that Defendant provide 

Plaintiff(s)' counsel with copies of each of the following things: 

1. All documents pertaining to Plaintiff(s)' vehicle identified in the Complaint, 

including, but not limited to, all service repair orders, the vehicle's warranty history printout, all 

warranties and service contracts, technical service bulletins, and recalls. 

2. Promotional and/or sales literature pertaining to the subject vehicle identified in 

Plaintiff(s)' Complaint. 

3. All documents identified in Defendant's Answers to Plaintiff(s)' Interrogatories. 
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4. Written or otherwise recorded statements taken by Defendant as a result of this 

lawsuit or which pertain to the subject vehicle identified in Plaintiff(s)' Complaint. 

5. All documents which in any way reflect pre-suit communications between Plaintiff 

and any representative/employee of Defendant. 

6. All diagnosis logs or any other documents reflecting fault or trouble code read-outs 

taken from the subject vehicle's computer system. 

7. Any and all documents exchanged or otherwise offered for consideration at or 

during any arbitration process referenced in Defendant's answer to Plaintiffs' Interrogatory No. 17. 

8. Any and all documents exchanged or otherwise offered for consideration at or 

during any litigation process referenced in Defendant's answer to Plaintiffs' Interrogatory No. 18, 

including, but not limited to, the Summons and Complaint, Answer, and discovery requests and 

responses. 

9. All technical service bulletins regarding the subject vehicle. 

10. All recall notices or product campaign bulletins regarding the subject vehicle. 

11. The vehicle warranty history relating to the subject vehicle. 

12. Promotional and/or sales literature pertaining to the subject vehicle. 

13. The curriculum vitae for any expert whom Defendant intends to call as a witness at 

trial in this case, 

14. All documents prepared, generated or relied upon by any expert whom Defendant 

intends to call as a witness at trial in this case including, but not limited to, notes, memoranda, 

correspondence and reports (including all drafts of all reports) referencing or related to the claims 

contained in Plaintiffs' Complaint. 
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15. Copies of all documents or materials, from any source, made available to or relied 

upon by any expert whom Defendant may call as a witness at trial in this case. 

16. Any list or compilation authored by Defendant that identifies diagnostic or repair 

codes that Defendant instructs its authorized dealerships to use when documenting repairs 

performed on motor vehicles manufactured by Defendant including, at a minimum, those 

diagnostic or repair codes Defendant's authorized dealership(s) used to document the repairs or 

maintenance of the subj ect vehicle. 

17. All design or repair specifications related to any diagnoses or repairs to the subject 

vehicle. 

18. All documents identified in Defendant's Answers to Plaintiffs' First Set of 

Interrogatories to Defendant. 

19. Written or otherwise recorded statements taken by Defendant as a result of this 

lawsuit or which pertain to the subject vehicle. 

20. Any and all documents exchanged or otherwise offered for consideration at or 

during any arbitration process referenced in Defendant's answer to Plaintiffs' Interrogatory No. 17. 

21. Any and all documents exchanged or otherwise 0 ffered for consideration at or 

during any litigation process referenced in Defendant's answer to Plaintiffs' Interrogatory No. 18, 

including, but not limited to, the Summons and Complaint, Answer, and discovery requests and 

responses. 

If copies are not furnished, the inspection will take place at Gadtke & Brennan, P .A., 11284 

86th A venue North, Maple Grove, Minnesota 55369 at a mutually agreed upon time and place. 
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___ 

Date: _----'9:......:/.~/~r/.!....:I.:.L'/___ GADTKE & BRENNAN, P.A. 

By: _>_~_~-----L-_~ _ 
Todd E. Gadtke (#276704) 
Daniel J. Brennan (#284646) 
11284 - 86th Avenue North 
Maple Grove, MN 55369 

Telephone: (763) 315-4548 


ATTORNEYS FOR PLAINTIFFS 
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STATE OF MINNESOTA DISTRICT COURT 

COUNTY OF HENNEPIN FOURTH JUDICIAL DISTRICT 

Kicholas and Tristin Santori, Case Type: Contract 

Plaintiffs, 

v. 	 PLAINTIFFS' FIRST SET OJ;' 
INTERROGATORIES TO DEFENDANT 

Ford Motor Company, a Delaware 
Corporation transacting business 
in the State of Minnesota, 

Defendant. 

TO: THE ABOVE-NAMED DEFENDANT AND ITS ATTORNEY. 

PLEASE TAKE NOTICE that Plaintiffs demand Answers to the within Interrogatories, 

within 45 days, under oath, pursuant to Rule 33 of the Minnesota Rules of Civil Procedure. 

These Interrogatories shall be continuing, and shall require supplemental Answers if 

additional pertinent information is obtained before trial. 

In answering these Interrogatories, completely identify or provide all infonnation to the 

full extent known or ascertainable by you, your agents, or your attorneys, whether or not in your 

possession, and whether or not alleged to be privileged. 

In answering these Interrogatories, if a privilege is alleged as to any information or 

documents, or if an Interrogatory is not answered in full after the exercise ofdue diligence to 

secure complete information, state the specific grounds for not answering in full and answer said 

Interrogatories to the extent to which no objection is made or information is available, and fully 

identify the information or documents for which privilege is asserted and specify the privilege. 
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Where the answers to these Interrogatories may be derived or ascertained from your 

records, or where the Interrogatory seeks identification of documents, the Interrogatory may be 

answered by providing a copy of each such record or document for inspection and copying or by 

furnishing a copy without a Request for Production under Rule 34, Minnesota Rules of Civil 

Procedure. 

DEFINITIONS 

A. 	 "Person" means any individual, firm, partnership, incorporated or unincorporated 
association, or any other legal or commercial entity. 

B. 	 "Document" means any written, printed, typed or other graphic matter of any kind 
or nature. 

C. 	 "Identify" or "Identity" or "Identification" when used in reference to any 
individual person means to state: 

(1 ) 	 Hislher full name; 
(2) 	 Hislher present or last known address; 
(3) 	 His/her present or last known position and title; and 
(4) 	 His/her position and title as it relates to the subject of the Interrogatory 

being answered. 

D. 	 "Identify" or Identity" or "Identification" when used in reference to a finn, 
partnership, incorporated or unincorporated association, or other legal or 
commercial entity means to state: 

(l) 	 Its name; 
(2) 	 Its nature, e.g., firm, partnership, profit-making corporation, fraternal 

association, etc.; 
(3) 	 Its present or last known address; 
(4) 	 If incorporated, licensed, or otherwise registered as required by law, the 

place of incorporation, licensing or other registration, e.g., city, state, 
province, etc.; and 

(5) 	 Its present or last known principal place of business. 

"Identify" or "Identity" or "Identification" when used in reference to a document 
means to state: 
(1) 	 A description of the document, letter, diary, memorandum, etc.; 
(2) 	 Its title or caption; 
(3) 	 The date thereon; 
(4) 	 Its general subject matter; 
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(5) The author's identity; 
(6) The addressee's identity; 
(7) The identities of all persons who received or acquired a copy of the 

document; 
(8) Its present location; 
(9) Its custodian's identity; 
(10) If the document was, but no longer is in the possession, custody or control 

of respondent, what disposition was made of it; and 
(11) Its length or size. 

F. 	 "Identify" or "Identity" or "Identification" when used in reference to a vehicle 
means to state: 

(1 ) 	 Its year; and 
(2) 	 The model name; 

G. 	 "Subject vehicle" shall mean the vehicle purchased by Plaintiffs and identified in 
Plaintiffs' Complaint. 

INTERROGATORIES 

INTERROGATORY NO.1: State the full name, date of birth, job title, current address, 
and employer of the persons answering these Interrogatories. 

INTERROGATORY NO.2: Identify all communication in which you were notified of 
an alleged defect, mechanical problem, request for repair or complaint regarding the subject 
vehicle. For each such communication, state the date of the communication, the persons 
participating in the communication, the means of communication (e.g., telephone, email, letter, 
facsimile, etc.) and describe the content of the communication in specific detail. If the 
communication was accomplished by written, recorded or electronic means, or the substance of 
the communication was noted or otherwise recorded in some reproducible form, please provide 
copies of such communications as requested in Plaintiffs' Request for Production of Documents. 

INTERROGATORY NO.3: List the name, last known address, telephone number(s) and 
job title of each agent or employee ofDefendant who inspected, diagnosed, repaired or attempted 
repairs or was present when an inspection, diagnosis or repair was made or attempted on the 
subject vehicle. For each person listed in response to this Interrogatory, provide a factual 
summary of the inspection, diagnosis, repair or repair attempt as well as any conclusions or 
findings arrived at as a result of said inspection, diagnosis, repair or repair attempt. 

INTERROGATORY NO. 4: If Defendant's contention is that Plaintiffs abused, 
neglected, altered, modified or misused the subject vehicle, state precisely and in detail each 
factual basis upon which Defendant asserts that Plaintiffs abused, neglected, altered, modified or 
misused the subject vehicle. 
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INTERROGATORY NO.5: State whether Plaintiffs, or anyone acting on Plaintiffs' 
behalf, has notified Defendant that Plaintiffs no longer wanted the subject vehicle including, but 
not limited to, notice that Plaintiffs intended to pursue hislher rights pursuant to Minn. Stat. § 
325F.665 (the "Minnesota Lemon Law") or 15 U.S.c. 2301, et seq (the "Magnuson-Moss 
Warranty Act). For any such notification, state the date of the communication, the persons 
participating in the communication, the means of communication (e.g., telephone, email, letter, 
facsimile, etc.) and describe the content ofthe communication in specific detail. If the 
communication was accomplished by written, recorded or electronic means, or the substance of 
the communication was noted or otherwise recorded in some reproducible form, please provide 
copies of such communications as requested in Plaintiffs' Request for Production of Documents. 

INTERROGATORY NO.6: Identify every lay witness whom Defendant will call at trial 
of this case. For each such witness specify the: 

a. Witness's full name; 
b. Witness's address; 
c. Witness's current employer; 
d. Witness's relationship to Defendant; and 
e. Substance of the witness's expected testimony. 

INTERROGATORY NO.7: State the cumulative number of days Defendant's records
or any records over which Defendant asserts possession, custody or the right of control - indicate 
that the subject vehicle was out of service by reason of any mechanical problem, defect or 
condition reported by Plaintiffs to Defendant or Defendant's agents or authorized dealers. 

INTERROGATORY NO 8: List all warranty claims submitted to Defendant by 
Defendant's authorized dealers in which said dealers requested reimbursement for warranty 
repairs regarding the subject vehicle. For any such claim, list the dollar amount Defendant 
reimbursed each dealer. 

INTERROGATORY NO.9: Did any person employed or acting on behalf of 
Defendant's authorized dealer(s) contact Defendant seeking assistance in diagnosing or repairing 
the subject vehicle? For any such contact, state the date of the communication, the name, last 
known address and job title of the persons participating in the communication on behalf of the 
Defendant, the means of communication (e.g., telephone, email, letter, facsimile, etc.) and 
describe the content of the communication in specific detail. If the communication was 
accomplished by written, recorded or electronic means, or the substance of the communication 
was noted or otherwise recorded in some reproducible form, please provide copies of such 
communications as requested in Plaintiffs' Request for Production of Documents. 

INTERROGATORY NO. 10: Were any repairs performed on subject vehicle prior to 
delivery to Plaintiffs on or about March 2011? If so, please describe in detail and provide 
copies of all repair documentation as requested in the Request for Production of Documents. 
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INTERROGATORY NO. 11: Identify every person providing information used to 
answer these Interrogatories, identifying each person by name, address, job title, telephone 
number and stating what information was provided by each such person. 

INTERROGATORY NO. 12: Identify all persons known to you, your agents, your 
attorney or your attorney's agents, who have knowledge of facts relating to the matters alleged in 
the Complaint and your Answer thereto, and provide his or her name, address, job title, 
telephone number and state in detail the pertinent facts known to each such person. 

INTERROGATORY NO. 13: Identify any document, exhibit, or physical material 
(including, but not limited to, any written, printed, typed, recorded or graphic material in any 
form howsoever produced or reproduced), which you allege supports any of the allegations, 
assertions or affirmative defenses contained in your Answer, and state the name and address of 
the person or entity who prepared each such document, exhibit or physical matter, and the name, 
address, job title and telephone number of the person who presently has custody of it. 

INTERROGATORY NO. 14: Identify any persons who have been interviewed by 
Defendant or its attorneys or agents regarding Plaintiffs' claims and whether or not the contents 
of said interview have been set down in writing. 

INTERROGATORY NO 15: List the names, addresses and job titles of any person 
employed by Defendant who has reviewed the claims or allegations contained in Plaintiffs' 
Complaint. 

INTERROGATORY NO. 16: State whether you have received notice from any 
purchaser or owner of a 2011 Ford Escape, through warranty claims or otherwise, who claims to 
have experienced, or has experienced, mechanical problems or conditions like, or similar to, 
those described in Plaintiffs' Complaint, identified in the repair orders prepared regarding the 
subject vehicle or identified or described in any document related to repair of the subject vehicle 
under the manufacturer's written warranty. If so, please specify the: 

a. Identity of the person; 
b. Date of complaint; 
c. Location at which complaint was made and location at which a repair attempt, if 

any, was made; and 
d. Manner in which you remedied or attempted to remedy the complaint. 

INTERROGATORY NO. 17: State whether any consumer has initiated an arbitration 
process pursuant to any state's lemon law or the Magnuson-Moss Warranty Act for any problem 
described in Plaintiffs' Complaint, identified in the repair orders prepared regarding the subject 
vehicle or identified or described in any document related to repair of the subject vehicle under 
the manufacturer's written warranty, with regard to his or her 2011 Ford Escape. With regard to 
each such case, please identify: 

a. The consumer by name, address, and telephone number; 
b. The problems about which each consumer complained; and 
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c. The vehicle by the vehicle identification number; 
d. State in which the case was arbitrated; and 
e. The name, address, telephone number, and case number of the arbitration forum. 

INTERROGATORY NO. 18: State whether any 2011 Ford Escape consumer has 
initiated a lemon law or Magnuson-Moss Warranty Act lawsuit pursuant to any state's lemon law 
or the Ylagnuson-Moss Warranty Act because of a 2011 Ford Escape and who claims to have 
experienced, or has experienced, mechanical problems or conditions like, or similar to, those 
described in Plaintiffs' Complaint, identified in the repair orders prepared regarding the subject 
vehicle or identified or described in any document related to repair of the subject vehicle under 
the manufacturer's written warranty. With regard to each such case, please identify: 

a. The consumer by name, address, and telephone number; 
b. The problems about which each consumer complained; 
c. The vehicle by the vehicle identification number; 
d. State, county, and court in which the case was venued; 
e. The court file number; and 
f. The name, address, telephone number of the consumer's attorney. 

INTERROGATORY NO. 19: State whether there are any technical service bulletins, 
preliminary investigation reports, special service messages or other service or diagnostic 
bulletins that pertain to the 2011 Ford Escape and, if so, identify the vehicle problems, defects, 
symptoms, and/or solutions stated in each. Please provide copies of any such technical service 
bulletins as requested in Plaintiffs' Request for Production of Documents. 

INTERROGATORY NO. 20: Specify what, if any, design changes were made to the 
model 2012 Ford Escape, when compared to the model 2011 Ford Escape, with respect to the 
components or component systems described in Plaintiffs' Complaint, identified in the repair 
orders prepared regarding the subject vehicle or identified or described in any document related 
to repair of the subject vehicle under the manufacturer's written warranty. 

INTERROGATORY NO. 21: Identify how many 2011 Ford Escapes Defendant 
manufactured and how many were sold by Defendant to its authorized dealers. 

INTERROGATORY NO. 22: State whether you believe the mechanical problems or 
conditions with the subject vehicle, as described in Plaintiffs' Complaint, identified in the repair 
orders prepared regarding the subject vehicle or identified or described in any document related 
to repair of the subject vehicle under the manufacturer's written warranty, impair said vehicle's 
use or value. Please state all facts currently within your possession that support your opinion. 

INTERROGATORY NO. 23: State whether Defendant is aware of a remedy for the 
mechanical problems or conditions described in Plaintiffs' Complaint, identified in the repair 
orders prepared regarding the subject vehicle or identified or described in any document related 
to repair of the subject vehicle under the manufacturer's written warranty, and, if so, what are 
those remedies. 
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INTERROGATORY NO. 24: Describe Defendant's protocol in detennining whether to 
recall its product(s). 

INTERROGATORY NO. 25: State whether Defendant issued any recalls pertaining to 
the 2011 Ford Escape and, if so, describe each such recall by stating the reason for each recall, 
the date(s) on which each recall was issued, and the proposed remedy for the problem(s) that 
necessitated the recall(s). Please produce copies of any such recalls as requested in Plaintiffs' 
Requests for Production of Documents. 

INTERROGATORY NO. 26: Identify the name and job title of the dealership personnel 
who serviced or otherwise assisted Plaintiffs with the service or repair ofthe subject vehicle. 

INTERROGATORY NO. 27: Identify the name and address of the person or persons 
who requested warranty payment from Defendant for service or repairs performed on subject 
vehicle, and/or the individual otherwise in charge of analyzing and submitting service bills 
and/or expenses sought from or incurred by Defendant for payment of such warranty payment 
requests/claims. 

INTERROGATORY NO. 28: Identify all technical, mechanical or vehicle repair training 
Defendant provides or provided to its authorized dealers' service advisors and/or service 
techni cians beginning in 1998 and continuing to present. Describe the subj ect matter of any such 
training in detail. Please produce copies of any written or graphic materials used in such training 
as requested in Plaintiffs' Requests for Production ofDocuments. 

INTERROGATORY NO. 29: Identify all training programs, manuals, videotapes or 
other materials Defendant provides to its authorized dealers regarding state "lemon laws" or 
other breach of warranty laws. Please produce copies of any such materials as requested in 
Plaintiffs' Requests for Production of Documents. 

INTERROGATORY NO. 30: Identify any and all documents, memoranda, manuals or 
materials of any type provided by Defendant to its authorized dealerships that are used, or are 
intended by Defendant to be used, to diagnose, confirm or exclude mechanical problems or 
nonconformities in 2011 Ford Escape including, but not limited to, "diagnostic trees" or "trouble 
trees." 

INTERROGATORY NO. 31: Identify any and all documents, memoranda, reports, 
database entries, or materials of any type, whether maintained in physical, electronic or other 
form, regarding problems reported to Defendant from any source including, but not limited to, 
owners of2011 Ford Escapes or authorized dealers servicing 2011 Ford Escapes, for any 
problem described in Plaintiffs' Complaint, identified in the repair orders prepared regarding the 
subject vehicle or identified or described in any document related to repair ofthe subject vehicle. 

INTERROGATORY NO. 32: Identify all expert witnesses you intend to call at trial. For 
each, state: 
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a. The name, address and special qualifications of the expert, including specifically 
his or her educational background, academic, professional and vocational 
background; 

b. Identify any published articles or treatise authored by the expert witness relevant 
to the subject of the inquiry in this matter. Such identification shall include the 
title of the article, the publication in which it appeared, and the date of 
publication; 

c. Provide the venue and case title of any litigation in which the expert witness has 
testified on the subject of the inquiry made in this litigation; 

d. State the substance of the facts to which the expert is expected to testify about 
which he has personal knowledge. 

e. State the substance of the facts, the truth of which the expert has been or will be 
asked to assume; 

f. State the substance of all of the opinions to which the expert is expected to testify; 
g. State in summary the grounds for each opinion, identifying any demonstrations or 

experiments performed by or on behalf of the expert, and identify any 
publications upon which the expert has relied in whole or in part in grounding 
his/her opinions. 

h. State the amount of income that the expert has derived from providing opinions to 
and testifying for defendants in any state's lemon law or Magnuson-Moss 
Warranty Act related matters for the last three calendar years. 

1. Identify all documents that evidence all sources of income performing work as 
expert for the last three calendar years. 

J. Identify all factual information relied upon by the expert witness including, but 
not limited to, drawings, correspondence, notes, memoranda, reports (including 
any and all drafts of such reports), tests, repair invoices, technical service 
bulletins, recalls, silent warranties or other documents whatsoever, whether still in 
existence or destroyed. 

k. Identify all information including, but not limited to, drawings, correspondence, 
memoranda, reports, tests, repair invoices, technical service bulletins, recalls, 
silent warranties or other documents provided to the expert witness by Defendant 
whether still in existence or destroyed. 

Note that Rule 26.05, Minnesota Rules of Civil Procedure, provides specifically for the 
supplementation of your answers to these Interrogatories to include information acquired after 
the date of your original or any supplemental Answers. 

Date: GADTKE & BRENNAN, P.A. 

By:-/~L., 

Todd E. Gadtke (#276704) 
Daniel J. Brennan (#284646) 
11284 - 86th Avenue North 
Maple Grove, MN 55369 
Telephone: (763) 315-4548 
ATTORNEYS FOR PLAINTIFF 
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CuDL Issue List Page 1 of 1 

ISSUE LIST 
Last Handling 


Date! 

Issue Status 


9/13/2011 
CANCEL 
8/19/2011 

CLOSED 

8/19/2011 
CLOSED 
8/19/2011 

CLOSED 

8/19/2011 
CLOSED 
8/12/2011 
CLOSED 
8/10/2011 

CLOSED 

8/10/2011 

CLOSED 

5/4/2011 
CLOSED 
4/29/2011 

CLOSED 

4/28/2011 
CLOSED 
4/18/2011 

CLOSED 

4/18/2011 

CLOSED 

4/17/2011 

CLOSED 

Vin! 
Case No. 

Model Year and 
Vehicle Line 

Issue 
Type 

1FMCUOEGOBK  2011 ESCAPE 
794871071 

1FMCUOEGOBK 2011 ESCAPE 

06 

01 

794871071 

1FMCUOEGOBK 2011 ESCAPE 
794871071 

1FMCUOEGOBK  2011 ESCAPE 

01 

01 

794871071 

1FMCUOEGOBK 2011 ESCAPE 
794871071 

1FMCUOEGOBK 2011 ESCAPE 
794871071 

1FMCUOEGOBK  2011 ESCAPE 

02 

04 

01 

794871071 

1FMCUOEGOBK  2011 ESCAPE 01 

794871071 

1FMCUOEGOBK 2011 ESCAPE 
794871071 

1FMCUOEGOBK  2011 ESCAPE 

08 

04 

794871071 

1FMCUOEGOBK 2011 ESCAPE 
794871071 

1FMCUOEGOBK  2011 ESCAPE 

03 

01 

794871071 

1FMCUOEGOBK 2011 ESCAPE 01 

794871071 

1FMCUOEGOB 2011 ESCAPE 01 

794871071 

Name! 

Reason Desc 


TRISTIN SANTORI 
DRP-VEHICLE REPURCHASE REQUEST 
TRISTIN SANTORI 
CRC RELATED - SUPERVISOR REQUEST 
SUBMITTED 
TRISTIN SANTORI 
CLP CRC SUPPORTS FIELD'S DECISION 
TRISTIN SANTORI 
CRC RELATED - F/M CSR FOLLOWING 
CONTACT 
TRISTIN SANTORI 
MISC INQUIRY - CHANGE OF ADDRESS 
TRISTIN SANTORI 
CLP -IN - SERVICE REPAIR - AT RISK 
TRISTIN SANTORI 
CRC RELATED - F/M CSR FOLLOWING 
CONTACT 
TRISTIN SANTORI 
CRC RELATED - F/M CSR FOLLOWING 
CONTACT 
TRISTIN SANTORI 
RAV-OTHER 
TRISTIN SANTORI 
CLP - IN BUYBACK - BEEN AT DEALER TEN 
DAYS 
TRISTIN SANTORI 
CLP - IN - FIN ASSIST OBC 
TRISTIN SANTORI 
MARKETING-PUBLIC PRIVATE-ESP

ACCESSORY 
TRISTIN SANTORI 
WARRANTY - REPAIR MUST BE PERFORMED 

AT FILM 
TRISTIN SANTORI 
ROADSIDE ASSISTANCE REQUEST
WARRANTY COVERED 

Ford Confidential 
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Customer Data Link - CuDL Page 10f3 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26
Symptom Desc: ENGINE GENERAL CONCERN MECH FAILURE Primary Phone: 
Reason Desc: DRP-VEHICLE REPURCHASE REQUEST Secondary Phone
Issue Type: 06 BBB AUTO LlNEIDACO Issue Status: CANCEL 

Action: OPEN PENDING ELIGIBILITY 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: BETTER BUSINESS BUREAU 
Odometer: 5200 MI Comm Type: MAIL 
Analyst Name: GRESS,JEFF Analyst: J-GRESS1 
Action Date: 08/11/2011 Action Time: 16.05.25.178 Action Data: No 

Comments NEW CASE: FRD1125139. PROBLEMS: CATASTROPHIC ENGINE FAILURE,TRANSMISSION WON'T 
SHIFT,ENGINE DIED AFTER PUTTING INTO GEAR. 

Action: OPEN - CABBB CASE ELIGIBLE 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: BETTER BUSINESS BUREAU 
Odometer: 5200 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3 
Action Date: 08/12/2011 Action Time: 16.05.09.822 Action Data: No 

Comments OPEN - CABBB CASE ELIGIBLE 

Action: BBB-NEW CASE ELIGIBLE 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 09179 INVER GROVE FORD LINCOLN RESOLUTION PROGRAM 

Comm Type: OUTBOUND CALLOdometer: 5200 MI TO CUSTOMER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL),TERESA 
Action Date: 08/16/2011 Action Time: 09.57.58.307 Action Data: No 

Comments OPEN BBB CLAIM ON 08/12/11. 

Action: FIELD E-MAIL SENT - DRP 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 09179 INVER GROVE FORD LINCOLN 
RESOLUTION PROGRAM 

Comm Type: OUTBOUNDOdometer: 5200 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL),TERESA 
Action Date: 08/17/2011 Action Time: 10.50.41.713 Action Data: No 

Comments SUBMITTED DEALER REPORT TO SM DENNIS HOLM AT INVER GROVE FL AND SUBMITTED TFOAM 
REQUEST. 

Action: MANUFACTURER SETTLEMENT OFFER SENT TO BBB 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 09179 INVER GROVE FORD LINCOLN 
RESOLUTION PROGRAM 

Comm Type: OUTBOUNDOdometer: 5200 MI EMAIL-OTHER 
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Customer Data Link - CuDL Page 2 of3 

Analyst Name: PONTILLO 
(TPONTlLL),TERESA 

Analyst: TPONTILL 

Action Date: 08/19/2011 Action Time: 14.51.56.591 Action Data: No 

Comments SUBMITTED INITIAL SETTLEMENT OFFER TO BBB FOR AN FSE INSPECTION/REPAIR. UPON 
CUSTOMER SATISFACTION, FORD WILL PROVIDE A$415.08 GOODWILL REIMBURSEMENT. 

Action: DEALER PAPERWORK REC'D IN CONSUMER AFFAIRS 
Origin Desc: CONSUMER AFFAIRS-DISPUTE

Dealer: 09179 INVER GROVE FORD LINCOLN RESOLUTION PROGRAM 
Comm Type: OUTBOUND

Odometer: 5200 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL),TERESA 
Action Date: 08/19/2011 Action Time: 15.36.46.942 Action Data: Yes 

Comments RECEIVED DEALER REPORT FROM SM DENNIS HOLM AT INVER GROVE FL. 

Data Element Name Data Value 

DATE PAPERWORK REC'D 09-19-2011 

Action: COMPANY REPORT SUBMITTED 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 09179 INVER GROVE FORD LINCOLN RESOLUTION PROGRAM 

Comm Type: OUTBOUNDOdometer: 5200 MI EMAIL-OTHER 
Analyst Name: PONTILLO Analyst: TPONTILL(TPONTILL),TERESA 
Action Date: 08/31/2011 Action Time: 16.00.51.856 Action Data: Yes 

Comments SUBMITTED MRF POSITION TO BBB VIA FAX AND EMAIL. 

Data Element Name Data Value 


CUSTOMER CONTACTED BY FORD NO 

REGION RESPONDED TO DSB E-MAIL (Y/N) YES 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: BETTER BUSINESS BUREAU 
Odometer: 5200 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3 
Action Date: 08/31/2011 Action Time: 21.05.09.543 Action Data: No 

Comments HEARING SCHEDULED ON 09/14/11 AT 11:00AM 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CONSUMER AFFAIRS-DISPUTEDealer: 09179 INVER GROVE FORD LINCOLN 
RESOLUTION PROGRAM 

Comm Type: OUTBOUNDOdometer: 5200 MI EMAIL-OTHER 
Analyst Name: PONTILLO 

Analyst: TPONTILL(TPONTILL),TERESA 
Action Date: 09/13/2011 Action Time: 10.27.46.949 Action Data: No 
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Customer Data Link - CuDL Page 3 of3 

Comments CASE CLOSED PER CONSUMERS REQUEST. 

Action: CUSTOMER CHOSE NOT TO PURSUE CASE FURTHER 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: BETTER BUSINESS BUREAU 
Odometer: 5200 MI Comm Type: MAIL 
Analyst Name: COSTELLO, MATT Analyst: M-COSTE3 
Action Date: 09/13/2011 Action Time: 11.05.13.459 Action Data: No 

Comments CUSTOMER CHOSE NOT TO PURSUE CASE FURTHER 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: Primary Phone:
Reason Desc: CRC RELATED - SUPERVISOR REQUEST SUBMITTED Secondary Phone: 
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: SUPERVISOR REQUEST LIVE ESCALATION 
Dealer: Origin Desc: MANUAL PHONE CSR 
Odometer: 5600 MI Comm Type: PHONE 
Analyst Name: CONTE AARON Analyst: ACONTE2 
Action Date: 08/19/2011 Action Time: 17.06,51.584 Action Data: Yes 

Comments CUSTOMER SAID: -B/C SHE WAS TOLD SHE CAN'T PUT ANOTHER BUYBACK REQUEST IN THROUGH 
FORD.. SHE WOULD LIKE TO SPEAK TO A SUPCRC ADVISED: =WARM TRAN. HER INTO CAS-KEVIN TO TAKE THE 
CALL 

Data Element Name Data Value 

ASSIGNED TO KTESMACH 

Action: SUPERVISOR REQUEST LIVE CLOSE 
Dealer: Origin Desc: TIER ONE - MELBOURNE 
Odometer: 5600 MI Comm Type: PHONE 
Analyst Name: TESMACHER KEVIN Analyst: KTESMACH 
Action Date: 08/19/2011 Action Time: 17,08.48.628 Action Data: No 

Comments =CAS KEVIN TAKING LIVE CALL FROM AARON=CUST VERIFIED THE CONCERN=JUST SEEKING FOR 
FORD TO WORK WITH THE CUST DIRECTLY=DID NOT KNOW WHAT SHE WAS GETTING INTO WHEN BBB OPENED 
A CASE=ADVISED CUST THAT WE CANNOT INTERVENE WITH THIS SITUATION BECAUSE OF THE OPEN 
CASE=ADVISED THAT WHEN BBB GETS INVOLVED THEN THEY ARE THE REPRESENTATIVE ON THE CASE, AND 
CRC CANNOT PROVIDE ANY ADVISE =ADVISED TO WORK WITH THE BBB=ADVISED THAT FORD WOULD BE ABLE 
TO REPLACE THE VEH BECAUSE OF CURRENT CASE-NO FURTHER ACTION NEEDED 

Ford Confidential 
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Customer Data Link - CuDL Page I of I 

All Action Details for Issue 

VIN: 1FMCUOEGOBK Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-2
Symptom Desc: Primary Phone
Reason Desc: CLP - CRC SUPPORTS FIELD'S DECISION Secondary Pho
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: CB-SUPPORT DEALERSHIP'SIREGION'S POSITION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 5600 MI Comm Type: PHONE 
Analyst Name: CONTE AARON Analyst: ACONTE2 
Action Date: 08/19/2011 Action Time: 17.04.44.814 Action Data: No 

Comments CUSTOMER SAID: -SHE HAD MANY ISSUES ON AND ON WITH VEH HAVING HARSH SHIFTS INTO 2ND 
GEAR (SEE HISTORICALS)-SHE NOW HAS TO PICK UP VEH BY 2MROW @NOON FROM DLR BIC IT IS NOW 
REPAIRED-BUT SHE STILL FEELS UNCOMFORTABLE IN THE VEH EVEN AFTER THIS LAST REPAIR-SHE PUT IN A 
BUYBACK REQUEST IN APRIL 2011, BUT IN TURN FORD GAVE HERA PREMIUMCARE ESP WHICH SHE WAS VERY 
APPRECIATIVE OF-BUT, ISSUES STILL PERSISTED ON VEH AND SHE STILL WANTED TO WORK WI US ON A 
BUYBACK AGAIN-SHE SPOKE WI THE FORD DLR ABOUT WHAT TO DO NEXT AND THE DLR SAID TO CALL THE 
BETTER BUS. BUREAU FOR A DRP SETTLEMENT-CUST. WAS UNAWARE OF WHAT BBB IS AND SHE JUST 
WANTED THIS CASE TO BE BETWEEN HER AND FORD-ALL IN ALL SHE JUST WANTS TO BE IN ANOTHER FORD 
VEH AND FOR HER VEH TO BE BOUGHT BACKDEALER SAID: INVER GROVE FORD LINCOLN DEALER ADDRESS: 
4725 SROBERT TRAIL INVER GROVE HEIGHTS MN 55077 DEALER MAIN PHONE: 651-451-2201CRC 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 YOUR FEEDBACK(NOTE TO CSR: SUPPORT THE DLR, 
REGION, DECISION)-ADV HER BBB HAS AN OPEN CASE ALREADY FOR THIS AND THEY ARE THE BEST TO SPEAK 
REGARDING FURTHER INFO REGARDING THIS-AS PER TL-SALLYWE CANNOT OPEN ANOTHER CASE FOR A 
BUYBACK BIC WE ALREADY LOOKED INTO THAT IN APRIL 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: ENGINE GENERAL CONCERN MECH FAILURE Primary Phone
Reason Desc: CRC RELATED - FIM CSR FOLLOWING CONTACT Secondary Pho
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: CALLBACK ADD ADDITIONAL COMMENTS 
Dealer: Origin Desc: US CONCERN CASE BASE 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: DEROIS, ALISON Analyst: ADEROIS 
Action Date: 08/19/2011 Action Time: 13.10.12.155 Action Data: No 

Comments CUSTOMER SAID: '''AS PER HISTORICALS"'--DLR IS TELLING CUST SHE NEEDS TO PICK UP THE VEH 
AND RETURN THE RENTAL--CUST DOES NOT FEEL SAVE DOING SO BECAUSE CONCERN HAS NOT BEEN FIXED-
CUST SEEKING TO SEE IF SHE HAS ANY OTHER OPTIONSCRC ADVISED: PLEASE ALLOW THE REQUESTED TIME 
FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.-DID NOT ADVISE 
CUST OF ABOVE--ADVISED CUST THAT SHE NEEDS TO SPEAK TO THE BBB SINCE THAT IS WHO SHE WENT 
THROUGH TO HAVE VEH BOUGHT BACK--PROVIDED NUMBER AND TRANS 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 
Name:  Owner Status: Original 
Symptom Desc: 
Reason Desc: MISC INQUIRY CHANGE OF ADDRESS 
Issue Type: 02 INFORMATION Issue Status: CLOSED 

Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER 
Dealer: 
Odometer: 1251 MI Comm Type: PHONE 
Analyst Name: BURKS, JESSE Analyst: JBURKS12 
Action Date: 0412012011 Action Time: 09.10.26.582 

Comments CUSTOMER PROFILE UPDATE 

Action: UPDATE CUSTOMER ADDRESS OR PHONE NUMBER 
Dealer: 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: DEROIS, ALISON Analyst: ADEROIS 
Action Date: 0811912011 Action Time: 12.49.55.803 

Comments CUSTOMER PROFILE UPDATE 

Ford Confidential 

Model: ESCAPE Case: 794871071 
WSD: 2011-03-26 
Primary Phone: 
Secondary Phone:

Origin Desc: MANUAL - PHONE CSR 

Action Data: No 

Origin Desc: MANUAL - PHONE CSR 

Action Data: No 
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Customer Data Link - CuDL 	 Page 1 of2 

All Action Details for Issue 

VIN: 1FMCUOEGOB  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: STALLSIQUITS IDLE Primary Phone
Reason Desc: CLP IN - SERVICE REPAIR AT RISK Secondary Phone
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 08/0912011 

Action: TIER II ESCALATION - CUSTOMER PERCEIVES MULTIPLE REPAIR 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: ALEXANDER, JOSHUA Analyst: JALEX133 
Action Date: 08/08/2011 Action Time: 13.21.18.499 Action Data: Yes 

Comments CUSTOMER SAID: -HAS HAD ENGINE AND DRIVETRAIN REPLACED DUE TO CATASTROPHIC ENGINE 
FAILURE-VEHICLE STARTED ACTING SLUGGISH AS IF NOT SHIFTING RIGHT-DEALER STATED WAS NORMAL 
BEHAVIOR-CUSTOMER STATED LAST SATURDAY GOT IN AND STARTED VEHICLE WENT TO PUT IT IN GEAR AND 
ENGINE DIED, LET IT SIT 5 MINUTES AND STARTED UP FINE-GOT IN THIS MORNING AND THE VEHICLE DID IT 
AGAIN-HAS TRIED DEALING WITH DEALERSHIP BUT THEY AREN'T HELPINGDEALER SAID: INVER GROVE FORD 
LINCOLN DEALER ADDRESS: 4725 SROBERT TRAIL INVER GROVE HEIGHTS MN 55077 DEALER MAIN PHONE: 651
451-2201CRC 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
BEST NUMBER TO REACH 6517858736-BEST TIME TO REACH ANYTIME-VEHICLE IS IN CUSTOMER POSESSION 

Data Element Name 	 Data Value 

ESTIMATED COST OF REPAIR: 	 o 
o 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 09179 INVER GROVE FORD LINCOLN 
TEAM 

Comm Type: OUTBOUND CALL TOOdometer: 5200 MI DEALER 
Analyst Name: Analyst: ARAUSCHERAUSCHER,AMBER 
Action Date: 08/09/2011 Action Time: 16.05.18.997 Action Data: No 

Comments CSM AMBER X7788 ASSISTING CSM MISSY X7792 --- OBC TO DLR BRETT ASSIST SM -- LM ON VM -
ASKED DLR TO INVESTIGATE CUST REPORTED CONCERN WITH VEH SINCE LAST ENGINE REPAIR TO VEH --
ASKED DLR TO CONTACT CSM AMBER WITHTHIS INFORMATION SO THAT CSM CAN CONTACT CUST BASED ON 
DLR INPUT REGARDING CONCERNS VEH IS EXHIBITING 

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: RAUSCHER,AMBER Analyst: ARAUSCHE 
Action Date: 08/09/2011 Action Time: 16.06.40.146 Action Data: Yes 

Comments SETTING FlU FOR CUST CONTACT FOR CSM MISSY FOR 8-10-2011 

Data Element Name 	 Data Value 

DATE OF FOLLOW UP: 	 08-10-2011 
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Customer Data Link - CuDL Page 20f2 

TIME OF FOLLOW UP (HH:MM): 19:30 

Action: CCS FOLLOW UP W/CUSTOMER - DOC ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 08/10/2011 Action Time: 10.30.37.552 Action Data: Yes 

Comments - CSM MISSY EXT 7792- OBC TO DLRSHP AT 651-451-2201- SPOKE TO SA ADAM- TRANSMISSION HAS 
BEEN REPLACED- ADVISED CUST DROPPED OFF THIS MORNING- VEHICLE STILL HAVING ISSUES AND THEY 
HAVE NOT LOOKED AT IT YET- CUST IS IN A LOANER-ADVISED THEY SHOULD HAVE IT DIAGNOSED BY 
TOMORROW- ADVISED I WILL CALL CUST AND TOUCH BASE· OBC TO CUST AT - LMOM TO RETURN 
CALL - ADVISED SPOKE TO DLRSHp· ADVISED THEY ARE STILL TRYING TO DIAGNOSE- ADVISED I WILL FlU NO 
LATER THAN 430 PM EST TOMORROW- PROVIDED MY CONTACT INFO 

Data Element Name Data Value 

DATE OF FOLLOW UP: 08-12-2011 

TIME OF FOLLOW UP (HH:MM): 16:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 08/10/2011 Action Time: 13.00.28.759 Action Data: No 

Comments - CSM MISSY EXT 7792-IBC FROM CUST- ADVISED SHE IS RETURNING CALL- ADVISED SHE IS NOT 
HAPPY AND UNSAFE IN THIS VEHICLE- ADVISED SHE WANTS IT BOUGHT BACK AND SHE WILL WALK AWAY 
FROM THE VEH- SHE DOESN'T WANT IT- ADVISED I CAN DO THE PAPERWORK- ADVISED THAT I CAN NOT 
GUARANTEE ANYTHING BUT I WILL BE HAPPY TO PROCESS THE GOOD FAITH PAPERWORK- ADVISED THAT SHE 
WILL TALK TO THE GM AT THE DLRSHP AND NOT TO PROCESS ANY PAPERWORK AT THIS TIME- SHE WILL TALK 
TO HIM FIRST AND THEN CALL ME BACK· ADVISED I DO NOT NEED TO CALL HER UNTIL SHE CONTACTS ME
ADVISED CUST THAT WAS FINE 

Action: CUSTOMER RETAINED LAWYER 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 08/12f2011 Action Time: 09.46.37.284 Action Data: No 

Comments - CSM MISSY EXT 7792- VM FROM CUST- ADVISED NO NEED TO CONTACT BACK- ADVISED HAS GONE 
THE LEGAL ROUTE- ADVISED THANKS FOR CALLING HER- ADVISED NO FURTHER ASSISTANCE NEEDED- WILL 
CLOSE CASE AT THIS TIME BUT HAPPY TO REOPEN IF NEEDED 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED 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: 5200 MI Comm Type: PHONE 
Analyst Name: KING, WILLIAM Analyst: WKING72 
Action Date: 08/09/2011 Action Time: 12.08.07.886 Action Data: No 

Comments CUSTOMER SAID: =CUST WAITING ON F/U =CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME 
FOR THE FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.=ADV F/U 8/10 BY 5PM= 

Action: CALLBACK ADD ADDITIONAL COMMENTS 
Dealer: Origin Desc: US CONCERN CASE BASE 
Odometer: 5200 MI Comm Type: PHONE 
Analyst Name: PACQUETTE , PATRICIA Analyst: PPACQUET 
Action Date: 08/10/2011 Action Time: 12.59.15.006 Action Data: No 

Comments CUSTOMER SAID: =CUST RECEIVED A CALL FROM MISSY =MISSY LEFT CALL BACK NUMBER BUT NOT 
AN EXTENTION-CUST CALLING FOR EXTENTIONCRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE 
FOLLOW UP TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED...·DID NOT ADVISE 
ABOVE'''CRC ADV:-MISSY HAS A FlU SCHEDULED FOR YOU FOR TOMORROW NO LATER THAN 4:30-HER 
EXTENTION IS 7792 

Ford Confidential 
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Customer Data Link - CuDL Page I of I 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: AUTO TRANS UPSHIFT NO UPSHIFT 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: 5200 MI Comm Type: PHONE 
Analyst Name: NIEVE, JAYLE ANN Analyst: JNIEVE12 
Action Date: 08/10/2011 Action Time: 09.34.51.275 Action Data: No 

Comments CUSTOMER SAID: -CUST STATED VEH WOULD NOT SHIFT AND VEH MADE A REALLY LOUD IDLEING 
SOUND-VEH IS NOW AT THE DLR-CUST STATED IT NEVER GOT OUT 1ST GEAR-CUST JUST WANTED TO INFORM 
US OF THIS UPDATEDEALER SAID: -INVER GROVE FORD LINCOLN DEALER ADDRESS: 4725 SROBERT TRAIL 
INVER GROVE HEIGHTS MN 55077CRC ADVISED: PLEASE ALLOW THE REQUESTED TIME FOR THE FOLLOW UP 
TO OCCUR SO THAT YOUR ISSUE MAY BE PROPERLY ADDRESSED.--DID NOT ADV 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK
Name:  
Symptom Desc: ENGINE GENERAL CO
Reason Desc: RAV - OTHER 
Issue Type: 08 RAV 

Year: 2011 
Owner Status: Original 

NCERN MECH FAILURE 

Issue Status: CLOSED 

Model: ESCAPE Case: 794871071 
WSD: 2011-03-26 
Primary Phone:
Secondary Phone: 

Action: ESP PREMIUM CARE PLAN 
Origin Desc: CONSUMER AFFAIRS - REACQUIREDDealer: 09179 INVER GROVE FORD LINCOLN VEHICLES 

Odometer: 1200 M I Comm Type: MAIL 
Analyst Name: Analyst: C-DAUNTDAUNT,CHRIS 

Action Time:Action Date: 05/04/2011 Action Data: No20.00.27.986 

Comments reg'd 60/75K PREM $100 ded 

Ford Confidential 
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Customer Data Link - CuDL Page 10f2 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-2
Symptom Desc: ENGINE GENERAL CONCERN MECH FAILURE Primary Phone:
Reason Desc: CLP -IN - BUYBACK - BEEN AT DEALER TEN DAYS Secondary Phone:
Issue Type: 04 REGION Issue Status: CLOSED 
Initial Customer Contact: 04/27/2011 

Action: TIER II ESCALATION - BUYBACK 
Dealer: 09179 INVER GROVE FORD LINCOLN 
Odometer: 1200 MI Comm Type: PHONE 
Analyst Name: CONSALO, DEBRA Analyst: DCONSALO 
Action Date: 04/26/2011 Action Time: 16.33.56.422 

Origin Desc: US CONCERN CASE BASE 

Action Data: No 

Comments CUSTOMER SAID: 1FMCUOEGOBK  20111200 MILES= SEE HISTORICALS..-ENGINE LOCKED UP 
AT 60 MPH...-VEH AT THE DLR NOW 11 DAYS.................=CUSTOMER CALLING BACK IN AND WANTS A BUY
BACK...=CUSTOMER IS SCARED OF THIS VEH....=CUSTOMER DOES NOT FEEL SAFE TAKING THIS VEH 
BACK ....WiTH OR WITHOUT A NEW ENGINE....-BUY-BACK REQUEST.. .. DEALER SAID: INVER GROVE FORD 
LINCOLN MERCURY 4725 S ROBERT TRAILINVER GROVE HEIGHTS, MN 55077 TEL:(800) 730-1765CRC 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 2BUSINESS DAYS. THIS DOES NOT GUARANTEE THAT FORD WILL BUYBACK 
YOUR VEHICLE. FORD'S COMMITMENT IS TO HONOR THE NEW VEHICLE LIMITED WARRANTY.- BEST CONTACT 
NUMBER FOR CUSTOMER........  

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 1200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 0412712011 Action Time: 16.25.18.888 Action Data: Yes 

Comments - CSM MISSY EXT 7792- OBC TO SM DENNY AT 651-554-7092- LMOM FOR SM DENNY TO CALL- PER 03 
CASE VEH WAS BEING REPAIRED YESTERDAY- OBC TO CUST AT - LMOM TO RETURN CALL
ADVISED I WAS FlU WITH REPAIRS AND FOR UPDATE WITH SM- ADVISED WILL CONTACT TOMORROW BY 4:30 

Data Element Name Data Value 

DATE OF FOLLOW UP: 04-28-2011 
TIME OF FOLLOW UP (HH:MM): 16:30 

Action: CCS FOLLOW UP WICUSTOMER - DOC ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 1200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 04/28/2011 Action Time: 09.27.51.997 Action Data: Yes 

Comments - CSM MISSY EXT 7792- OBC TO SM DENNY AT 651-554-7092- VEH IS COMPLETED AND READY TO PICK 
UP- CUST IN RENTAL- SM ADVISED THAT CUST WANTS TO SEE ABOUT A BUY BACK- ADVISED I WILL CALL CUST
OBC TO CUST AT - VERIFIED CUST INFO- CUST ADVISED THAT SHE WANTED TO KNOW ABOUT A 
REPLACEMENT DUE TO ISSUES WITH ENGINE- ADVISED I WOULD BE HAPPY TO LOOK INTO IT BUT AFTER 
REVIEWING HER CASE IT IS NOT EGILABLE- CUST THEN ASKED ABOUT AN ESP OR SOMETHING- ADVISED CUST 
I WOULD BE HAPPY TO ASSIST WITH A PEACE OF MIND AND GIVE AN ESP- CUST VERY HAPPY WITH THAT AND 
THANKED- CONFIRMED CUST HAS MY CONTACT INFO- UPLOADING RAVTO VEHICLE 

9/20/2011 
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Customer Data Link - CuDL Page 2 of2 

Data Element Name Data Value 

DATE OF FOLLOW UP: 04·29·2011 

TIME OF FOLLOW UP (HH:MM): 16:30 


Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: DEALER 
Odometer: 1200 MI Comm Type: VISIT 
Analyst Name: DENNY HOLM Analyst: D·HOLM3 
Action Date: 04/29/2011 Action Time: 09.05.15.852 Action Data: No 

Comments CUSTOMER PICKED UP VEHICLE ON THE EVENING OF 04.28DENNIS HOLM 

Action: CONCERN RESOLVED 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 1200 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 04/29/2011 Action Time: 11.34.07.787 Action Data: Yes 

Comments· CSM MISSY EXT 7792· RAV LOADED TO VEH· OBC TO CUST- CUST VERY HAPPY AND THANKSED 
CSM· ADVISED WELCOME TO CONTACT ME IN THE FUTURE IF ANY ISSUES 

Data Element Name Data Value 

CUSTOMER'S LTV SCORE 74 
PARTS ESCALATION USED? (YIN) N 
TECH ASSIST (FSE INVOLVED) USED? (YIN) N 
TECH HOTLINE CONSULTED? (YIN) N 
ESP USED? (YIN) N 
SCP USED? (YIN) N 
X·PLAN USED? (YIN) N 
CLP FINANCIAL ASSIST PROVIDED? (YIN) N 
--ESTIMATED REPAIR COST(@WARRRATES) ($) 
·-CUSTOMER'S SHARE OF REPAIR COST ($) 
--DEALER'S SHARE OF REPAIR COST-P18 ($) 
--DEALER'S SHARE OF REPAIR COST·OTHER($} 
--FORD'S SHARE OF REPAIR COST-P11 ($) 
CLP FINANCIAL ASSIST DENIED? (YIN) N 
NONE OF THE ABOVE (YIN) Y 

Ford Confidential 
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Customer Data Link - CuDL Page I of2 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 
Name:  Owner Status: Original 
Symptom Desc: INDICATOR CHECK ENGINE 
Reason Desc: CLP - IN - FIN ASSIST  OBC 
Issue Type: 03 CONCERN Issue Status: CLOSED 
Initial Customer Contact: 04/20/2011 

Model: ESCAPE Case: 794871071 
WSD: 2011-03-2
Primary Phone:
Secondary Phone:

Action: CONSEQUENTIAL UNABLE TO REACH DEALER 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 1251 MI Comm Type: PHONE 
Analyst Name: BURKS, JESSE Analyst: JBURKS12 
Action Date: 04/20/2011 Action Time: 09.23.00.753 Action Data: No 

Comments CUSTOMER SAID: --- CUST CALLED IN ABOUT ISSUE ALREADY-ISSUE WITH ENGINE-- ENGINE BLEW 
WHILE DRVING AND IT WAS A VEY SCARY SITUATION FOR THEM--- CUST SAYS BOTH SHE AND HER HUSBAND 
ARE ON THE REGISTRATION--- CUST IS SCARED TO BE IN THE VEH--- SHE WOULD NOT FEEL COMFORTABLE 
DRIVING IT-- SHE WAS TOLD BY DLR THAT THIS WAS TERMED A CATASTROPHIC ENGINE FAILURE AND THAT 
FORD WOULD REPL4CE ENGINE---INVER GROVE FORD LINCOLN MERCURY4725 SROBERT TRAILINVER GROVE 
HEIGHTS MN 55077(800) 730-1765--- CUST WANTS DIFFERENT VEH ALL TOGETHER BECAUSE SHE DOES NOT 
FEEL THIS VEH WILL BE SAFE--- WHEN IT HAPPENED ALL EMERGENCY LIGHTS CAME ON THE RPM SHOT WAY 
UP AND LOCKED--- CUST IS HOPING FORD WILL CONSIDER PUTTING THEM IN A NEW VEHCRC ADVISED: AFTER 
REVIEWING MY RESOURCES, I SEE THERE ARE NO FACTORY WARRANTIES OR PROGRAMS IN EFFECT ON YOUR 
VEHICLE THAT WOULD PROVIDE FINANCIAL ASSISTANCE FOR YOUR CURRENT CONCERN. I HAVE HOWEVER 
DOCUMENTED YOUR ISSUE; THE DETAILS WILL BE PROVIDED TO YOUR SERVICING DEALERSHIP AND 
REVIEWED INTERNALLY WITHIN FORD MOTOR COMPANY. PLEASE ALLOW THE NECESSARY TIME TO ASSESS 
YOUR CONCERN WHICH MAY TAKE UP TO 4 BUSINESS DAYS. ONCE FORD HAS COLL4BORATED WITH YOUR 
DEALERSHIP, AND A FINAL DECISION IS RENDERED REGARDING FINANCIAL ASSISTANCE, YOU WILL BE 
CONTACTED BY EITHER THE DEALERSHIP'S SERVICE MANGER OR A REPRESENTATIVE OF FORD MOTOR 
COMPANY. WE APPRECIATE YOU TAKING THE TIME TO MAKE US AWARE OF THIS ISSUE AND THANK YOU FOR 
CONTACTING FORD MOTOR COMPANY. 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 09179 INVER GROVE FORD LINCOLN 
TEAM 

Comm Type: OUTBOUND EMAILOdometer: 1251 MI 
OTHER 

Analyst Name: 
Analyst: MCOGER1COGER,MELISSA 

Action Date: 04/20/2011 Action Time: 12.48.03.689 Action Data: No 

Comments CSM MISSY EXT 7792- SENT EMAIL TO SM DENNY FOR UPDATE ON CASE CONCERN- CSM WILL 
MONITOR FOR UPDATE OR EMAIL 

Action: DOCUMENT ADDITIONAL INFORMATION 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: DEALER 
Odometer: 1251 MI Comm Type: VISIT 
Analyst Name: DENNY HOLM Analyst: D-HOLM3 
Action Date: 04/20/2011 Action Time: 16.24.27.035 Action Data: No 

Comments MOTOR HAS FAILED INTERNALLY, APPEARS DUE TO LOW OIL PRESSURE ENGINE ASSEMBLY HAS 
BEEN ORDERED. ETA IS APROX 04.26.11DENNIS HOLM 

9/20/2011 
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Customer Data Link - CuDL Page 2 of2 

Action: DOCUMENT ADDITIONAL INFORMATION 
Origin Desc: CUSTOMER CARE SOLUTIONSDealer: 09179 INVER GROVE FORD LINCOLN 
TEAM 

Comm Type: INBOUND EMAILOdometer: 1251 MI OTHER 

Analyst Name: 
 Analyst: MCOGER1COGER,MELISSA 

Action Date: 04/20/2011 Action Time: 16.29.21.700 Action Data: No 


Comments - CSM MISSY EXT 7792-INBOUND EMAIL FROM SM DENNY- WILL MONITOR FOR REPAIRS 

Action: DUPLICATE CASE 
Dealer: 09179 INVER GROVE FORD LINCOLN Origin Desc: CUSTOMER CARE SOLUTIONS TEAM 
Odometer: 1251 MI Comm Type: PHONE 
Analyst Name: COGER,MELISSA Analyst: MCOGER1 
Action Date: 04/28/2011 Action Time: 09.17.52.627 Action Data: No 

Comments CSM MISSY EXT 7792- THER EIS AN OPEN 04 CASE 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: Primary Phone:  
Reason Desc: MARKETING-PUBLIC PRIVATE-ESP-ACCESSORY Secondary Phone:
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: ESP OFFER 
Dealer: Origin Desc: MANUAL PHONE CSR 
Odometer: 12053 MI Comm Type: PHONE 
Analyst Name: LUKASIK, MELISSA Analyst: MLUKASI2 
Action Date: 04/18/2011 Action Time: 09.56.26.126 Action Data: Yes 

Comments NO COMMENTS AVAILABLE 

Data Element Name Data Value 

GENERAL REASON FOR CRC CONTACT: FINANCIAL ASSISTANCE 
ESP OFFER ACTIONS: NO TRANSFER - CUSTOMER NOT INTERESTED 

Action: PUBLIC-PRIVATE OFFER 
Dealer: Origin Desc: MANUAL - PHONE CSR 
Odometer: 12053 MI Comm Type: PHONE 
Analyst Name: LUKASIK, MELISSA Analyst: MLUKASI2 
Action Date: 04/18/2011 Action Time: 09.58.09.613 Action Data: Yes 

Comments NO COMMENTS AVAILABLE 

Data Element Name Data Value 

GENERAL REASON FOR CRC CONTACT: FINANCIAL ASSISTANCE 
PUBLIC-PRIVATE OFFER ACTIONS: CUSTOMER NOT INTERESTED AT THIS TIME 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: INDICATOR CHECK ENGINE Primary Phone:  
Reason 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: 09179 INVER GROVE FORD LINCOLN Origin Desc: US CONCERN CASE BASE 
Odometer: 12053 MI Comm Type: PHONE 
Analyst Name: LUKASIK, MELISSA Analyst: MLUKASI2 
Action Date: 04/18/2011 Action Time: 09.55.08.099 Action Data: No 

Comments CUSTOMER SAID: CUST SAYS: - ESCAPE ENGINE BLEW ON SAT. - THE CUST HAS ONLY OWNED THE 
VEH FOR THREE WKS AN HAS NOT EVEN MADE A PAYMENT ON THE VEH.------------ WHILE ACCELERATING TO A 
HIGHWAY SPEED OF 60 MPH THE RPM SHOT UP TO 6500 AN LOCKED INPLACE, AND THEN THE ENGINE BEGAN 
TO MAKE A HORRIBLE NOISE.- THEN THE POWER STEERING LOCKED UP, AND EVERY EMERGENCY LIGHT CAME 
ON.- VEH WAS PULLED OFF TO THE EMERGENCY AREA, AND THEY CALLED ROADSIDE ASSISTANCE AND ATOW 
CAME TO GET THE VEH.- THE VEH IS CURRENTLY AT THE SELLING DLR.-- THERE IS NO DIAGNOSIS AS OF YET 
THAT WAS GIVEN TO THE CUST, SHE IS EXPECTING ACALL TODAY, BUT THERE IS A PERCEPTION OF A 
EXTENDED TIME AT THE DLR.------------- DLR OFFERED A RENTAL VEH BUT THEY WOULDNT ABLE TO GET IT 
BECAUSE OF SCHEDULE.-- CUST IS SEEKING DOCUMENTATION AND WOULD LIKE TO HAVE A BRAND NEW 
ENGINE DROPPED INTO THE VEH INSTEAD OF REBUILDING THE DEFECTIVE PRODUCT.DEALER SAID: INVER 
GROVE FORD LINCOLN MERCURY4725 S ROBERT TRAILINVER GROVE HEIGHTS MN 55077(800) 730·1765CRC 
ADVISED: WE RECOMMEND THAT YOUR VEHICLE BE INSPECTED BY A FORD/LINCOLN/MERCURY DEALERSHIP 
TO DETERMINE THE CAUSE OF ANY SYMPTOMS YOUR VEHICLE MAY BE EXPERIENCING. IF THERE IS NO 
COVERAGE UNDER APPLICABLE WARRANTIES, RECALLS OR ESP'S, REPAIRS AND SERVICES WOULD BE YOUR 
RESPONSIBILITY. YOUR NEXT STEP IS TO MAKE AN APPOINTMENT WITH YOUR SERVICING DEALERSHIP TO 
HAVE YOUR VEHICLE DIAGNOSED. 

Ford Confidential 
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Customer Data Link - CuDL Page 1 of 1 

All Action Details for Issue 

VIN: 1FMCUOEGOBK  Year: 2011 Model: ESCAPE Case: 794871071 
Name:  Owner Status: Original WSD: 2011-03-26 
Symptom Desc: GENERAL INQUIRIES REQUEST/NON-VEHICLE RELATED Primary Phone
Reason Desc: ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED Secondary Pho
Issue Type: 01 INQUIRY Issue Status: CLOSED 

Action: ROADSIDE ASSISTANCE-TOW-WHEEL LIFT 
Dealer: Origin Desc: CROSS COUNTRY MOTOR CLUB 
Odometer: 001100 Ml Comm Type: MAIL 
Analyst Name: Analyst: SYSTEM 
Action Date: 04/1712011 Action Time: 22.04.42.317 Action Data: No 

Comments DISPATCH COMPLETE 

Ford Confidential 
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BBB AUTO LINE 


~ 
 September 13, 2011 

= 
BBB. 

MMP' 

SOUTH SAINT PAUL MN

Re: FRD1125139  vs Ford Motor Corporation lFMCUOEGOBK  

Dear : 

As you have indicated that you do not wish to pursue your claim with the BBB 
AUTO Uf\IE program at this time, your case has been closed. 

If you decide to pursue your case in the future, we will need to determine your 
eligibility for BBB AUTO LINE on your vehicle's new age and mileage and the 
eligibility requirements at that time. 

If you have any questions, please feel free to contact me at 800.955.5100. 

Sincerely, 

Brian Drouin at Extension 385 

CC: Teresa Pontillo 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800· Arlington, VA· 22203-1838· Phone 800.955.5100' Fax: 703.247.9700 

II.. II 
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From: TAi0 1000.;2:43434,1112223333 Page: 3/14 Da!e: 9/2/2011 7:~2:37 AM 

AUG-31-2011 16:01 From:FORD MOTOR COMPANY 8665676519 To: 918664149070 

MANUFACTURER RESPONSE FORM 

Will participate - In Writing 0 By Phone rZI 


Case Number: FRDl12S139 
Customer Name: State: Minnesota 
VIN: lFMCUOEGOB Warranty Start Dale: 03/26/11 
Vehide year/model: 2011 ESCBpe 
Current mileage: 5,200 

Purchased: [8j New 0 Used (mlle8ge and date of purchase) 0 Leased (terms of lease) 

This claim is: [8J IN BTa Warranty 0 IN Diesel Warranty D [N Powertraln Warranty 0 Out of All Warranties 

Extended Service Plan: 0 NO k8J YES (5 years175K miles Premium Care ESP) 


smLEMENT XNEORMAUON 
What, It anything, was offered to the customer to settle this dispute? 

On 08/19/11, the consumer was offered a Ford Field Service Engineer (FSE) Inspection with repairs as deemed 

necessary. Upon customer satisfaction, Ford would have provided a $415.08 goodwill reimbursement. 

Please indicate the cus.tomer's response below: 

f.8J The customer rejected the offer on 08/26/11 

o The customer has not indicated a response to the offer. 

The Customer Claim Form (CCFl lists the following concerns! 
• Catastrophic engine failure 
• Tra~smi.ion won't shift 
• Engine died after putting Into gear 

MANUFACTURER'S POSITION; 

Ford Motor Company respectfully recommends that the customer's request for a repurchase and/or 
replacement be denied. It is Ford's position that this vehide has not received a substantial number of 
repairs for a single non-conformity, nor has the unit been out of selVice for an extended amount of 
time. The issues listed on the Agreement to Arbitrate have not suostantlallylmpaired the safetyl value, 
and/or use of the vehicle and; therefore, Ford feels this claim does not meet the Minnesota State 
Lemon Law requlrements for a replacement/repurchase award. 

This vehIcle has not received four or more repair attempts towards a non·conformity, that still 
continues to exist, nor has it been out of service for 30 or more days as required per the state Lemon 
Law. 

There have been a total of two dealer visits and 22 days out of service; however, the most recent visit 
resulted In 11 days of technicians test driving the vehicle, In an attempt to duplicate the concerns, 
resulting in no repairs as they confirmed the vehicle was operating as designed ~md free of any 
manufacturing defects. 
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From: TA10.1000..2:43434,1112223333 Page: 4/14 Dale: 9/212011 7L!2:3.7 AM 

AUG-31-2011 16:01 From:FORD MOTOR COMPANY 8665676519 To:918664149070 

We are respectfully seeking a denial in response to the consumers request for a 
replacement/repurchase award. 

DOCUMENTADON PROVIDED 
[EJ Technical Service Bulletins 

o Recall Notices 


D Ford Field Service Engineer Report 


IZl Dealer Report 


IZI Other: Repair Qrders & Warranty History 


List amount of any over allowance /negative equity: $ NIA 

To: Brian Drouin 

BBB AUTO LtNE 

Fax: 703.247.9700 Completed by: Teresa pontUlo Datej Q8/31111 

Fax; 866-S6Z-6SU! 
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----
Claims List Report 	 Page 1 of2 

.t:\'- Fard \S WCl(ranfy Htswry ~ 
Server: A WS Prod 
Claims loaded through: lS-AUG-2011 

STANDARD CLAIMS LIST 

A WS Online Report 

Run Dare: J6-AUG-ll 
Nole: All Costs are in IJS Dolltlts Server Name: A WS Prod Claims loaded through 

AWS WERS MKT BOD'! VER DRI\'E PLANT TRA)lS E.NG 	 rRO[) WA!lR SELLING SELL "urI' Vfl.T VRTVIN 	 TIS wee PREF B!'l.SE "FG CCCCDVL VL DER CAB SERIES TYPE CD CD COO 	 DATE DATE. DEALER err ~ NA ROW 
l4-O1- 2~"()'}Ir·Ma.:OEGCBK MI TiM7 r TlWE TIEF TlA AJ TiW6 TiSG 
I n 1SS[)J 2 USA IMJ ,\UZ /iI:XI6 It FC<4 Sl1 V52 D02 42 =It} 

AWS Claim Key: 418!5S DIIotfl: C06>455()2 Tn Cod.: Label, Un: 11... t..bo. Cof.t: un%> )l,bten.1OMlt: 31~.}2 TobICos1: 4'l3:!.}! 

Dry€i13 ire.. OIr Cd-Sub Cd; ()9119·· l'!iIJ1Ie: INVER6ItO"'EfORDLI~COLN Ph.; 6SI.45122{)1 t:SA Reg Cd: NA R.epr DaTd6-APR-I! DlST(Mile):125 1 51: ~IN Cd: 

El\'Gt'<e CUSTOfI.lER STATES E~GlNE lllED WHIlE DR.I\'ING AT H ....WAY SPeEDS AFTfR TURNING ...ROUNllT....CH SHOT UP TO 6,200lU'.M ru::'l BEfORE EM3INErueO Cltft CQlllI1IIeI!ts: DIED.RESTAR'TE 

INSPECT FOR NO START. VEHICLE STARIE.D UP FINE. HAS ENG NOISE. IDS SELFTFSfALL CMTCS A~ PCM. fCM CODE P260F. PERFQAAI PlXl'OlNT HXI. HX"6, 
Teo:b ummettu: PASS. HX47,MOHITOR Fip, 1.6J.V. l'ASS.HX49 IS TO REPR()(JAAMPCM, PCM AT I....TF.sr UPDATE, C"h~or REPROORA,\t. LET VEHICLE RUN TO tRy TO 

DUPLICATE. ENG. OOIs.E LOUD OVER 12(0) Rl'M. PERFORM MANUAL OIL PRESSURE lEST. BELOW \2 PSI AT 1500 RPM. BELOW SPECS. 

IF.\KU)EGJBK  ~{l IlM7 f T,WE TIEF Till.'

AWS Claim Kty: ~)5S80 D~ II: 06345504 TnCodt: 

~W DIrCd.-SuI>Cd: G9!7'9-" N.IJ1IIe: INVER GRO"'E FORI) LIil:COLN 

o .. t Commeau: CLAIM fOR TRA>lSI'ORTAnON ASS 1ST 

T~. Col!l.lI'ItDls: INVOK;:I! 8(157% 

If'\\-1cu(oEGfluK  MI TIM, f TillitE TIEF T/A 

AVl'S Claim Kt.r:
Looner DIrCd-Sub C\I; 

~ Dor IJ: 

09i19-· Naill'" 

065()581)2 Tn Code: 

INVI;iR GROv"E fORI) LINCOLN 

Cd Commt.m: CL6JM FOR TRANSPORTAnON ASSIST 

T<dI C~mmeul~ INVOICE 8(16838 

AJ T,'\1\'6 TISG 

TAl'I Labelr Hn: 

Ph: 651-4512201 

AJ TlW6 TISG 

TAl'I Labelr Hn: 

Ph: 6S1-4S1ZlOI 

14.1)1· 26..:l'} \)8D!2
11 n 
0 .... borON.t: 

. Orr
S1.~1N Cd: l:SA 

14-<11- 2&-QJ lSliDI211 H 
() LaborCo~t: 

St'MN Ctrr US."• Cd: 

USA TAP1 Fe.:) SXX \'99 A9!l 826Y'20 • * 
0 M'a~rilIl (est: I) ToblCost: 300 

Rog 01: NA R.epr Date: 16-.'d'R-I! DIST(Mile):125J 

USA 2 6\''20 • TAt! F09 SXX \'99 A99 82 

0 MtAttrial COlt: [) Tola) Cast: ()O 

RtgCd: NA Rl:pr nlle::09-MAY·1l DJST(Milt): 1913 
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Claims List Report 	 Page 20[2 
D 

~ 
I 

W 

Dlr Cd-Sub Cd., 09179·" Nallle; INVER GROVE FORD LINCOLN Va: 6S1-4512JOI Sf: MN ~ USA R~Cd: Nli. RfprDstt;09·MAY-11 DlSJ(Mile):WI3 m 
I4Ft 	

I-" 

lSI .....AlJTOTR.'\NSMIS SION SHIFf HARf) 8ETWEE:f GEARS FROM 1ST AND UP GEAR llAno:. ON ACCELL CK &: .I\D\' VIP CUSWMER PER DINNY 

CP: RF£'AL ROAD TESl',liNABLE TO ()UP'UCATEAI\'Y .'\B~ORMAL1R.'\K~ OPERATlON.FLUlD LEVEL ANDCOl'mITfOt>' GOOD.CK fOR TSSS,'SSMfWPDATE PCM 
-1ranS',Cud Comm"ats: 	 ...... 

Ted (:'ollll1lCIIIs: 	 I-"
CALllIRATIOM fER T:S13 11(1317 	 Oi 

lSI ...... 

..," (3"o 
3 ~ 
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From: TA 10.1000.;2:43434,1112223333 Page: 7/14 Da!e: 9/2/2011 7:42:39 AM 

To: 918664149070 AUG-31-2011 16:02 From:FORD MOTOR COMPANY 8665676519 

6514574773 p, 09i 3 datjs)AUG-19-2~11 10:40 IGF LM SALES 

REPAIR OR.DER - AUDtT COpy 

PMTS 

MUL 
O.OOhrs @ .00________ .w ____________ ~ _______________ ~ ____________ _ 

MR 06FOZ: ENGINE 
CUSTOMER STATES ENGINE DI2D WHILE DRIVING AT HYWAY 

SPEEDS AFTER TURNING AROUND.TACH SHOT UP TO 6,200 
R.P.M JUST BEFORE ENGINE DIED.RBSTARTED 40 MIN LAT 
ER BUT ENGINE DIED RIGHT AWAY,HAD TOWED IN BY ROAD 
SIDB.R.E. 

Caused by
WILL PERFORM COST CAP. ORDERED 6006 PER PRIOR 
APPROCAL. INSTALLED NEW MOTOR, TRANSFBR INTAKE 
,EXHAUST. CLEANED AND INSPECTED INTAKE FOR 
DEBRIS. BLED COOLING SYSTEM. ROADTBSTED TO 
VElRIFY REPAIR. DONE 

Co~rected by 6600Bl (002) (42) Oil Pressure - Eng 
Oiagnosis.

Work by Tech 555/ O.70hrs @ 101.56 
corrected by 600'7El: Inspect and Detenoine Bngine 

Condition - Check. 
Work by ~ech 19/ O.7Dhrs ~ ~Ol.56 
corrected by 6007S: Engine Exchange Diagnosis - Pri 

Approval.
wor.k hy Tech 19/ 
Corrected by 600?A: 
Work by ~ech 19/ 5.80hrs @ 101.55 
Corrected by 6007A34I Service Engine Assembly - FR 

Remanufactured Engine)/O£M Long Block -
Work by Tech 19/ 3.40hrg ® 101.55 
AL8Z 6006 A (FP): SERVICE ENGINE ASY 1~3138.80 
ALSZ 6006 A-e : AL8Z 6006 A - Core Charge 1®800.00 
APPROVAL CODE PAAVX 
HANDL!NGALLOWANCE: ENG~NE/TRANBMIS8l0N 1@560.00 
VC 3 B ; ANTI-FREEZE 2@19.57 
XT 10 QLVC : OIL - AUTOMATIC TRANSMISSION 3@5.46 
INSPECT FOR NO START. VEHICLE STAR~ED UP FINE, 
HAS ENG. NOXSE. IDS SBLF TEST ALL CMTCS AND POI. 

IHtOUCTI8I.E 

SUBLET 

HAZAIliDOUB !'ill.TERIAl.S 

lAlel fAX OR TAX 1.0. 

. ~~C;~L ORDER OEPosrr 
DISCOUNT" 

71.0 19.2 

71.0 16 .3 

101.5 23.4 

588.9 135.7 

345.2 ?9.sJ 
3138.8 3138.8 

800.0 800.0 

.0 
:n .9 
11. 7 
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From: TA:10.1000.;2:43434, 1112223333 Page: 8/14 Da!e: 9f2l2011 742:39 AM 

To:918664149070AUG-31-2011 16:02 From:FORD MOTOR COMPANY 8665676519 


6514S74773 p.e9~G-19-2011 10:40 1GF LM SI=l..E6 

REPAIR ORDER - AUDIT COPY 

S SAINT MN 

PINPO HX1, , 
HX4?,MONITOR FTP, 2.62V, PASS.HX49 ~S TO REPROGRAM 
PCM. PCM AT LATEST UPDATE, CANNOT REPROGRAM. 
LET VEHICLE RON TO TRY TO DUPLICATE, ENG. NOISE 
LOUD OVER 1200 RPM. PERFORM MANUAL OIL PRESSURE 
TEST, BELOW 12 PSI AT 1500 RPM, BELOW SPECS. 
NEEDS ENG. D~AG FIRST FOR ENG. NOISE THEN WlyL 
NEEO RECHECK ~OR NO START ISSOE. B-MAIL HOTLINE 
TO SEE WHAT REPAIR PROCEDURE FOR CODE P260F IF 
PCM CANNO'l' BE PROGJlAMMED. THBY DID NOT ANSWER, 
NEED TO CALL. TECH 19 VERFIED ~OW OIL PRESSURE 
ABOOT 12 PSI AT 1500RPM. V£RFIBD NOISE AT LOAD 
CHECKED TSB/SSM POUND SONS PBRTAING, REMOVED 
OIL PAN FOUND LARGE BE.A&ING DEBRIS IN PAN 
AND PICK UP TUBB. REMOVED TO ROD CAPS BOTH 
BEARINGS SPUN. INSPECTED MAIN BEARING ANU 
POUND ALL CURLING OVER. REMOVED LH wu,V8 COVER 
AND ONE INTAKE/EXHAUST CAP AND FOUND SCORING. 

~3 - Ma S9FOZGTIRE: GRESN TIRE TIRE TREAD DSPTH 
IS OK 

Work by Tech 99/ O.OOhra ~ .00 

MR SOFOZ: RENTAL/LOANER REN'I'AL-LOANBR CLAIM FOR 
TRANSPORTION ASSISTANCB C~T.M POR s~s 
DAYS 

Work by Tech 99/ o. OOhrs @ .00 

Line 
Line 

2 
2 

4/18/1l Teoh 555 
4/26/11 Tech 19 

Start 15;47 
Sta.rt 17:14 

.07 

.03 

PE13-003.4 001007LC



From: TA10.1000..2:43434,1112223333 Page 9/14 Da!e: 9/212011742:39 AM 

AUG-31-2011 16:03 From:FORD MOTOR COMPANY 8665676519 To:918664149070 

RUG-19-2B11 10:41 IGF LM SALES P.l1 

REPAIR ORDER - AUDIT COpy
-- ........... 


SOUTH SAINT PAUL, MN 

SHIPT HARD BETWEEN GEA.RS 
ON ON .ACCELL CK & ADV 
VIP CUSTOMER PER OENNY 

Ca.used by 
C::P: RBCAL 

corrected by 110317A: (P6S) (04) 
Work by Tech 68/ O.30hre @ 101.57 
ROAD TEST . ..QN-MLB TO DUPLICATE.Al:!X ABNORMAL :rMNS 0 
~IION.FLUID LEVBL AND CONDITION GQQO.CK FOR TSB 
S/SSMS.UPDATE PCM CALlBRATION PER TSB 110317. 

MR 50FOZ: RENTAL/LOANER :QENT.l\L-LOARER CLAIM FOR 
TRANSPORTION ASSISTANCE CLAIM FOR SHUTTLE 
DAYS 

APPT MADE WITH STEVEN 05.09 DH 
Work by ~ech ~9/ O.OOhrs @ .00 

#3 - MR llFOZQ99P: QUICKLANE SERVICE PERFORMED MOLTI~~'~~ 
Work by Tech 99/ O.Oobre @ .00 

------~.--~--------------~-----------------~.-------~- --Line 1 5/10/11 Tech 68 Start 9:50 

8.4 

.07 
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From TA10.100.0.?:43434,1112223333 Page: 10/14 D.?te: 9/2/2011 7:4.2:40 AM 

AUG-31-212111 16:1213 From:FORD MOTOR COMPANY 8665676519 To;91866414907121 Page:9/13 


TSB 11-3-17 Page 1of 1 


TSB Article 11-3-17 has been superseded. 

( ',:; y'lew Most. R~centArtic\e. ..J \\-I-~ 

http;//www.fordtechservlce.dealerconnection.comlpllbsicontentJ"",WTI-MUS~LENJ359S/ts". 8J31 J20 11 
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From: TA1 0.100.0.4:43434.1112223333 Page: 11/14 D!ilte: 9/2/2011 7:t!2:40 AM 

AUG-31-2011 16:03 From:FORD MOTOR COMPANY 8665676519 To:918664149070 Page: 10'13 

-¥-PerfQ(M£c\ on 5jqlll @ 1/"3 tniws· 

6F35 TRANSMISSION-2-3 SHIFT FLARE OR TSB 11-7-28 
INTERMITTENT DELA YEO/HARSH ENGAGEMENT 
AFTER USING THE REMOTE START SYSTEM ..BUILT 
ON OR BEFORE 3/30/2011 

FORD: 

2011 Fusion, Escape 


This article supersedes TSB 11 ~D7-D9 to update the 
vohlclo IInos and tho IDS roloaso leNol. 

ISSUE 
Some 2011 Escape, Mar1ner, Fusion and Milan 
vehicles built on or before 3130/2011 with 6F35 
transmission. may have a 2·3 shift flare that occurs 
when vehicle is cold Or an intermittent 
dlillayod/harsh first engagement (primarily reverse, 
but occasionally drive) after starting the engine with 
a remote slart system. 

ACTION 
Reprogram the powertrain oontrol module (PCM) to 
the latest calibration using Integrated Diagnostic 
System (IDS) release 74.01 end higher. This new 
calibration is not includad in the VCM 2011.7 OVD. 
Calibration filos may also bo obtalnod at 
www.motororaft,oom. 

NOTE 
PLEASE ADVISE THE CUSTOMER THAT THIS 
VEHICLE IS EQUIPPED WIIH AN AOAPIIVE 
TRANSMISSION SHIFT STRATEGY WHICH 
ALLOWS THE VEHICLE'S COMPUTER TO LEARN 
THE TRANSMISSION'S UNIQUE PARAMETERS 
AND IMPROVE SHIFT QUALITY. WHEN THE 
ADAPTIVE STRATEGY IS RESET, THE 
COMPUTER WILL BEGIN A RE~LEARNING 
PROCESS. THIS RE-LEARNING PROCESS MAY 
RESULT IN FIRMER THAN NORMAL UPSHIFTS 
AND DOWNSHIFTS FOR SEVERAL DAYS. 

MERCURY: 
2011 Milan. Mariner 

WARRANTY STATUS: Ellglblo Under Provisions Of 
New Vehicle Limited 
Warranty Coverage 
IMPORTANT: Warranty 
coverage limits/policies are 
not altered by II TSB. 
Warranty coverage limits 
are determined by the 
identified causal part. 

OPERATION DESCRIPTION TIME 
110728A 2.011 Escape, Mariner. 0.3 Hr. 

FU$ion And Milan: 
Reprogram The PCM (Do 
Not Use With Any Othor 
Labor Operations) 

DEALER CODING 
CONDITION 

BASIC PART NO. CODE 
RECAL 04 

NOTf: The lnfofl'lllllion In 'J'etnnlcal SSlVICjI outltlGns Is irlmnded lOt use by 1'lIinEd. professional teennk:lans wllt\ Ole kljawt.KJi/&. \ciola, all(! aquipm<lI'110 00 
th& job l""P'J~y and &afel)'. h Inform. Iheee teel\nlclUl9 Qt QOlI~ItI<>", 11,.1 "'II)' ¢C¢1.fr QO .<lm. ....hide., or p,OYidee inlOOTlalloo GIIII ~o..l<J ~,...... in propor 
vehlcl. se....I.:•• '!'he pro<:ltduru sl1JQlJld tlOI b6 palfonned by 'dowit-younJalf9rs'. Do nol aasume IllRt • IlOt1(IIllon do:icrlbod nll4lO11i YOlJr 0.' Of I(Uck. Conla.:! it. 
Ford or Linooln deallfllhlp to determlna whttner tht eVIl.tln aQ!)IIel \0 ~( whiCk!. Warranty Policy Me Ex1andJeCl So)Moo Pilon <Jooumenl.tion deltrmlne 
Wa'T!II1iy and/or e.tenOed Service Plan eov!ll'ago< unillu .I~ Ciherwille in ihe TSB arliclei.The Int(lflMtl(.l In (hi,. Tochnlcal S8rv~ e",leUr! rrSO) '11M 
culfoni 11\ \flo lima III ptinUng. Ford Motor Company ~serv.s Iht ,Igilito $~IQ(;dill 11'1;5 informa6Dn with up<:lal,c.Tne M<>GI ,(ICOnl inl""""Uon 1& IIvld-.bIt 
through Ford MolD/' Oompany'" oll-llfte tecMIC11 r'S¢~rC41'. 

Copyright © 2011 Ford Motor Company Onllno Publication Date July 26, 2011 PAGE 1 

PE13-003.4 001010LC
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From TA:10.100.0.?:43434.1112223333 Page: 12114 D~te: 9/2120117;42:40 AM 

Page: lU13AUG-31-2011 15:03 From:FORD MOTOR COMPANY 8665676519 To:918664149070 

Cll days)IGF LM SALES GS14574773 P.12 

REPAIR ORDER - AUDIT COpy 

9 

CUSTOMBR STATBS THAT VEHICLE HAS STALLRO/DIBS WHIL 

E SHIFTXNG VSHICLS INTO GEAR AND ALSO S~ATES THAT 

TODAY THE VEHICL2 WOULD NOT SHIFT OUT OF 1ST GEAR 

WHEN GRTTING ONTO FREEWAY ON RAMP AND FOR ~/2 MILE 


AND THEN SLAMMED INTO GEAR 

Work by T~ch 8891 * 1.50hrB 

ROADTEST,VEHICLE DID NOT DIE IN GEAR,PERORMED MOLT 

IPLE UPSHIFTS AND DOWNSHlFTS,ALL OK. CHECKED FLOIO 

LEVEL I LEVEL OK. CHECKED CODES, NO CODES. WILL ROADT 

EST AGAIN TOMORROW.DROVE AGAIN THB A.M AND STILL N 

o CONCERN FOUND.EMAILBD HOTLINE,STAT~S THAT THERE 

ARE NO KNOWNS FOR THIS CONCERN. 


------- - ------.-------------------.-- --- -- _________________ R 

Line 1 8/11/11 Tech 889 Start 12:18 End 12: B Hour 

'I/)"'I s 
-

.00 


TO"fAL P.12 
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From: TA: 10.1 OO.0.?:43434, 1112223333 Page: 13/14 D!lte: 9l2f2011 7A2:41 AM 

AUG-31-2011 16:04 From:FORD MOTOR COMPANY 8665676519 To:918664149070 

ruG-19-2011 le:3S IGF LM 5F1LE5 	 65145747'73 P.04 

BBB AUTO T.JNE Dealer Report And Rep. History SUlnmary 

Pleus .lh:tut"l'l TID Teres .. PODtillo 


FAX 84)6.414·9070 0[' (:> n.U tot h!gptilJ@en-com 


Alia: Seaice MqJ1l1ger - Immediate Action Required 

Your PhOllo Dlmlber: Name: ~III Jr 141M 
DealersWp Name: 'ht",~ /;vtdJk:- rL. 

B13B Case Open lJl\I.e: CllDl. Cue Nmnber: 61 'j'Y g, It> 7/ 

FCSD ZDne Mllnag.el··$ Name: If'GN fiz /J ,{;t.~ 


2. 	 D<'IlII': th.!/: vehicle have ¢¢Tmn.r.;I~ l... tt~rlDg or 0;1001\.18 on 117 Is it used for COIlllllCJl::illl purpo~? tJ·1 ~ 

If yell, please explaiD i'l.nd if y(')u know thill vohlcle js put of II fleet ar :\ or D.1ol'll! w.hidel'l owned by this cust{)tt')(\l'. 

---~--~-----
...-----..,.. ~- .. --------- 

---_._- ---- 
3. 	 DOIlIi t/ili! voc:hicl" have: a portol"fI1lUlcc ·chip, lift kiL, or o.1her llftenJl.l1rk:et o1GCI'JI5:&ories !hal are or have contributod toward the 

wannnty defect? ~cf' 
If yes, [,10m;I;' Cxpl.ull in Jet.ul how you CiUue to th1" c,'uciusion, aU cJiJlg:uwllc t~s.t:; ptortun~ Ilpo:ciflcatioUl before/aftC'/', 
and hQw did lh.iIi aftl:nllarbt part. affoct fa.::tory i'!UIt.&.lled. partslll'lUipUHlnt. Take md send pictures If ;1vl1llablo . 

. . -.--~....,.---~-.---.---------~--------~------__________••w·, ____ 

PE13-003.4 001012LC
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From. TA10.100.0.~:43434.1112223333 Page: 14J14 D~te: 9J212011 7>42:41 AM 

AUG-31-2011 16:04 From:FORD MOTOR COMPANY 8665676519 To:9186641490712l 

IGI=' LM SALES 65145'74'n3 P.OO 

BBB AUTO LINE: Delller Report l=Qnl.1· :F~ 3 .o( .) 

8. Wu the eU$lomg.r offwod a UC<IJ se1....i¢.. 10ll.DAlr or cdte;t ....o'.rteoty trD.llSportAtiO'll durin; KNlee? No 

L • • ".'/ /- flo#- I ~()J_~ g.~{JIlJ1'Z-I()1 CI 
If yell, I.>U >IQW many roPILU VLS1.. -r::-j1..j;T7.,~~~ AJ

I1
I1" ./d~J 

Whlllis the lotal number of da.ys tho cusID.tner was provided 4 tret/cOmpUmenw-y lull.J~ Ql' J"CDt.Ill? ~~ 

9. Whitt 1$ LM loW uvmbl::lJ' of dll.y:I the veruclc been out of servIce for Foni warranty ttlpILim at YOW" dulCl'llrn~""z"Z- _~ 
:;t;"c..fiJeJ'''1 f.utU/t11"1' eJ/Ie~~,

N0TJ3: 'llti.s DUlubcr should tlot i1'ldll<UI day, out of ""rv1C", for IIl.IIdnUII14nee or el.1Stomer paid :repairs, da;)"i au RO wu loft Qp<:n 
while! the vehiclf:l wa& in the' C UitOUl.l:l:''li p<lllSessi<l%!. or daY'·1h<= vehleI6 was left. by lhe e.UBt.Ome!' "rio!" to :& lICheduled 
Af!t'Oi'l'ttment or after :reFairs were COUlP!I:~. Pl«;Qo \:lIphli:o in grcAb:rd~ta.l.l on the followin, Repalr H!."tory 5umml\1')'. 

!. J( the customer .I.1lISpOnded wir.h 11 OOUflteJ' Q[Ccr. proviOc tkta.ils Qt the 9fter. 

13. Any Additjo.nal Comtn-mts.: 

Title::: 

Please "Uu.. b uny additional comments 011 a Keparate pllge 

QET..uN A COPY FOR YOUR GCOans 

PE13-003.4 001013LC



= 	
BBB AUTO LINE 

NOTICE OF HEARING/INSPECTIONBBB. 
w •• 

Date: 08/31/11 

Case Number: FRDl125139 
Customer:  

Business: Ford Motor Company 
Mfr Info: 6700 MN 1FMCUOEGOB

Arbitrators: Mr Matthew M Brenengen 

Hearing Date, Time, Place: 	 09/14/11 11: OOAM CST 
BBB of Minnesota and North Dakota 
2706 Gannon Road 
Saint Paul, MN 551162600 

Hearing Site Phone: (651) 695-2423 
AUTOLINE Director Phone: (651) 695-2427 Fax: (651) 695-2488 

Customer Will Participate: ~ in person 0 by phone 0 in writing 
Manufacturer Will Participate: 0 in person ClJ by phone 0 in writing 

Customer Represented By: ClJ Self 0 Attorney 

INSTRUCTIONS 

1. 	 Bring all witnesses, documents (2 copies) and other evidence to the hearing. No evidence can be 
submitted after the hearing except as permitted by BBB AUTO LINE Arbitration Rules. 

2. 	 Unless you are seeking reimbursement for past repairs, the vehicle must be present at the hearing. 
Current vehicle registration/insurance is required for all test drives. If the vehicle is inoperable, 
please contact your Case Specialist immediately. 

3. 	 Notify your Case Specialist at once if you cannot be present at the hearing or the inspection. The 
hearing may be conducted in your absence should you fail to attend. Failure to attend the 
inspection may prevent issuance of a decision in your case. 

4. 	 Refer to How BBB AUTO LINE Works for more detailed information on the arbitration process. 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800· Arlington, VA· 22203-1838 . Phone 800.955.5100· Fax: 703.247.9700 

IOUI 

NOH 

PE13-003.4 001014LC



--
BBB AUTO LINE 

August 31, 2011 

BBB. 

TERESA PONTILLO 

FORD MOTOR COMPANY 

1320 S BABCOCK STREET 

IVIELBOURNE FL 32901 


Re: FRD1125139 vs Ford Motor Corporation 1FMCUOEGOB  

Dear Madam/Sir: 

Enclosed are: 
* the Agreement to Arbitrate; 
* Arbitrator Listing Sheet(s); 
* a map to the hearing site; 
* Hearing Format Outline; 
* Notice of Hearing/Inspection; and, 
* a Technical Expert's Reportl if it is applicable to your case. 

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 
-- you will have that opportunity at the hearing. 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. 

In preparation for your casel you may want to consider the following: 1) for 
each problem listed on the Agreement to Arbitratel how many times has the 
vehicle been subject to repair, 2) the total number of days the vehicle has been 
out of service due to repair, 3) the cause of the problem(s) and whether or not 
the problem(s) continues to existl 4) whether the use I valuel and/or safety of 
the vehicle is substantially impaired, 5) whether the vehicle is eligible for relief 
under your state Lemon Law, and 6) any deduction for reasonable use or damage 
beyond normal wear and tear. 

You must bring TWO copies of all information you plan to present at your 
hearing; one for the arbitrator and one for the opposing party. Also, if this case 
involves a repurchase requestl please bring a copy of the sales agreement to 
confirm the purchase price. 

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. 

SincerelYI 

Brian Drouin at Extension 385 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800 . Arlington, VA . 22203-1838· Phone 800.955.5100 . Fax: 703.247.9700 

1118[ 1 JUd[HI j a £Jjj Jjj & .au dll ttlL 811.Hll11 
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BBB AUTO LINE 

~ • 
ARBITRATOR SELECTION LIST 

Customer: / 

Case Number: FRD1125139 

BBB..11'. 

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: Matthew Brenengen 

Arbitrator's Occupation: 
personal injury, insurance defense attorney 

Arbitrator's Biography: 
Mr. Brenengen has been an attorney since 1995. He works as both a plaintiff and defense attorney in 
accident and insurance law, and feels this gives him an objective perspective. Mr. Brenengen believes 
his experience will help him to be an effective and unbiased arbitrator. 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800· Arlington, VA ·22203-1838· Phone 800.955.5100· Fax: 703.247.9700 

II 
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BBB AUTO LINE 

~ •BBB. 
MU.I 

ARBITRATOR SELECTION LIST 

Customer: , 

Case Number: FRD1125139 

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: Matthew Brenengen 

Arbitrator's Occupation: 
personal injury, insurance defense attorney 

Arbitrator's Biographv: 
Mr. Brenengen has been an attorney since 1995. He works as both a plaintiff and defense attorney in 
aCCident and insurance law, and feels this gives him an objective perspective. Mr. Brenengen believes 
his experience will help him to be an effective and unbiased arbitrator. 

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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Inspection Report 

Customer:  Case #: FRD1125139 

Manufacturer: Ford Motor Company 

Arbitrator's Name: Date of Inspection: ---.1---.1_ 

Location of Inspection: _______________________________ 


Vehicle Information: Make: __________ Model: _______________ 


year: ____ Mileage: ______ VIN: 


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. 
4200 Wilson Boulevard, Suite 800 . Arlington, VA· 22203-1838 . Phone 800.955.5100 . Fax: 703.247.9700 
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BBB AUTO LINE 


~ Arbitration Hearing Format= BBB. 

Arbitrator's Opening Statement 

Parties' Presentations 

A. 	 Presentation of consumer's testimony, evidence and witness(es) 

[20 minutes] 


B. 	 Presentation of business' testimony, evidence and witness(es) 

[20 minutes] 


Questioning 

A. 	 Questions, comments and rebuttals by consumer [5 minutes] 
B. 	 Questions, comments and rebuttals by business [5 minutes] 
C. 	 Questions by arbitrator 

Inspection 

A. 	 Arbitrator instructs parties about inspection/test drive procedures 
B. 	 Inspection (and test drive, if necessary) 
c. 	 Questions or comments about inspection (and test drive) by consumer 


[5 minutes] 

D. 	 Questions or comments about inspection (and test drive) by business 


[5 minutes] 

E. 	 Questions about inspection (and test drive) by arbitrator 

Recess - Arbitrator will take a recess to assess whether more information or evidence may 
be needed. If a party is participating by telephone, BBB AUTO LINE staff will check to make 
sure that any faxes from that party have been shared with the other party. 

Closing the Hearing 

A. 	 Final questions, testimony or evidence by either party [10 minutes] 
B. 	 Final questions by arbitrator 
C. 	 Closing statement by consumer [5 minutes] 
D. 	 Closing statement by business [5 minutes] 

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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Opening Statement 

Ensure that you include each of the following points in your 
opening statement to the parties, and adhere to them throughout 
the arbitration hearing. 

Confirm the tape recorder is on and explain to the parties 
the hearing is being recorded. 

o 	 Welcome the parties and thank them for using 

arbitration. 


Administer the Oaths of Paniciparu. 

o 	 State you will not disclose details of the case to anyone 
except, possibly the BBB AUTO LINE staff for 
adnnnistrative purposes. 

Review the hearing format, which is included in the 
hearing packet. 

Explain that you will maintain control of the hearing and 
that you may curb irrelevant or repetitious testimony. 

o 	 Request the parties agree to demonstrate common 
courtesy and refrain from interrupting each other during 
the hearing. 

Explain you will keep the hearing focused on issues in 
the Agreemeru to Arbitrate. 

Explain the decision is conditionally binding, and 
confirm the parties understand what that means. 

o Read aloud and confirm the Agreement to Arbitrate. 

Explain that no decision will be divulged today, but a 
WrItten decision will be sent to the parties. 

PE13-003.4 001020LC



2000/JAN/21/FRI 10:25 PM BBB St Paul FAX No. 6516952488 P.002 

:\.: ,{ 

Location of Better BusineJls Bureau 
Better SU31neGB Bureau 

• NBIllC Df,bUiltllng (ifaoy) 

2706 Gannon Rd. st. Paul MN 55116 
lhlreau Address and ~ 

651·695-2423 
1!me8UPhone Number (Emezpcies Orily) 

DIRECTIONS 

From Minneapolis, 94 Bast to Snelling Ave, Turn right, fOllowing Snelling to W. 7th st. take a right 
onto w, 7th St. Take left on Dav9!11, take left on Norfolk, right to C3l:mnon, 

From St. Paul tak9 w. 7th st. follow directions above. 

From Eagan. take 35E to Shepard' Rd. take left at Gannon to BBB. 

I From Alrport, take 494 east to Highway 6, exit Norfolk.. 
i .,.~_ 

I 
I 

----------------------~-

I 

1 "C, ":r2e '"PC;- ........ , _ ............. ,' .......__.. <0 
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BBB AUTO LINE 

AGREEMENT TO ARBITRATE 

.,'''.
BBB . 

Date: 08/29/2011 Case Number: FRD1125139 
Customer:  
Business: Ford Motor Company 

Mfr-Info: 6700 MN lFMCUOEGOBK  

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 : Esca pe 
Year : 2011 

All parties named above submit to arbitration the following: 

* Catastrophic engine failure 
* Transmission won't shift 
* Engine died after putting into gear 

The parties have come to agreement on the following: N/A 

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: N/A 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800 . Arlington, VA· 22203·1838 . Phone 800.955.5100 . Fax: 703.247.9700 

ATA 
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,F!C?'J1~ !!.'::1 0.1 00.0.2:18992,6123399741 Page: 4/4 Date: 8/121201111:12:17 AM 
, It ... , 1,,; v' ... o· 

'.' 
'. 
.~ 

'-'--

.~-.",.--. --- ..--. ·-·1...95.-:..<·...·- _.......- ----'-'7· -.. - --.-,; .-.. _ ..........__. - ". ':-' _..,.-".~y'''-, '.J.·,·_v .. ·,,,,·,_,,,·, • 

NOWREAD-S .. ," ,,1:. [NOTENTtISlMll~.ANP.:rq ,,·:DtlAS,~$-!'lOT,\{CIBCLJi:ONE). ~SU~Al~EDPM1AGE.8:$Clt,lSIVE: 
'~.-•.-"':I-THE OFMY,KNOWLEDGE-THEODOMETER:MllEAGEIS:,':,'" ';'OFANYCOST$·TOfjEPAIR;,R!;;PlACE,'OffREINSTAi.t:.)l,jRBAGSANO· '", 

. sd~';;iR(SJ'MILEAGE ' . . ' . OrHERCOMPQNENTs lHAT.WERE REPLACED mjETO'DEPLOYMEIfl' OF' . 

. .' Must., . .' ,'" AI~ BAGS, IN EXCESS OF 'to PEAC£NT AcTOAl CAS~y"LUE, 
CQMPLell'1 	 " ....

WOTACYIJA.LMIi.t!/!I6f{i WAR~ING ODOMeTeR Oi8CRI:PliNC'y .. : " :-: '. ' ;.,'.. ;' \: "; . -,'" ...... 
. 'ANa" - .,':-,':':::: :"':'I'~ .:,.: .. ". ".-~ ~ ' .. 	 '''J~' _',~,,: ,I,.,,,;, : :".,:. :, I ~":'.. :''',.:. 

: SIGN ,ASSIGNMENP.I (WE) cmnF'l' THAT THIS VEHICI.E !S FR.EE. FROM AU. SECURI1YINTERr:sTS, I(WE) WAAFIANT 11TLE AND.ASSiGN·THE, ". 
REGiSTRA110N TAX AND IIfHICLE TO THE PEASON(SJ NAMElJ ABOVE:' . .".' 

·I~JVER··GROVE:FORD:LlM·-·' ,;, ..'. 03)26/11 
----~·-M--Te-O~F.-~--e~-----

r--==- :.:...;..;~M:...;..N:...;...:.5:.:..  ....;:,:...;., ......Ji20f,14.,~ .. :: ".:..,; ...:;....:,:..':...:..,....;;; 

fURCHAsE~(s) 
OYmERlSl ' 
. 'MUST . 

. COMPLETE 
. 	AND . 


SIGN 


":',; 

.1 DECLARE 
THIST~ 
E1XE/II PTIP"I (--:--:---,-. .....---...:'-'-'-'-'-:....:...-'-'---'--'---'--...:-'---"--1 
CODE: '.,' 

PROR" 
(SsIeA 	 • . • :. • ' 

WITHOUT PROPER OINNERSH;PfTRANSFE'f{ DOcuME)-trs 
. (e.g., OUT-OF-STATE CERTIFICATe OFfITLE). 

NO MINNE~OTA:!'lTlE WllL.BE·ISSUED. 

I 
!L 	 'lilli'nlg'I~I~illllll '.,., 
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BBB AUTO LINE 

August 12, 2011 

BBB. 
M'M'. 

TERESA PONTILLO 
FORD MOTOR COMPANY 

1320 S BABCOCK STREET 

MELBOURNE FL 32901 


Re: FRD1125139  vs Ford Motor Corporation 1FMCUOEGOB

Dear Madam/Sir: 

The customer listed above has completed the Customer Claim Form (CCn, and 
the case is officially open in the BBB AUTO LINE program. Enclosed you will find 
an updated CCF and any support documentation provided by the customer. 
Please note that for Florida and California cases and cases opened via mail, 
support documentation may not have been supplied by the customer. When 
received, this information will be forwarded to you under separate cover. 

Please review the customer's claim and submit any documentation you may have 
pertaining to this claim as soon as possible. We will contact you within the next 
couple of days to discuss the claim, explain our telephone settlement efforts, 
which we may utilize prior to arbitration and offer our assistance in the 
settlement process. If you resolve the dispute, or if you believe that any portion 
of claim is not eligible for arbitration, please contact me at 800.334.2406. 

Thank you for your active partiCipation in the BBB AUTO LINE program. 

Sincerely, 

Brian Drouin at Extension 385 

Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800· Arlington, VA· 22203-1838 . Phone 800.955.5100 . Fax: 703.247.9700 

•• II - III 
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BBB AUTO LINE 


~ 
MANUFACTURER RESPONSE FORM •BBB. 

-; . 
Case Number: FRDl125139 Start Date: 08/12/11 

Customer Name:  State: MN 
VIN: 1FMCUOEGOBK  Probable Hearing Location: Saint Paul 

This claim is o IN Warranty o OUT of Warranty 
Has the customer contacted you regarding the claim? Q!I YES o NO 
Is the VIN listed above correct? DYES o NO 
If you checked N01 please indicate the correct VIN: 
Customer Contact Info: 

SETTLEMENT INFORMATION 
What, if anything, are you willing to offer the customer to settle this dispute? Please include as much 
detail as possible (e.g., dealership name for repairs, specific dollar figures, etc.). 

Has this offer been communicated to the customer? 0 YES 0 NO 
If you checked YES, please indicate the customer's response below: 
o The customer accepted the offer on 
o The customer rejected the offer on 
o The customer has not indicated a response to the offer. 

If the customer accepts this offer, when will the settlement be performed? Please indicate a specific 

performance date or time frame: ________ 


ARBITRATION INFORMATION 

Please list customer requests that you feel are ineligible for arbitration and explain why. 


Please write your position as to the cause of each problem listed on the Customer Claim Form. 


Please indicate the decision you request the arbitrator to render: 


List the amount of any over allowance/negative equity: $______ 

I will participate 0 By phone 0 In person 0 In writing 

Return this form as soon as possible 

To: Completed by: Date:~~_ 

BBB AUTO LINE Future 

Fax: 703.247.9700 Phone: Fax: _______ 


Council of Better Business Bureaus, Inc. 
4200 Wilson Boulevard, Suite 800· Arlington, VA· 22203-1838· Phone 800.955.5100· Fax: 703.247.9700 

MRF 
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f'ord-Oilsj~ Vl,lhicle Service tliltory . Page 1 

&.~C~~~UQ~~ft••M«••••~••a.__.M.~••..ano70.cft.W~~."_~~~_____._~ _ _______•••___ft_ 
Yl~: IrMCUOEGOC 

fit EN EN HI 


·-V~hicle Information;

VEHICI.E OESCRIPTION BODY STYLE EliGmE 

2011 ESCAPE 4 on lIMITEO HPY 4X23.Dl V6 


TRIIWir115S ION AXLE CODt £NG1Nf. CALI8RATION 
,', ~PffD AuTO GF MIO 35 AM7lf3011 

AXI [ ~AnrJ: 
AXLE RATIO \iHF.El BASE WHEEL SIZE 
:I.!)1 Ht-lAl DRIVE RATto 1X16" 5 SPl ORT POlfPArNTO ALU 

FRONT liRE PAJNT roLOR IWlIO 
D':';l!iI7OR-16l 6SW A-S rux£oo OlACK METALlIPRF.MIUM AH/FH STEREO/CO 

(~Rm>S V[HICLE WEIGHT 
11520 lR. iJV11 
'iVNC IlfRS ION vHR I\CTJVAT£O 

113 Y 

· -Gt~fRI\t. WARllArUY INfORMATION: 
~ARRANTY START DAiE BUILO DATE SAlE HILEAGE 
K\/?6l2tHl 01/14/2011 OMSS 

•·OLlTST"~DHjG fiELD SERV1C( ACTIONS: 
NO CAMPAIGN H[SSARE(S) rOUND 

· .WARNING MESSAGES: 
YERfF~ 5TATf REG 1$ rRATfON. VIN HAY BE ELIGIBLE FOR CAL1FORNTA EMISSIONS WTY 
fH 1 S V£1i ICLE HAS AClOSfD CUOl CONlACT 
Hi I~I VfJiI W. HAS AN OPEN GOOl REGION CONTACr 

··EXTENu[O COVERAGES: 
0995 ~A 2011 NEW 60/7&,000 PREMIUMCAR£ W/ROADSIOE
STANDARO OEOUCT1BLE: 100 uSa 
OWNER WAM[,   
OPTIONS: 
rXP[RATION DATE: 03/26/2016 
llI:.IANC[: 75000 
f.:fNfAL: :10 UP TO 10 DAYS 
\OIWlti ~ 0 USD 
r:O,MACl SOLD BY: U5A 4a~96 

t~.. CONTRACT START DATE: 03/26/2011
llvmFfl or VEHICLE MUST MATCH OONER NNoIE ON OASIS POR COVERAGE TO APPLV 

,HAARMIl Y REPAI R mSlQRY: 

~~;*.~**~*."'A*~*~~*****~~~***~***~*~~****~***~~*~*tt*****~~**** 
RF.PI\ I R IlATf :20 11 0509 
DEALER: fnvQr Gl'ove Ford Lincoln 
:.IARRANTv (LAtM NUM8ER  
1;'lIJ~nF.(I; 001913 M 

Cl)trl~el'l[<; : 

Cr: n(r~l ROAD TEST.UHABLE TO OUPLIC 

ATt ANY A8~ORM~l TRANS OPE~TION.FLU1D LEVEL A«O CONDITION GOOD.CK FO~ TSBSI 

SSM5.uPDATf PCI-I CALTtlIIATIOtl PER rss ll0317. 


PA~T NIJHBERRECAI. 
~ART o£scnIPTIONECC PROCESSOR RECAL 
O:JANTJ HOOO 
LA[~OO ON I0317i\ 
CONO(TION COO£04 
CONO! nON DfSCSOFTWAAE REVISJON/FlASti MODULE 

"~*"'·k*.**.****"*","*******"''''H*''''''''*irit*ItH<-***''''f:irlI*;'''t****rilrl<*H*A*~#;'''*****'''''*_ 
iltVAIR DATUOl10509 
!lE,iI.ER;lflVCI" Grove fOrti Lil'l1:oln 
WAI,RANTV ClAII-I NUMOER:
mnl!:T(R'OOl~n:) M 
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Inver Grove Ford l1~col0 06/09/11 18;28:16
roro-Oasis Venicle Serv1ce ~lstory . P~ge 2 

V!n : 1rMf:UOEGOI.l)  

:;()l!l'l'.!11 t·:, : 
INVOJr.r 111>59.1B 

PAIn NIJMO[RTAPI 
;W{T fiE SlJU PTlONM [SC 
·.)UANrTUOOO 
:.AAIJIl Of> 
'.:ONOITION roOE1I2 
CONDI TION OfSCFRElGIfl'/POsrAGEJttAINTENANr.E 

........\'"**,,*"'__"'U_**",*".*ri*u*t**1<#;U"''''''',It* .. ***·",u**~u••**l<"A~ l*-****"'*Jt<.t. 

;~~PATR OATL2011~416 
·J[AlER: Inver Grove ford UI1COlll 
;JARRAfYl'( CLAIM NUMBER
·It)OMf.Tf.R: 001251 1'1 

•,01M1611t S : 
tN$PECT FOR NO START. WElHCLE STARTED UP FINE. HAS EIlG. HOISE. JOS SELF T 
CST Al.L tr-lTCS AM) P{M. IlCH CODE P260F. PERFORM PINPOINT ~IXL HX46. PASS. fiX 
Iii .NONlfO~ HP. 2.62V. PASS.HX49 IS TO REAAOOfWIPCH. PC/1 AT LATEST lIPOAIE. C 
ANNOT RF.PROfU.:4/>1. LET Vf.HICLf. RUN TO TRy TO DUPLICATE. ENG. NOISE LOUD 
I)vF.r1 I,on RIIM. PfllrORM MAIlUAl OIL PR£~SORE TEST. BELOW 12 PSI AT 1500 RPM ) 

r'I\~-f NIJ'IB£RAlfll 6006A I
.'AH.r flHCRI PTlON£NGlNE A}$VIBARE 
;jvANT flyOOI I, 
f.MOR 01;>66008 
;-:ON [) lTl ON (00£42 
()lNOITlON orSCDOES ~OT OPEAATE PROP£f«.v 

PAIn tlUl-!SERVC 36 
l'Ai{T DEScnIPTJOO 
JUANTII VOl)2
:.ABOR Oi"6007El 
,:(JNOl flON CODE 
;;ONDlTION DESC 

?ARl N~~B[RXr 100LVC 
I~ARl OEscrUPTJ ON 
.•~JANTlTV003 
~ ABOR 0P6007[ 
;. ONfj I T 1 ON COOE 
.ONP.lTI(,)N OESC 

~lA!rr NL:~lB€R 
I'ARl Ol5CHJPlION 
'-JUANT lTvOOO 
LABOR OP6MlA 
,:.ONO TTl Oli CO!1E 
.:nNnn If»-; f'lf.5C 

fAI·n Nli'-lB£1i 
,'ARl [)(SCIW'TlON 
OUA.NTITYOOO 
I.AHO~ OP6007A34 
q)ND JTl ON CODE 
1.I.mOI TION DES( 

·A.... ·"''''........,~·M''*_1fI ...,...,..........**...+*.~**Ic~*Ir*'*****tl"ki:l<1<''*''*U~~:I!~_IiIt ......n**~.It!tltllH 

':-fl)A\R DATt;;!OllOI116 
,lEAl fl~: lnvt;'r Gr'ove "01'0 klncoln 
,!lIRfM.NTY CLAIM NUMIlER  
;lCJ(Jt-lf.1 He 001251 Ii 

':l\1Tf(le'l(.$ : 
! NVm C~ 805796 

j.( 
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Inver Grove Ford l1nco1n 08/09111 16:28:16 
FOr(f·Oa$1S Vetl1cle Service History Page 3 

Vin: lHICIJOEGOaK  

PAflT NUNIlEIlTAPl 
PM1" D£5CRIPTI!JlMISC 
QUANT rTrOOa 
LMM lW 
Cl1NDITIO.l COllE!i2 
CnN01TJnN O($crR£lGKT/POSTAflE/MAINlfNAHCF. 

;\If! AAN :-t£SSAGf.S F()UN[) 
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Inver Grove 
8ER'IlceOfPART"I!.NT J.ltlI.IRJ -,••iiii••••llilli."~ LINCOLN'. 7:00 a,m. 10 9:0(1 p.m, lvIon. 'l1Iun 

www.fnvergroverord.com 7;00&.1'11. to 6:00 p.m. Fl1day .lIIm.id.....iI•••ii
7:00.I.m. to 4:So p.m. SQ[urdayll4721>8. Robert TrDll - InY(IT OroVf} H~gh\S.MN!i5017 

{85i}451·2201 • Fill(; (651) 457-4773 

SOUTH SAINT PAUL, MN  

ESCAPE FWD 4DR LIMITED 

DESCR1Ffj()r~ or [jERV!Gf, AND fAR}:] \ Af'flOUI'IT 

#1 - 07FOZ2: AUTO TRANSMISSION 
SHIFT HARD BETWEEN GBARS FROM 1ST AND UP GEAR RAT! 
ON ON ACCELL Cl< & ADV 
VIP CUSTOMER PER DE~Y 
Work performed by Rich (4) (66 ) 
ROAD TEST. UNABLE TO DUPLICATE ANY ABNORMAL TRANS 0 
PERATION.FLUID L~VEL AND CONDITION GOOD.CK FOR TSB 
S/S8MS.UPDATE PCM CALIBRATION PER TSB 110317. 

'Warranty 

#2 - 50FOZ: RENTAL/LOANER RENTAL-LOANER CLAIM FOR TRANSPORTtO 
N ASSISTANCE CLAIM FOR SHUTTLE. TAP DAYS 

APPT MADE WITH STEVEN 05.09 DR 
Work performed by Sublet Tach (99 ) Internal 

#3 - I1FOZQ9'9P: QUICKIANE SERVICE PERFORMEDMULTIPOINT 
Work performed by Sublet Tech (99 ) Internal 

please Note: CALLED AND LEFT VM 5-10-11 AT NOON WITH WHAT 
ONE AND VEH IS READY,R.E, 

WAS D 
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From: Jerry Bauer Ubauer@invergroveford.com] 

Sent; Wednesday, August 10, 20112:49 PM 

To~  

Subject: RE: 


.-J 
Thev will contact me or Dennv. Ford and the BBB Auto line are thf;! onlv real option for you at this point and quite 
hOMstlv 1$ the best way to go wltl1 your case. 

Thank you, 

1·.~fUUIJt. 
General Manager 
Inver Grove Ford Lincoln 

D"' 6S1.554.7001 
F - 651.457.4773 
jbauer@lnvorgroveford.(:om 

Follow liS on Facebool{ and Twitter' 

From:   

Sent: Wednesday, August 101 2011 2:33 PM 

To: jbauer@rnvergrolleford.com 

Subject: RE: 


Hello Jerry} 

I filed a claim with 8BB yesterday. Will they contact you or do I need to contact you? Also, what would my other 

options be? 


Thanks, 

  HIS 

MN Cortifled - Hearing Tnstrument Dispenser 


'':.~ 
'IHB liSA lUNG IN9.l'l"l'O>r:n 

A'tAoMIllL1i(Qt.II.lIIt#ruhR!9'"M. 

1 
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Minneapolis, MN  


This el~(onlcmallillnamission may centsln conRdenUll1 heallh InformatlDn thlll Is protected by law. It Is fIOt Intended for transmission to, or reClllpt by, 
IIny unauthortted pel'&oQ&.1f you have receJved Iltl$ ,Ieeirollie !pall trQI\&1'l1lesfon In error. pleage shred it. and nOli~ t"o sender by reply electronic mail 
I(ansmisaion 60 thaI ollr reoonls ca:n be oofreoled. 

~-~----.-""~"'''------'''---••~--.----''~.-~.-''''''--'''''~.-----'''....,-.--..<..--....--.....'.,--....~ ...- .....--- 

Prom: Jerry Bauer [malltQ:lbctUer@invergroveford.comJ 
sent: WednesdaYI August 10, 20U 1:59 PM 
To:   
Subject: RIS: 

If this is the only option you wish to pursue, Iwill need to you contact the BBB Auto Line at 1-BOO-4l8-3718. It 
Is the consumer arbitration program for ford Motor Company that Is offered In Minnesota. TheV will need some 
Information from YOlllike your V,I.N number and mileage. This will get the process started. let me know If you need 
anything else. 

Thank you/ 

J."'fJJltWI1~ 
Genel'al Manager 
Inver Grove Ford Uncoln 

D • 651.SS4.7001 
F - 651.457.4773 
jbauer@JnvergrovefOl·d.com 

Follow us on FacebooIcand Twitted 

- ........"...,A ___.. ••__• __••""'__ I ........... ''''''__...........__......
~-I ._-wl,_......_.__..,__...... _....... ____---v_...... ___,_._.. _...-..__"_,..__......__ 

from~ ] 

Sent: Wednesday, August 101 201112:54 PM 

To: jbauer@lnvergroveford,com 

Subject; RE: 


2 
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HeUoJerry, 

Iappreciate your timely response and look forward to a game plan by the end of today. 


Thanks. 

   ms 

MN Certified - Hearing Illstrument Dispenser 


~ ~?J 
'":~ 

tl\t8:H;sAlU"'_ ~i;rlTIl'l'JI 
,~j r.\r~!IiI\I.u:".I~ 1lu>."""~'''I'.I. 

TIlI& electR.lolo malllmn&ml$1;lo11 may <;Qn\<llll conlfdenlial heallh Information that Is prot6t!ed by law, Il hi nol fnt~nded for transmissIon to, Of "oolpl by, 
sny 1Il\3ulhortzed persons. 11 YOl! have received lhll eleclrol1iG muillllmimisslon In &r(O(, pieasEl6hl'Gd It, and noUfy Ih9 c9nd9r by reply Illacf.ronlc mall 
1(lnsmlssiOll (10 thel our lecords ean be oortll'lCfed. 

From: Jerry Bauer [mal'lto;jbauer@lnvergroveford.com] 

Sent: Wednesday, August 10, 201112:43 PM 

To: 

Subject: RE: 


HI l 

Thank you for contacting me. t am sorry to I)ear that it has reached this poInt. VOll have Included acase It so I 
assume you have contacted Ford with your desire to have the Esr:ape bought back, I can help vou through the proceSSI 

which we li'Hlst follow, to have your r'equEl~t reViewed by Ford. I wUlget 'Iou the necessary Infol'lYICltlon as soon as 
possible. 

Thankyou1 

aa"y.,IfI.IJ&t 
General Manager 
Inver Grove Ford Lincoln 

D - 651.554,'1001 
F - 651.457.4773 
Jbauer@llnvergroveford.com 

ponowus on Facebook and Twltterl 

3 
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from:  
Senb Wednesday, August 10, 201112~24 PM 
To: I~dchal@sa'es'polnt.dealerconnectlon.comi Jerry aauer 
Cc: sandy Hoffman; Dennis Holmi msaxon@saxonautogroup.com 
Subject: 
Importance: High 

Dear Jerry & linda, 
I am wrltll'l8 to you, per Ford Motor Company's advisement, to have you take bEick my 2011 Ford E~cape XlT (vin: 
1FMCUOEGOBK ). Since the purchtlse of the vehicle on March 261b

, 2011, I have had nothing but iS5UBS. After the 
catastrophic engine faill,.lre, which resulted in replacement, I have Continued to have Issues with shifting as well as the. 
engine dying wher'! put Into gear. I have been Into your servIce department on five separate occasions. all of which have 
requl.-ed me to have a.Ioaner vehicle. Most of the issues I have had have been a maJor inconvenience to mv busy work 
schedule. resulting in lost work hours, However, twice now my safety, and the safety of mv passengers, htlVe been pyt 
In great jeopardy, rhls Is simply not acceptable. f no longer feel safe In this vehicle nor can I continue to question its 
reliability. 

Iwant to be clear. mv expectation Is to have you take back the vehicle a~ well as reimburse me fur my I,Ipfront, out-of
pocket costs of $1,526. This seems onlv fair considering the level of harm this vehicle has put me In and the stress of 
deailng with the repairs. I expect a response by 5;OOpm today. 

Ford Motor Co. Case It: 0794871011 

SlncerelYI 
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From: Dennis Ho[m (dholm@invergroveford.com] 

sent: Monday, July 18,20111:06 PM 

To:  

Subject: Re: Service Issue 


 

Good afternoon. 

Iwill check to see If we have any new information then I will contaot you and set an I;Ippolntrnent to check this fO( you 

again. 

Denny 

Hello Denny and Jerry, 
I was in this past SalUrday for my first oil change. I have still had issltes wllh my Escape shifting hard and running 
sluggish. I menlloned Ihls 10 Ihe service reprasentaUve and that I have had a ruu drive traIn replacemeht since getling 
the Escape and have already bean in for the lesue listed below. His response was that this 10 typical of 2011 EsQape's 
and that Ford Is due for a total overhaul on Ihe Escapo, being that It has been around for over adecalfe. This re!'!ponsa 
is simply unacceptabl&. At this point I seriously question whether my vehicle Is working properly. I hava bs~n In 3 times 
to address this eama issue. What Is the next afep? 

Thank you, 

, HIS 
MN Cartified-Hearinllinstrument DIspenser 

Paparella Ear Head &Neck Institute, P.A. 

701 25th Avenue South, Suite 200 

Minneapolis, MN 55454 

This eleotronlo mall transmission may contain confidential health Infotmallon that Is proteoted by law. It Is not intended for 

transmissIon to, or receipt by, any unaulhorlzed persons. If you have r8CE1lvEtd this electronic maillransmission In error, 

please shred It, and notify the sander by reply electronio mailitansmlsflion so that Qur records can be corrected. 


« ...... 

From: Dennis Holm [mallto:dholm@lnvergroveford,oom] 
Sent: Tue 5/10/20U 4:06 PM 
To:    

SubJect: Re: Inver Grove Ford 


 

Good afternoon. 

The concern with the shirt was noted In a communication from Ford (Tecllnlcal Service Bulletin) that if it fI)(lsts to reflash 

or reprogram the eleolrortlo operation of the transmission shift program. These types of updates or retlashes are common 

to use If (hel'S is aconcern with how the vehicle shifts or runs due to being all monitored and controlled by a processor Of 

modules. I know this may sound stl'Sflge but the vehicles processor is self teaching and tflare are updates that come 

from Ford at times to mak.e the vehicle!! operate better. 

This truly is not related to the engine coooo"... I do not beHave you will have any on going concerns astha 2011 Escapes 

are very high quality vehicles. 

I will always be available to help you with concerns and questions. 


1 
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Sincerely, 
Denny 
----- Original Messago ---"" 
'(f!tqwjfTItTn~!iA'm:fi[~~i}~§~~!~::~~~~;~~f~,~~~·~~~J1:·~ii:~:·li~f~!~~l~~:~~;:~::~~:·:; '..'··t·~:~~ ~tt::?~~:i~'{?T:j;!:;~J,·~~:i;;:·:;~i1~:'~~~~J, ~'f~:::;::~~~:t~~~;5' '·.'~~~~ir.~\r:~~~;~~E::G 
TQ; jbatJQT@invergroveford.com 
Co; dholm@lhvergrovefor9.com 
8&nt; Tuesday, May 10.20113:40 PM 
Subject; RE: Inver GrovEl Ford 

Hello Jerry and Dennis, 
I,recelved acall fhis aflernoQn from Ralph who slated my vehicle was 'Ixed. He said, wilh little information or 
explanatIon, that a TSB report pointed out why my vehicle would not shUt or stay in gear. Now I realize I lack the 
expertitie to understand tile mechanics of a vehicle. However, I do know that a shift Issue must be directly refated to 
what my vehicle was just In for. The new engine only has 650 miles on it. Is this going to be an ongoing headache? I 
was Impressed with how your dealership handled the first incident. And wish that there would nat have been a second 
Incident, but at this point I am loosing fallh. 

Thank you. 

 , HIS 
MN CertlHed-Hearlng Instrument Dispenser 

 

Paparella Ear Head & Neck Institute, P.A. 
701 25th Aven'ue South 
Suite 200 
Minneapolis, MN 
www.PEHNl.c::om 
This electronic malllnlllSmissioll may COlllsin oonfidenUll1 henltb mfomullion thlllis prole~e6 by lliw. II is not Intended !'(Ir 1rImS/lllssioll to • 01' 
receipt by. nny unoll dlorlzcd persons. Ifyou have received this electronic mQiI trRnsntission In error, plca.~e slued it. afld nollty lhe sender by reply 
etOClronlc mail trllnsmillSion so lhal Qur l1cords Clan be corrc:clCd. 

From: Jerry B;,uer [mallto:jbauer@lnvergroveford.com] 
sent: Thursday, April 2Bt 2011 2:42 PM 
10:
Sub

I left you avoice mail ... 

Thx, 

JenyBa'Uer 
General Manager 
Invtr Gro-ve Ford lincoln 

D ·651.554.7001 
F • 651.~7.477a 
jbauer@invergroveford.com 

Follow us on Facebook and TwilIer! 
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flrom:
sent: T
To: Jbauet@lnvergroveford,com 
Subject: RE: Inver Grove Ford 

Hello Jerry, 

I called your desk, but gol your volcemall. Please feel free to caU me at 651-785-8738. 


Thank you, 


MN Certmed-Hearlng Instrument Dispenser 

  

 

Paparelfa Ear Head & Neck Inslitule, PA 
701 25th Avenue Soulll 
Suite 200 
Minneapolis, MN 
www.PEHNl.cQm 
This electronic mail Lransnllssion mft)' contum oollf.'identiftl health huonnarlon Ihllt is protocled by Inw.It Is not lutMded tor trl\l'lsmisslDIl [0 •or 
receipt by, any Ulllllldlorlzed perSons. ffyotl bs\'e reecly-cd this eletlrolllc mull tranimia&ion III OrrOf,I11el\110 shred it. aud ll{lli~the sender by reply 
electronic Dlllil fIl1nsrnlssiOll so that Our records Olin bo com:clod. 

......... IU , ., .. tt••• I ...........' u ~IA""""'''./,j,_ ' .. IL • 'M.I ., 


From: Jerry Biluer [marlto:Jbauer@lnvet'gfoveford.com] 
Sent: Thursday, April 28, 20111: 34 PM 
'1'0:  
SUbjAct: RE: Inver Grove Ford 

HI -

That Is certainly not how i WiI'nt you to feel. I am asking ser10usly because I would HIre to do whitt J can to 
make sure you are happy wltn Ford, Inver Grove Ford lincoln and your Escape. Emalls can be taken Ollt ofcontext and 
I would prefer talk to you. Can I call you(1 

Jerry Bauel' 
General Manager 
Inver Gl'O'VC Ford Lincoln 

D • 651,554.1001 
l'~ ·651.457.4178 
jb:ruer@inveI}lrOveford.com 

Follow us on Fncehook and Twitte!'1 

~ Drlv. quauty. 
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From:  
sent: Thursday, April 28, 20111:21 PM 
To: jbauer@lnvergroveFord.com 
Subject; RE: Inver Grove Ford 

Hello Jerry. 

Although IGH Ford dId not have a direct hand In causing the catastrophlo engine ffiJllure. you are responsible to your 

customers 10 provide them with a oattaln level of service and compensation. I feel that, in this situation, you have done 

about the bare minimum of my level of expeclation and I will keep that 11'1 mInd fOT future purchases. 


Thank you, 

   
MN certified-Hearing Instrument Dispenser 

Papamlla Ear Head &Neck Institute, PA 
701 251h Avenue South 
Suit~ 200 
Minneapolis, MN 
WWW·pEHNl.com 
Th~ elcetronlc mall transmission may OOlllOin ootlfidentilllllClllt1l informallon thai is protected by la,v. It is uot Intended (Clf kftASmlIJSiOll to, or 
receIpt by, nnyun'lltIlori~ed persoll$.lfyou have received till' electronic mnil trftnsmlssion ill 0",01', pJOftSO shred il. ~Dd uot~ thll sender by reply 
el.e~trollic mail tmnsmis.~on so tilal our ~O~ CliO be corrected. 

From: Jerry Bauer [mallto:jbal,ler@lnvergroveford.com] 
Sent~ Thursday, April 2B, 2011 12!31 PM 
To:  
Subject: RE: Inver Grove Ford 

I -

The bumpef to bumper warranty was a nice gesture, Hopefully thiJt helps improve the situatIon a bit for you. YOur 
relationship with Inver Grove Ford lincoln Is very Important to us as well. I can aSsure you we will be here to handle 
any future issues or concerns that may arise. Is there arty thing else I can do111 

Thx agilln for your patience and l.mdershmdlns, 

JenyBauer 
General Mansgel' 
Inver Grove Ford Lincoln 

o ·651.554.7001 
F - 651.161,4713 
jhauelo@invergl'ovefora.cOln 

Follow us on Fae<:book and'lWitte.r1 

" 
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from:
Sent: Thursday, April2B, 201111:04 AM 
To: jbauer@lnvergroveford,com 
Subjec.tc RE: Inver Grove Fotd 
Importance: High 

Hello Jerry, 
Missy, the CRC rep from Ford Molor Co, contacted me 1hls morning and we came to the resolutIOn of acceptlng the 
brand new engine, along with a bumper-fo-bumper extended warranty 10 12k miles. I stili feel that Ihls sltuaUon has 
oaused me a great deal of undue stress from a vehicle that was purchased at your dealershIp. I feel that I have been 
incredibly patient and very understanding. However, I would like to know what measures Will bfJ taken to ensure 
contiJ'lued satisfaction In my vehicle and to keep agood relationship belWeen myselr and IGH Ford. 

 

MN Certified-Hearing Instrument Dispenser 


Paparella Ear Head &Neck Institute, P.A. 

701 26th Avenue South 

Suile200 
Minneapolis, MN 

www.PEHNl.com 

This eillcrrollic mllil tnlnsmigg/cm may coutall1 cunlldontiRl henld! inrormlUiOR thllt it; proteoted b}' law. II is not intended tbr lnlnMJ)ission to •or 

recelpl by, flftY\UlolllitOl'ized POrsOll$, If)'O\\ have received this electronic nlaillNlllsmlRsion In errDl', please shred it, and nlllifydll~ IItIlderby reply 

oleoh"Onlc mnil ft'Imsmission so Ihl'\t our records tall be cont(l{ed. 


" L. 
III II I 

Frontf Jetty Bauer [mallto:jbauer@Invergroveford,com] 

Sent: Monday, April 18/ 2011 5:40 PM 

To'  

Subject: RE: Inver Grove Ford 


We will make sure the vehicle Is repaired to factory standards, Our technicians are fullV trained to handle 

these !iltl.latlons. I can assure you that your Escape will be as good as new when repairs are complete. I am sorry. but 

replacing the vehlcl~ is not an option available to liS at thls point. The warranty on new cal's ensures you are protected 


.on repaIrs. [appreciate your p~tlence. We will get the repairs complet&d to YOUI' satisfaction. 

Thank vou, 

JeJ'ty Baner 
General Manager 
Inver Gmve l"ord I..illcoin 

n-651.554.7001 
F - 651.45'7,4778 
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jbauer@inVC1:grovcfom.com 

libllow U$ on Facebook and TwilOOrl 

From:  
Sent: Monday, AprillS, 2011 3:10 PM 
To: jbauer@lnvergroveford.com 
Subject: REi lover Grove Ford 
Importgnce: High 

Hello Jerry, 
I truly appreciate your responsIVeness. I want to make sure we are on ttle same page as far as seeing thal this issue Is 
resolved quickly and appropriately. Seeing ~s this vehicle Is only 3 weeks old with 1251 miles on it, I expect nothing 
less than a full replacement to a new vehicle. I do not reel that Is an unreasonable request in Ihat I purchased a brand 
new vehicle and hsving1t repaired would make II avery used vehicle. I plan on owning this vehicle for many years 10 
come and do not need to constantly worry about it needing costly repaire. I appreciate your understanding and 
resolution. 

Thank YOlJ, 

 
MN Certified-H&lulng Instrument Dispenser 

Paparella Ear Head &Neck Institute. P.A. 
701 25th Avanus South, Sull~ 200 
Minneapolis. MN 55454 
This eleelronlemalilransll1isslon maycontaincanfldenUalhealthlnformationthatisprotected bylaw. It is not Intended 
for transmission to , or receipt by, any unsuthorited persons. If you have received this electronic mail transmission In 
error, please shred ii, and nollfy the sender by reply electronlo maillransmission so that our racords ea.n be corrected, 

'Will • iii ....... 


From: Jerry BCluer [mallto;jbauer@lnvergroveford.com] 
Sent: Mon 4/18/20112:20 PM 
To:  
Subject: RE: Inver Grove Ford 

HI

Iapologize for this Inconvenience. We take a lot of pride in our product as well as our service. 

I will foltow up with Dennis Holm, Our service manager and'make sure you get handled ASAP. 
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Jen:yBauer 
General Manager 
Inver Grove Ford Lincoln 

D - 651.554,1001 
11 -651,457.4773 
jhaueZ@invergroveford.com 

FoJIowus on Facebook and Twitter! 

Drive qutinty, 

... ,,~._•••• ~ ... H" ••• ,. ..... • '" .............. , ......."h••••• ".~.. u........___ .... "_,,,.,",.._n_~.__.""'_'__""_'____""_'"'' ....... '. . .. , ......_..._..____ » __....____••_. , .. ~••• ~., ..~••• u,'._ ..._. ,. 
From;  
Sent: Monday, April 18, 201111:47 AM 
To: I-clchal@salespolnt.dealerconnectlon.com; jbauer@lnvergroveford,comj dholm@lnvergroveford.com; 
cemlck@lnvergroveford.comj shoffman@lnv{')rgrov@ford.com 
Subject: Re: Inver Grove Ford 

HeUoLinda, 

I am just following up to my email sent on Saturday. Iundl,lrllland that you are in sales and t)'ploall:y don't take Cijrc ofUlese issues, 

However, I trust you and know you would not allow any i8SU~S liko tbis to happen. I can't even begin to tell you how sad 1am abOut 

this situation. I drove my car on vacalion, 88 I expected It to be safe and reliable. I also studied BUY'S fot over a year, before 

deciding on Ford, Now J question whether I made tbe rigbt choice and wonder wJlat other jssues J will hav~. II1Sk, ifyo\l call, to 

please help me know what is going to be done, Also, I called and started a elISe fllo with Pord Motol' Co. It 1$ #0794871071. 


AgIlm, I u'Ust and appreciate your assistance. 

Thanks, 

MN Certified J Hearing Insb:ument DJspenser 

Paparolla Ear Head &Neck lnalitute, PA 
10 I 25th Avenue South, Suite 200 
MinneApolis, MN 55454 

This eleotroi'lle mall ft'an$mission may contain confidonlilll health information that II protected by law, Ie Js not mtended for 
transmIssIon to. or reoo1pt by, I'Iny unauthorized persons. lfyou have received Ibis electronic man transml$$ion ill Onvf, please sJu'ed 
it, lind notify the sender by reply eloQt.-oni(;: mail transmission 80 that our records elm bl! cOl'l'eOted. 

·····Origlnal Message----
From:  

7 

PE13-003.4 001040LC

http:shoffman@lnv{')rgrov@ford.com
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"" o. ,V' ~." F~o,n::}?:;10.100.0.2:42965,7634203367 Page: 24127 Date: 811 012011 4:52:41 PM 
'. Y' .... J .. ! ... il ... , 

To: '(-cichaJ@salespoint.delllerconnectlon.com' <l-clchal@$!dl>$poill.t.dealereonnootion.com> 
Sent Sat Apr 1610:26:292011 
Subject: Re: Inver Grove POl'd 

HefloLindft, 
I am emaiUng you fi-om tho $Ide Qfthe hlahway, where my brand new Escape hils died. I am so sad, 1can not evOd tell you. we Iwe 
wfliting for th~ tow '!tuck to come tow It In to yoW's C}'vice sta Iion. What Is going to bo dono to right this terciblo wrong? I don't 
oven have plates yeti 

Thanks, 

  

MN Certified - Hearing Inslrument DispcllSru' 


'Paparellfl Bar Head &Necl< )l1$ti~te, PA 
701 25th Avenue SOllth, SUire 200 
Minne~poli8, MN 55454 

This electronic mail lraDsnU$sion may ~onta.in coDfidential health information that is protected by law, Ii 18 not intended for 

transmission to , 01' l-eeeipt by. any ulUluthol'hed pers()D.!I. Ifyou have l'eceived this eleotronio mail transmission in eJ1'(lt, plClls08lired 

it, andnorify Ih~ sender by reply oIeetroruo mai1 transmlllsiOIl so thal our records can be eottected. 


--...Original Message..... 

From: l-cichal@sBlespointdealerconneclion.com <:1-clchlll@salespoint.dealerconneclion.c:om> 

To:  

Sent: Wed Mal'30 10:51:S0201l 

Subject: Inver Grove. Ford 


Hello  


Ju~t a tlottl to soe How You Like the New Escape? 

Thank you once again for your busIness here at Inver Grove Ford lUld with me! 

:Best Regards! 
Linda Cichanowsld 
Intern6t~Rn8g8r 

Dil'6llt: 651-554·7088 
Cell: 612--$01·1>174 

Your privacy is important to UlI.lfyoll no longer waDt to receive IhDSe omails. cUck HMO 
<bttps:IIwww.gs.l.eyn;y.comJom/eln!lHoptonta8~)XUD9iionQqDw%2b.nXUlo/o2fJ5J20YG3Nl)tQfK~4OdGK.UlcCllCHSDE 
DbKSoQZjzE2bkw5Rk778tnhHTOQ"Yl!.~Mb'fSyQQxKsYlmFuOIf4112shYOVl%2fqnJhlw(j(J6l\y%Jd%3d&loyIMltUS> 
Alternatively you may send 8 written request to the. addrt$S abOVe. 
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From: TA:10.100.0.2:42965,7634203367 Page: 25/27 Date: 8110120114:52:41 PM 
'.1'" Q' IV' .. " I t .I I I"'''. u ... , ... .; .... j •• ",JIZ .. • 

.Trlstln Santorl 
u 

From: Jerry Bauer Ubauer@invergroveford.com) 

Sent; M~.nday, Apr!! 18, 2011 2:21 PM 

To:  

SubJecl: RE: Inver Grove Ford 


HI 

Iapologize fot this Inconvenience. We take a lot of pride In our pfoduct as well as ollr service. 

rwill follow up with Dennis Holm, Our service manager and make sure you get handled ASAP. 

JenyBauer 

General Mnnoger 

Inver Grove Ford Lincoln 


D - 65L~M.1001 


F - 651.457.4778 

jbaucr@inyeravveford.oom 


Follow us on Facebook and Twitterl 

_,______ _-..._ ...__"' __-....-._...... _~___..."""I_-.Io._. ________ ____I.lr--.._II~__ __~f'\jMf... 

From: ] 
Se.,t~ Monday, AprU 18, 2011 11:47 AM 
TO: I-clchal@solespolnt.dealerconnectjon.comi jb~uet@l!'lVergtoverQrd.com; dholm@invergroveford.comi 
cemlck@lnvemrovefQrd.comj shoffman@tnvem(QYeford.cmn 
Subjedi ~e~ Inver Grove Ford 

H~llo Linda, 

ram just foJlowlng \.II' to nf'J oman sent on Saturday. I understand tbat YO\) lilt in 3&10$ ~nd typicfllly don't lake care ofthllSe issues. 

However, I tn18t yon and know you would not RUOW any Issues like this to happen. Jcan't $V$n begin lO 10U yO\) how $a.d I lUll about 

tllis situation, 1drove my CAr on vacation, A$ I ex,peoted it to be safo and roliable. I also studied silva Co,' over ayear, hf(Jte d~idlng 


on Ford. Now I question Wh$lher 1mado th~ right choIce IU'Id wondel' what OthOl' issues I will have. I ask, ifyou can. to, please help 

me know what is going to be done, Also, I called ftlld started It CIIGel HIe with F01'd Motm' Co. It is 11079487101). 


Again, 1t!'OSI alld appreciate your !:ISslstance. 

Thanks, 

1 
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~ y ., F~~rrL1~:1O·100.0,2:42965,7634203367 Page: 26127 Date: 811012011 4:52:41 PM 
I• .... 0. t V' ltv. VJ A.. •• "" '" ... f 

MN Cel1lfled -Hearing Jnstrument Dispenser 

Paparella Ear Head &. Neck Institute. FA 
'Jot 2StllAvenue South, Sufte 200 
MilUleapolis. MN 55454 

This eleelr<mlo mail tnmsmfsslon may WJltilin confidontial health information that is proteoted by law. It is not intended fot 
tmnsmissioo 10 I or receipt by. any unl'lutnl)Tlt:ed persons. lfyou havo roc;oiv~d thili electronic mall transmission in OJ.l'()r, please shred 
it, and rtoflfy the sender by reply electronic mail transmission so that OUr reeord~ can be corrected. 

•·.·-original Me$sagc-···
From:  
To! 'l·oicha1@Salespoint.deatercoIUlet':tion.tom' <1·91ohIll@llI\lospolntde!!lerc~etiQn.cQJU> 
Sent: Sat Apr 16 10;26:292011 
Subject: Re: Inv~r Grove Ford 

Hello Linda, 
18Dl emailing yO\1 D:om the sido Oftho highway, where my bnmd nOW liecflpe 118$ dIed, I am so sad, I ClIO 'not even tell you. we jl10 
waiting for the tow trnck to come tow it In to your service staUon. WhAt is going to be dOllo to right this terrible wrong? I don't even 
have plates yeti 

Thanks, 

 , a:rs 
MN Certified· Hearing In$trumont Dispenser 

PlIp<lreU2I Ear Hoad & Neck lnstitute. PA 
701 251hAvenue South, $uil'(\ 200 
Minneapolis, MN 55454 

ThIs electronic lDaii transmission may CQllblin confidential health Information that Is protecled by law. It is not iRltnded for 
transmission to • or receipt by, any unauthorized perSOlls. Ifyou have received tbls electronic mall tnmsmissiolllu error, please shred 
tt, and notify the sender by reply electronic lI1ail transmission so that our tecords tim be corrected. 

·····Original Message----
From~ l.o,ichal@saletpoint.dea1el'connectioD,com <I·cjobg 1@S!lIQ$llolgl.~~Ie!'e(lnrteetlQlI,com> 
To:  
Sent: Wed Mar 30 1O!51:)0 20ll 
Subject: Inver Grove Ford 

H~l1o  

J~t a note to see How You Like the New Escape? 

Tlt&nk you once 888m for your businass here at Inver Grove Ford and willl me! 

B&st Regards! 
Llnoa CichanQwski 
Int:ern.et Manager 
Direct: 6)1·554~1088 
Cell: 612·501-9714 

2 
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t· .. 

From: TA:10.100.0.2:42965,7634203367 Page: 27127 Date: 8110120114:52:42 PM 

•• 4.. I J .L I•• \II o~ I Y' ... V I I ..J' I J ' H' n "". Y J" I 

Your privacy is importllnt to 118.lfyou no longer want to receive tbe.se emal.ls, click Here 
<hJtps://www.gs.reyrey.comIclU/omliloptfl\\t@sQx?kE!Y."JXUD9iio<lgoqDw%2bnXUl%2fJSJ2oYG3NUtQfKx40dGKUx.CllCHSPEQ 
bKSoQZizB2bkw5RkV8mbHTQQxvn.%2bFSVOOXKsY ImFuOlf4112shYOVf%2fqnlbhwjg6iW%1d%~d&IQcaIRn·J.m> 
AItel'Rlldvely you may send ft written request to the address above. 
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s· .:. 'I :. • ' , .~"" ••~. 

j 3:'6f'F,iC·iA'F'j!£!&,ANi>:TAxEU •. " .' '.. " .... P8S;fA .. .' .:.;.~~:.:... . 
:Th~:;;~I!riaied~'.~9(~ri ~~oont:.yOU .~m pay fo; qtn~!l1 :.~ri~ .IiG.en.li~2~ee$; 
raglslralion. liUs ,antHexas Q.~&( Ih& term 01 XO,Uf 19ase"wtw'he{..!l1eN(I.~dlwllll· 
'ir'oDI'1".rnOn.1h!y a&ae1l6/id olhelwfse,.Tha· .101111 Of~f!l~~ 81ld 

. l$X$S.may ~~ Iha 9vlllue 
·9f.ihe'l~ased .': ... 
• • ••. ,.'.::. . ~~:.f:- ... '.'ot: '.,'. ": '7""": ...~. ,~: '..•.• ~:;J.".." f·~i ..... ·::~ . 

Date: 8110120114:52:32 PM.'" • •• ..... "'4 V J £. , 

~~.: y~~!C.l:El.IN'~~.AANGE, ~I~IM~S:Y.~U ~UGt.!h~re:tn!.'~~~:W~i@~~P~· 
'hIlr!eas.~:I~.~ li1~~l'8n?t! ,n~l ~e·.~oo~plil~IaJO.Flnan~e·Co~paI\X~~(~I.~~., 
'You a,nd' Hold~r' Wflh' (al. 'comprehllnaive· '!re··9nd.lhefl:.11'J9U.I'I!ru:II.1.~n ,~ .• 
miDirin~m ::a.d~titibr9';aindUn~·'Qr.:$1;oOO;. dOd: 'M' cOllI~lo~':~,t~~~'§~i:' 
il:Ul\j~~~ ·.~ith';~·~m~~~M' 'd~dudl~i~'9i: '$j;tioo{ and ('?-f ~~foQ]~bltQ :; 
1I@1I1tY "In8vhm~,1~Wlni :ml.,lrr,um IIInlt8 ,i6~ .lioally·~illJ'urY 'Qr~!ife'AlIi:: or;"·I--"::':"-7-;';;":"-:-''"--~~~.':!..::;::':::::-:':';''''':~~'-.~~''':';''''';'':'''':~~....j 
$.. .;~·,ia .:'.i';;; 'A,f , . '::1 in' .dha -ernon' Jnd'$" £;0':"q@~ "00"2'~~" .17 :~~ssoi'l':j~RVIC~S" .:';,.' ..::E:, .. ~:,".:, , ~Nht:;>:.... . 

-;!!t-:,.I1J'tiilffYI' .•-.9\ flY ... 1'"... ,.'~ •. ,........ , J'~ ....... , •••• ,: ••••• ,' ....... ' ... ~, ... '" '... . 

loi.env one atlCldenl: ltIld,$ .,:. f0·,90.0. 910: ':. for pro~ettyijB_'" (S~. 'Iem 22 oll·back): :~"" '.': ..,:::.,,, : . ,·.'.'d ,w'o!:"'" ;~., ••: .;" ., ........ "', 

¥olt.WiIl Iilt·the Heider'l8' Bnd fpes p.ayee under-the J~$u~ance. ' 1-'--'-..:..'---:-'''''---.,....--'!-......~':'"'"'~~''''''"',..,..---.""'. ....;.'-'-:..;..;:.. .:.-'--I, 
. poIIQY.lIoioo9·Le&sO~or' '., , ..' . . . " "Yo~~~~(oIv~: 18;·R~Utn.If'.CheOk .e~~r:JYO\l·:ag;~e:Ia..p~Y.'2I·.re~~flle~:ChflCk:Charae·ot., 

'. . . $ . -: '.NIB··:· ..:; ....,.., ro~:ep.ch i:'h~c~;:drilft~pfoih6ro~er~6tipay.m~l'l~ (halls. 

~!ll.~~n~r~~: lor .ariY.,re~,6l!ni .:.':: .::p.:.'.:. ~ .:t:··· . . .' .. : / : ..... 

: ~ l' • 
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~g ~:~g::p~~ 10 .. ' . .' '.:':>.~ .:. '~' .; :.·:.SE~:.~THER.t:!ir.....i"'nl..... w.., .::1....<..:.'. ":.;:,\.... :,(:. ":".:\"::::'~::-':, 
PreVIous IJdlHOqs .lilay Nq~ be 'used: '. . . ;'. '. . ..;....:.,..•.. ; ':,:"'" ~',,;, ·:.·~.:~1··~:~!,· :. ..~:;~.:·l'·:·;··· ;"..~ ;,:>~: ,,' .';.., .:.;:,.,".. 
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Date: 1</· " .....- , 

.. ~"•• V' "'-v" F~<?rp~!f.';:10.1000.2:42965 
•• ..._ ..... vv. __"'·..··v-.·· ...,.....-....-"'~----'-- ' 

.', ,,: :'; ~~t~~FoRD·LM.
1AA1

, '." '4725 SOUiH ROt'ERtS

. '. . 'ltoNeRGItO\JE 1\, MN 65071 12:21:55 


P'3126il0\i' '. ..: .. ~OOOOOO()i4{\Sl39 

021103M
MeTt\r~nt 10: \...... 

Tetpllnal \0:' . 
~Sii.M42qSSS. . 

CREOJl' CAf<D ' ,', \'': 

., IJlSA. SAtE 

,-<\. 

':.!. 3
(AltO f::~'::: Q00512
lttv{nct 02612A
Salehi: SvApe.d~pr()'IaI Code: OnlineEn\I'J Met\lod~ 
Mode: \1,631.51 
S~lE~MOUM1 

02672A 1631.S1 
Tot 1 . 1631.51PYMT' a Reoeived' 

7 BTK 113:3 853 -  .' 
2 649 1631. 51 

Total Appl'~ed; 1631. 51 ,. 

,.' ," 

..... : • .1' • .. '. ~ 
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Ad'dltJronirJJ./I'J9CJ"wd snd.Loss Payee will be 1'I(}';~ied in writing at lea$t 10 day, In advance ofs polley ctmcellof/'!Jt' . 

"
>;:----:---;-;,.....,.,.--:-::r..=:'"'A,.:-:B~WE=S~T":_:_7:LL::;::C===:__:__:___;_-'---____.~-------:..shall' be listed 'as Additional Insured. 
(10 b9 IdenlleailQ full name <If HOLDER nolell on. !ellS" agrea~lInt) 
,.....-;:-:--;-:;-:--;;--:-::-lC~~~B,.,,!W~E::.:::S~T7.L~L:-:=C=--:-:--f-.~''''''':"c:'.-7,==~______ shall be listed 8S Lose Payee. 

, 
'. , . 'i 

• ..... '~I •(10 bf) Idenllcallo lull munG of HOLDER nolod all !IlIlS& IIgfesffielll) 
I, • 

" .,'~~~----~----------------.
'.. '.' MalllJlg Addr&llB: 

P.O. Box.sa08ll8 Mlnnea lis MN 55439·0858 
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" .'" 0; .... "','",' FJ:~; :r~:}~,10Q.9,~:,~2~6~'J.6~4.~3~~J. . - . r.a;~: 8W, ''';' :r~~::,~!·}2·~~p~4:;;~::~1 ~~t,r':"''''\ /<:<'. ""J~~:'':'.l;-'~'~ 

. . ~i.EMoNiAwRIG~Ts NOTIFICA~ON&ACKNqWLEDGEMisNT . . • . .; 

~(;~~?\~~~f\\~~nENTI~N'~~INNESOr~'AE~IDENTSJ;;8~fP7) .'~, " 
.: IMPORTANT:. IF YOUR VEHICLE 16 QEFECTIV~,·YOU MAY BE EiNTITL~D UNDER THE STATI;'S LEMON LAW.: . 

.TO ~~~lACEMENT OF n. OR' A REFUNO'PF.IT$ PURCHAS~P~I9E O~ Y6UR.lEA~E F~~MEN!S., HOW~vgR! . 
.. . TO ~E' ENj'ITLEI,') TO REFUND OR AEPLACEMeNT. YOU MUST FIRST NOTIF,Y THE;MANtJr=:~GTURt=R. ITS '. . ' " 
--.' AGENT;O~ ITS AUTHORIZED D'EALER OF,THE PROBLEM IN WAITING ANO'Ciil:VE "JiHEM ~NbpPO'fHUNITYTO ., 

" REPAIR THE VEHICLE. YOu ALSO HAVE' A'RIGHT TO SUBMIT YOUR'CAseko T,',CON8UMER,AABITRATION', ,'. ';: 
PROGRAM WHIOH THE MANUFACTURER MUST OFFER IN MINNESOTA: j. : :". ... ' ...::-::;:... __. .:- ; .. : 

.: •• :' .' • a .' • , ',.' .. ~••¥~ ..... 1.,' ",' • . ", " " ..: '.' ..": • 

' .. , So that Ferd Motoi' Oompany may have "" opportunity to makQ.any needed repairs before .you pursue 't~e ~ I • ' '" ....;; 

i :. ,'.' remfldl88 ~rovrded by Minneaola l"wl plQas'~ write to:. Ford: Motor Copifany, CpnSl.lmer ~ffairs.Dapl., P.O. Box ... ' '. '.';
.> ,. 6248, Deat~orn:·Mlohiga~. 48126, 6rtel~phone number 1-600-392-3673' (FO~D),' ; .. ' . . ..' ..... 
" . . ..' . '.:. . . . . , . . .';'\ . .,' :. '.. 
:... ' ·You R,1ust .~ee~ resQlutlon of your.warrl':lty probt.el11 through·the BB~.jUJTq lINE·pro~ra~.beforeJlling.t\. . .~ 
. " 'c.lvll actl9n to p.uYI!-le thl repiacemenVrefl,lJ:\d remedy provIded b~ lhfremon.law. To QP~J1 a case.wlth . . . . .... ;> 
. ' ... : B~a AUTCiLIl'IE,"cali 1·aOo·428-3718·or'write to BSB AUTO I.INE, '. 00 Wilson BOulev.arcf.. Suit'e aoo, ArlingtOn. .' . -: :..,:, ::. ':. 
..<:'. :'\/irginia~2203-18S$ . " . '. ',... .: ::. , '. '.:: : ': . : . . . . '., ,.::' .:' ::: 

\.ljf,~~' ';;f~:>;L' ~;; ;;;;: ..•. ,c .;:;:< ,',::I( ..;~.;* ,'. ~,<".,,:, .;' ,~~,: .,'L:; i 
..\.... ".)":,, , . .~. ,.~ 

~:/ .. ~1~l~'i(qDE[' .• /: LE~~~iG.:HTS AG .. OWLEDG~~~~ 20\1, •. ~ . >,;:~,-;;~ 
.: .... ··.iJ¢~;;~\·~~T~~·'·NuMatR: DttJtJLJt1JOOrucJDtJO ·.':';·::;~~ 
. ~':. .' ' . '" . :: :~.. , : ':'-. "' ... '. '.' :.. . ':". :.' . ',:' :;.'.. '. . .' '1:: . .' , . . . ..: , ...... '. ". ::. :.:: ': .<.":;y~ 
:. . I ACKNOWLEDGE RECEIPT OF THE EXPLANATION OF MY RIGHTS UNDER TRE. LAWS AND : .';: .. ,:' ::,~

?<: '.' REG'UlATION~ (C9t.t1MONI.Y, '~FEA E~TO'AS "LEMON LAW") 9F STI\Tt OF MINNESOTA, . ", ."..::. ,} 

··...'><·pu~ha~~~~rl~~~~ ~. , .. :,. '. '." ..~....). '.~. ' Oal&: . 03/~6/11. .' .' .:' ,":':~:;: 
, ...... ~ . . ~ .: ":1 

. :':'·:._'~~~I~~eMc:'lIJ~ '.:. .' '.:":-. :' .... ',
". .:: '.:' ". ,'.' <. " '. '.' WHITE COpy "DEAlEFl';··. 'YELLOW COry· .OUSTOMER.. ". . : ...:, ' ..,,; 
, ,u..~lHt:Otllpdaio"1iliiol''''~''''.'Ihltd/JQJ;n;.niNv.'''Ii''~:·'' ',";'. ..". . ' ,·,PrIn'Ad'III"_"'lUl).$C3aIuP··, 

_;./~ d·~/~;:~:~.~~~1:~~:' ~~~i>~;'l~ ::~';::';~~t,~~.,..,;~\..~ .:.. .f.!'~:~-::~~"~. ~.:. ,!.. :. ;i'~:~t~::'j:;,'~:-I:!':' ~~ .. ~ ";::;, ',:;; .~~'i.!'::' ;". ·~f~.:'...:..:!.:. :~.~j~{.I0<~~":'l~: ·;f.:I::~ -::.!it.. 't.\~:'>:.~r:t~~·;. :~.~ :'~:"~ _:~,;I.~:.~: :~.:~.~~I.; : ~~ 

In) rvIlNN[SOTA 
~J INbUI{ANCbCARU 

.1 VOl. 
POl.lOY NUMBER EFFEGTI'iE· 
YR 2011 MIIKE'....ORD MAR262611 TO AOG282011 
MODEL ESCAPE! VIN 1I''MCUOIiQ.0IK  
AGENT PAUl. OENnUHIIN& AOEtloY INC "n.7%4 

I PH:EB:::~~:::~JP~OPE~TY DAMAQE ~8rUTY 
I. 'lll!o PllnsoNAI.INJUR'I PROTECnON 

b !fID DI!OUCT GOIIIPRliHtN6l'1E ' 
G ~S!lDEDUOTCOLUIlION· . 

H. RJt:~1I91! !fOEl'Ofl AOllInoWAI. (;(lvtMIlI! INI'OAi.lA110N ____';........ __ .... _ .• ___ __....._.....L.-.-a..-~ 
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I 
From: TA:1 0.100.0.2:42965,7634203367 Page: 2127 Date: 8/10/20114:52:31 PM 

, .... O' IV' .L V I I ..I • t I ~ HI ., .... lor", ~ I •• #..1 fo.t 

Case number: FRD1125139 
Contact Date: 08/08/11 

BBB AUTO LINE 
Customer Claim Form 

Start Dat . 

Plaase maka any necessary corre:dlons to the Information below, m:lDl or verlfv your VIN number 
and lienho'de"'/h~as'ng company information at the bottom of this page, and comph~te the missing 
information In Section 4 on the next page (attach ftddltlonal sheets as needed). 

SECTION l' COSTOMER. INFORMATION. 
Titled owner: , ' 

Mall/OR address; 

City; South Saint Paul State: MN 

DaV phone:  Evenlna ohone: S~ f'l'E. 

Fax: E-maIl address:  

Zip code;  

Celillhone; s~e 

SECTION 2: VEHICLE :rNFO~MATION 

Make: Ford Model: current mllea e: 

ears on the v~hide tItle: 

INVER GROVE FORD LINCOLN MERCURY/ INVER GROVE HEIGHTS MN 

Dam of accident: 

sECTlON 3: OESIRED OUTCOME Describe what au Wl:irU done to resolve Our concern 

\ vJ o..~\- ~O'4L~ -w 4'V.1L 'oA.a.. ~ ve.\r., .. {..\-i. (.1l..v\~ 

'( e. i"",,'o\J./ ~ *"'-.L vr.h-o""--t Lot;-t~ of '!t \, ~ 'b\ I a \ P b 

1/\0.\ vJDI.~ ~ v.(~\&..tt~lI\.k \){"'lc.1R. ()I...s o\J.oJ.\",\ w~~ 
'fo.t.'\) \""(1.. ~ ~ A-V"~\.1\)" M~ ~"'k~ vJ().. ~ .\t,O?~V~ '1(-" & 

~ ~~ ~~ ~tM.i~ 0\ fA,Ci.. 

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

VEHICLE INDENTIFICATION NUMBER .i.fJ1 L. \2 (/l E:.. fh Jl ~ j;

l1enhotder/Leaslng Company faSt\) c,~ rr Phone Number\- bOQ .. 1f,1-700 

Account Number 

\\~------- ----------~ 
Page 1 

PE13-003.4 001050LC



From: TA:1 O. 100.0.2: 42965,7B34203367 Page: 3/27 Date: 811012011 4:52:31 PM 
, .... 0. 1 \1. L.VI. J"I"!! ...... V.;J... , • ..IJ""" 

Case Number: FRD1l25139 
SECTION 4: VSHICLS PROBLEMS (List primary problem first) 

Does the 
,~ ~~m 

[xample: 

I 

tepi'llr 
• 

list the date, mileage, Bl'\d days out of 
• • 

4/'2.3/06 3,500 miles r. duys 

exist· 

AJe wou't (.yullJlo/Jlllly Anv D\:at~r, ll1c. 2 Ci/l0/0J 12,700 miles 1 day yel> 

04-11o"'1.oHI '\l~' rv-i)<:S
~o.c\ \ \'\0-orWl .~ \~ "" Co.tA$--h- c.. Q~\...).(e. 

( 
0'-''" ~.f \~ Mu_<\ 

O,,{-\b\',,'5'\ -~ , \~~J~S r\ 
WOV\. '+ ~.r;- OJ- n r \" \\ \¥'"" t$ I ~c.,'1 S-\----6-"'"50""'\"" "lo 1 6 '" PoV"~ '-\ ~(S.\Et \~ o1.lD..n..L S",IDO .... l,L ,\ a..",:,-\~""'~f+ 

( 
O!> -\0,.\\ I 5, 't cW V-; I ."..,,' e. 

kc;.hJ'<i. \1\..\4' .......,...-;.U 


'" 
1l.,~.I\lI c,,,t\,,Q\ Q..."'-f'. v ShV\~o!;.~ \0-'\ I sz.c,o """'-' I-:tCNd ,V -'I~ -;"...f,:J ~v \C1 \\ ~.&~v~Vv\'f' 

I-- 

i 

Q &ilill'....~p)Total daYB out of service for all 

Signature of Titled Owner(s) ·Date (2'O"'IQ~ 2.0) \ 

Prl nted Name of Titled Owner( s )¥-

I am submitting this dispute for resolution In the 88B AUTO LINE program, and I agree to arbitrate the dispute 
under the BBB AUTO LINE Arbltratlon Rules. 

Please mail or rax thIs completed form with copies of all available repair orders,. your vehicle 
registratIon, your sales agreement or leaSe agreement, and any other relevant documents (a.g., 
wdtlan correspondence wIth the manufacturert etc.) to: 

BBB AUTO UNe 

4200 Wilson 8Ivd., Suite 800 


Arlington VA, 22203-1838 
FaX:~~~47M910D 
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Case number: FRD1125139 

Customer Claim Form 
BBB AUTO LINE 

Contact Date: 08/08/11 
Start Date: 

Please make any necessary corrections to the information below, m.i.Dl 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 l'.CUSTOMER INFORMATION 

Titled owner:  

Mailing address: 

City: South Saint Paul State: MN Zip code:  

Day phone:  Evening phone: Cell phone: 

Fax: E-mail address

SECTION 2: VEHICLE INFORMATION 


Make: Ford Model: Escape Year: 2011 Current mileage: 0 

Name(s) that appears on the vehicle title: 

Selling dealer/city/state: , t MN 

Primary Servicing dealer/city/state: INVER GROVE FORD LINCOLN MERCURY, INVER GROVE HEIGHTS MN 

Acquired as I&] new o used o demo o leased Is the vehicle in your possession? IXI yes o 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; (!g Automatic o Manual 

Has the vehicle been in an accident/had body damaoe? Dyes (!g no Date of accident: 

Description of damage: 

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

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

VEHICLE INDENTIFICATION NUMBER 

Lienholder/Leasing Company _____________ Phone Number________ 

Account Number __________________ 

Page 1 

CCF 
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Case Number: FRD1125139 
SECTION 4: VEHICLE PROBLEMS (List primary problem first) 

# of 
repair List the date, mileage, and days out of 

• • • • 

Example: 
4/23/06 3,500 miles 5 days 

A/e won't cool properly Any Dealer, Inc. 2 6/10/07 12,700 miles 1 day 

..~ ........ 

Does the 
problem 
exist 

7 

yes 

I 

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:~p~-~47-9700 
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IiBBB AUTO LINE PROGRAM SUMMARY 


Ford Motor Company - Minnesota 

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 attorney at their ovm 
expense. 

AGE/MILEAGE REQUIREMENTS 
Claims covered by the Minnesota lemon law must be filed with BBB AUTO LINE within 
three years after the date of the vehicle's original delivery. 

Claims not covered by the Minnesota lemon law and 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 not covered by the Minnesota lemon law and claims seeking repurchase or 
replacement of a Lincoln 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 within the lemon law filing period for Ford, Lincoln, and Mercury 
cars and light trucks that are covered by the Minnesota lemon law. 

Ford - Minnesota 5/2006 
1 
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Claims may also be filed for Ford, Lincoln, and Mercury cars and light trucks that are 
not covered by the Minnesota lemon law if they 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; 

• 	 Currently registered in Minnesota; and 
• 	 Purchased or leased in the United States and normally operated in the United 

States. 

Unless covered by the Minnesota lemon law, 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. 
• 	 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. 

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 all elements of the Minnesota lemon law or 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 

Ford MinnesotaS/2oo6 
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• 	 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 the 
reasonable consumer. 

If the arbitrator finds that the claim meets these conditions or meets all elements of the 
Minnesota lemon law, the arbitrator must award a repurchase or replacement that will 
consist of the following remedies: 

Repurchase ofan Owned Vehicle 

Ford will refund the following amounts when repurchasing an owned vehicle: 

1. 	 The full vehicle purchase price, including the cost of any options or other 
modifications arranged, installed or made by the manufacturer, its agent or its 
authorized dealer within 30 days after the date of original delivery. This includes the 
amount stated by the dealer as the trade-in value of a customer's used vehicle, plus 
an additional amount paid by the customer for the vehicle; 

2. 	 Sales or excise tax; 

3. 	 License fees and registration fees; and 

4. 	 Reimbursement for towing and rental vehicle expenses incurred by the customer as a 
result of the vehicle being out of service for warranty repair. 

The amount of sales tax to be refunded to the customer is calculated as follows: 

Tax paid by 	 Tax paid by Reasonable allowance for x(	 )customer at time of customer at time of ~ 


purchase purchase Vehicle's purchase price 


Repurchase of a Leased Vehicle 

Ford will refund the following amounts when repurchasing a leased vehicle: 

To the lessor: 

1. 	 A full refund of the vehicle's original purchase price; and 
2. 	 Any early termination costs, not to exceed 15 percent of the vehicle's original 

purchase price; 
3. 	 Less any amounts actually paid by the customer on the written lease. 

To the lessee: 

1. 	 The amount actually paid by the customer on the written lease; 
2. 	 Sales or excise tax; 
3. 	 License fees and registration fees; and 

Ford MinnesotaS/2oo6 
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4. 	 Reimbursement for towing and rental vehicle expenses incurred by the customer as a 
result of the vehicle being out of service for warranty repair. 

Replacement 

Ford will provide a replacement vehicle from dealer inventory that is comparable to the 
vehicle being replaced. If the customer chooses a new replacement vehicle, the 
customer may be required to pay for the customer's use of the current vehicle and!or the 
difference in Manufacturer's Suggested Retail Price between the current and 
replacement vehicles. 

Deductions/Exclusions from a Repurchase or Replacement Award 

• 	 If the arbitrator finds that the claim meets all elements of the Minnesota lemon law, 
then the repurchase award will be reduced for the customer's use of the vehicle in 
accordance with the following formula, not to exceed 10% of the purchase price: 

(all accrued mileage - 100 miles) x 10 cents per mile 

• 	 If the arbitrator awards a replacement in a claim that does not meet all elements 
of the Minnesota lemon law, 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 


• 	 If the arbitrator awards a repurchase in a claim that does not meet all elements of 
the Minnesota lemon law, the award will be reduced for the customer's use of the 
vehicle in accordance with the following formula: 

all accrued mileage - 100 miles x 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 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 

Ford MinnesotaS/2006 
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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 - Minnesota 5/2006 
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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 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 MinnesotaS/2006 
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STANDARDS OF THE MINNESOTA LEMON LAW 


The following is a brief explanation of most relevant provisions of the Minnesota lemon 
law. The complete text of the lemon law can be found at Minn. Stat. Ann Sec. 32SF.66S. 

VEHICLES COVERED 

The Minnesota lemon law covers any "motor vehicle", which it defines as anyone of the 
following that is sold or leased to a consumer in Minnesota: 

1. 	 A passenger automobile, designed and used for carrying not more than IS persons 
including the driver; 

2. 	 A pickup truck or van; and 

3. 	 The self-propelled chassis or van portion of recreational equipment. 

The lemon law covers used vehicles. 

CONSUMERS COVERED 

The lemon law covers "consumers" who fall into either of the following categories: 

1. 	 The purchaser or lessee, other than for purposes of resale or sublease, of a new 
motor vehicle used for personal, family, or household purposes at least 40 per cent of 
the time; or 

2. 	 A person to whom the new motor vehicle is transferred for the same purposes during 
the duration of the manufacturer's written warranty. 

VEHICLE CONVERTERS 

The lemon law applies to vehicle converters. 

PROBLEMS COVERED 

The lemon law applies to any defect or condition that does not conform to the 
manufacturer's written warranty and that substantially impairs the use or market value 
of the motor vehicle to the consumer. These are referred to as nonconformities. 

The lemon law provides the manufacturer with an affirmative defense if it can be shown 
that the nonconformity (1) does not substantially impair the use or market value of the 
vehicle, or (2) is the result of abuse, neglect, or unauthorized modifications or 
alterations of the motor vehicle by anyone other than the manufacturer, its agent or 
authorized dealer. 

MANUFACTURER'S DUfYTO REPAIR 

If a new motor vehicle does not conform to the manufacturer's written warranty, and the 
consumer reports the nonconformity to the manufacturer, its agent or dealer during the 

This information is not intended a<; legal advice. Please direct specific questions to your lcgal counseL 

Updated 9/12/2006 © 2006, Council of Better Bnsiness Bureaus, Inc. 
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term of the written warranty or during the period of two years following the date of the 
vehicle's original delivery to a consumer - whichever is the earlier date, the 
manufacturer must make the repairs necessary to conform the vehicle to the warranty. 
Repairs must be made even after the expiration of the warranty term or the two-year 
period. 

MANUFACTURER'S DUlY TO REPURCHASE OR REPLACE VEHICLE 

If the manufacturer, its agents or authorized dealers are unable to conform a purchased 
motor vehicle to any applicable express warranty by repairing or correcting any 
nonconformity after a reasonable number of repair attempts within three years 
following the date of original delivery of the vehicle to a consumer, then the 
manufacturer must either repurchase or replace the motor vehicle. The consumer has 
the option of requiring the manufacturer to provide a refund rather than a replacement 
motor vehicle. 

If the manufacturer, its agents or authorized dealers are unable to conform a leased 
motor vehicle to any applicable express warranty by repairing or correcting any 
nonconformity after a reasonable number of repair attempts within three years 
following the date of original delivery of the vehicle to a consumer, then the 
manufacturer must repurchase the motor vehicle. The lemon law does not provide for 
the replacement of a leased vehicle. 

REASONABLE NUMBER OF REPAIR ATTEMPTS 

The lemon law creates a presumption that there have been a reasonable number of 
repair attempts if, within the manufacturer's written warranty term or during the period 
of two years following the date of original delivery of the vehicle to a consumer, 
whichever is the earlier date, any of the following occurs: 

1. 	 The same nonconformity has been subject to repair four or more times by the 
manufacturer, its agents or its authorized dealers, and the nonconformity continues 
to exist; 

2. 	 The vehicle is out of service by reason of repair for a cumulative total of 30 or more 
business days; or 

3. 	 A nonconformity that results in complete failure of the braking or steering system of 
the vehicle, and is likely to cause death or serious bodily injury if the vehicle is 
driven, has been subject to repair at least once by the manufacturer, its agents, or its 
authorized dealers, and the nonconformity continues to exist. 

The term of the manufacturer's written warranty, the two-year period, and the 30-day 
period are extended by any period of time during which repair services are not available 
to the consumer because of a war, invasion, strike, or fire, flood, or other natural 
disaster. 

Even if the presumption is not met, the consumer may still be entitled to recover under 
the lemon law if (1) the consumer first reported a nonconformity causing a substantial 

This information is not intended as legal ad,,1ce. Please direct specific questions to your legal counsel. 
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impairment to the manufacturer, its agent or authorized dealer during the term of the 
manufacturer's written warranty, and (2) a reasonable number of attempts to correct 
the nonconformity occurs within three years following the date of original delivery of the 
vehicle to a consumer. 

NOTICE AND FINAL REPAIR ATIEMPT 

The presumption set out above applies against a manufacturer only if the manufacturer, 
its agent or its authorized dealer has received prior written notification from or on 
behalf of the consumer at least once, and has had an opportunity to cure the alleged 
defect. If the notification is received by the manufacturer's agent or authorized dealer, 
the agent or dealer must forward it to the manufacturer by certified mail. 

DISPUTE RESOLUTION 

The lemon law requires all manufacturers selling vehicles in Minnesota to participate in 
an informal dispute settlement mechanism located in Minnesota. Consumers must first 
use this mechanism before suing in court under the lemon law. 

TIME PERIOD FOR FILING CLAIMS 

An action must be commenced within three years of the date of the vehicle's original 
delivery to a consumer. If a consumer applies to an informal dispute settlement 
mechanism within three years of the date of the vehicle's original delivery to a 
consumer, and the consumer is dissatisfied with the mechanism's decision, then any 
action brought by the consumer must commence within six months after the date of the 
mechanism's final decision. 

This information is not intended as legal advice. Please direct specific questions to your legal counsel. 
Updated 9/12/2006 © 2006, Council of Better Business Bureaus, Inc. 
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REMEDIES UNDER THE MINNESOTA LEMON LAW 

REPURCHASE OF OWNED VEHICLES 

A manufacturer repurchasing an owned vehicle under the Minnesota lemon law must 
pay the following amounts: 

1. 	 The full vehicle purchase price, including the cost of any options or other 
modifications arranged, installed or made by the manufacturer, its agent or its 
authorized dealer within 30 days after the date of original delivery. This includes the 
amount stated by the dealer as the trade-in value of a consumer's used vehicle, plus 
an additional amount paid by the consumer for the vehicle; 

2. 	 Sales or excise tax; 

3. 	 License fees and registration fees; and 

4. 	 Reimbursement for towing and rental vehicle expenses incurred by the consumer as 
a result of the vehicle being out of service for warranty repair; 

5. 	 Less a reasonable allowance for the consumer's use of the vehicle. 

Refunds must be made to the consumer and lienholder, if any, as their interests appear 
on the records of the registrar of motor vehicles. 

The amount of sales tax to be refunded to the consumer is calculated as follows: 

Tax paid by consumer - rTax paid by consumer x Reasonable allowance for use 1 
at time of purchase Lat time of purchase Vehicle's purchase price J 

The reasonable allowance for use will be deducted for use of the vehicle by the consumer 
and any previous consumer during any period in which the use and market value of the 
vehicle are not substantially impaired. This amount may not exceed ten cents per mile 
driven or ten percent of the purchase price, whichever is less. 

REPURCHASE OF LEASED VEHICLES 

A manufacturer repurchasing a leased vehicle under the Minnesota lemon law must pay 
the following amounts: 

To the lessor: 

1. 	 A full refund of the vehicle's original purchase price; and 

2. 	 Any early termination costs, not to exceed 15 percent of the vehicle's original 
purchase price; 

3. 	 Less any amounts actually paid by the consumer on the written lease. 

To the lessee: 

1. 	 The amount actually paid by the consumer on the written lease; 

2. 	 Sales or excise tax; 

This information is not intended as legal advice. Please direct specific questions to your legal counsel. 
Updated 9/12/2006 © 2006, O:lUneil of Better Business Bureaus, Inc. 
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3. 	 license fees and registration fees; and 

4. 	 Reimbursement for towing and rental vehicle expenses incurred by the consumer as 
a result of the vehicle being out of service for warranty repair; 

5. 	 Less a reasonable allowance for the consumer's use of the vehicle. 

The reasonable allowance for use will be deducted for use of the vehicle by the consumer 
and any previous consumer during any period in which the use and market value of the 
vehicle are not substantially impaired. This amount may not exceed ten cents per mile 
driven or ten percent of the purchase price, whichever is less. 

The consumer's leased vehicle must be returned to the manufacturer and the 
consumer's written lease with the lessor must be terminated. 

REPLACEMENT OF OWNED VEHICLES 

When replacing an owned vehicle under the Minnesota lemon law, the manufacturer 
must provide a comparable motor vehicle. The reasonable allowance for use does not 
apply to a replacement. 

This information is not intended as legal advice. Please direct specific questions to your legal counsel. 
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Minnesota's Lemon Law 

Popularly known as the "lemon law," 
Minnesota's motor vehicle warranty statute 
was created to help protect you when you 
buy or lease a car, pickup truck, or van, that 
is still under the original manufacturer's 
warranty. The law is not intended to 
eliminate all problems you will ever 
encounter with your vehicle. What it does do 
is require manufacturers to honor the time 
and mileage provisions oftheir written 
warranties. And, it provides special 
arbitration, refund and replacement 
provisions for vehicles which are considered 
to be real ''lemons.'' 

Which Motor Vehicles Are Covered? 

The Minnesota lemon law covers new motor 
vehicles purchased or leased in Minnesota. It 
also covers used vehicles that are still under 
the original manufacturer's warranty. These 
cars must be used at least 40 percent of the 
time for personal, family or household 
purposes. (Leased vehicles are covered by 
the law if the lease tenn is longer than four 
months.) 

The first report of a defect must occur within 
the warranty period, or two years, whichever 
comes first. Ifyou have continuing problems 
with the same defect, however, you still can 
make a claim until the end of the third year. 

The Manufacturer's Duty to Repair 

The manufacturer or its authorized dealer 
must repair a motor vehicle in accordance 
with the tenns of the warranty, even after the 
manufacturer's warranty has expired, if: 

1. The motor vehicle has a defect or problem 
which is covered by the warranty; and, 

2. The problem has been reported by the 
vehicle's owner within the warranty period, 
or within two years after delivery of the 
vehicle, whichever comes first. 

The Manufacturer's Duty to Refund or 
Replace 

6 

The law has special refund and replacement 
provisions for cars that have substantial 
defects or problems, commonly called 
·'lemons." Under the law, if the manufacturer 
or its authorized dealer has been unable to 
repair a car's problem after a "reasonable 
number of attempts," the buyer or lessee 
may go through a manufacturer's arbitration 
program, or to court, to seek a full refund of 
the car's purchase price (minus a deduction 
for use of the vehicle). The law considers a 
"reasonable number of attempts" to be any 
one of the following: 

Four or more unsuccessful attempts to repair 
the same defect; or, 

Are you having trouble with a new car you 
just bought? Is your "new" used car making 
strange noises? Maybe you had trouble with 
a repair shop? 

This brochure is designed to guide you 
through Minnesota's Lemon Law, Used Car 
Warranty Law and Truth In Repairs Law. 
Buckle your seat belt, this is going to be a 
quick ride through "Car Law 101." 

One unsuccessful attempt to repair a defect 
which has caused the complete failure of the 
steering or braking system and which is 
likely to cause death or serious bodily injury; 
or, 

A car which has been out of service due to 
warranty repairs for 30 or more cumulative 
business days. 

In each case the initial defect must occur 
within the warranty period, or two years, 
whichever comes first, but the 
manufacturer's repair attempts may extend 
to the end of the third year. Even if you do 
not meet one of the above categories, you 
may still have a lemon law claim, but it will 
be harder to prove. 

Situations When Refunds or 
Replacements Are Not Given 
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Be aware that the manufacturer does not 
have to make a refund or replace the vehicle 
if: 

The problem does not substantially impair 
the use or market value of the vehicle; or, 

The problem is the result of abuse, neglect or 
unauthorized modifications or alterations of 
the vehicle. 

Refund and Replacement Eligibility 
Requirements 

Just because a repair shop has made a 
number of unsuccessful attempts to fix your 
car you are not automatically eligible for a 
refund or replacement vehicle. You must 
first: 

Write to the manufacturer, zone 
representative or authorized dealer notifying 
them of the problem. Specifically state that 
your car is a lemon and that you want a buy
back under the lemon law. This does two 
things: 

1. It gives the company an opportunity to fix 
the defect (the manufacturer gets one more 
chance to fix the defect after notification); 
and, 

2. It lets the company know you plan to use 
Minnesota's lemon law if the defect is not 
properly repaired. 

Try to resolve the problem through the 
manufacturer's automobile dispute 
arbitration program. 

The manufacturer may require you to first go 
through the arbitration program before filing 
a lawsuit under the lemon law. Check with 
the manufacturer or the Minnesota Attorney 
General's Consumer Division if you have 
questions about a manufacturer's arbitration 
program. 

IfYou Are Awarded a Refund 

Ifyou are awarded a refund under the terms 
of the lemon law, the manufacturer must 
refund: 

1. The full purchase price of the vehicle, or 
the amount you actually paid on your lease. 
However, for either a purchased or leased 
vehicle, the manufacturer may deduct a 
reasonable allowance for the time that you 
were able to use the vehicle. This deduction 
cannot exceed 10 cents per mile or 10 

percent of the purchase price, whichever is 
less; 

2. The cost of certain options installed by the 
manufacturer or dealer; 

3. Sales tax; 

4. License fees; 

5. R~istration fees; 

6. Reimbursement for towing; and, 

7. Rental expenses. 

Note: Ifyou are awarded a replacement 
vehicle, you have the option of receiving a 
refund instead. 

Arbitration 

Automobile manufacturers doing business in 
Minnesota must offer consumers an 
arbitration program which considers 
consumers' warranty related disputes. 

A manufacturer's arbitration program 
provides consumers a fast and simple way to 
resolve disputes. Arbitrators can consider 
arguments based on the lemon law. But, an 
arbitrator is not a judge and is not required 
to apply the law the way a court would. 

If the manufacturer requires it, consumers 
must first go through the manufacturer's 
arbitration program before filing a lawsuit 
under the lemon law. You may not have to 
wait until all the lemon law criteria are met 
before going through arbitration, but you 
might have a stronger case if all the criteria 
are met. 

In fact, you may not even want to discuss the 
lemon law in arbitration if your car does not 
meet the lemon law criteria. 
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The consumer has certain rights during the 
arbitration process: 

Lemon law information. You and the 
arbitrator(s) must receive a copy of this 
brochure from the manufacturer's 
arbitration program. 

Lemon law arguments. You may make any 
arguments to the arbitrator(s) you think 
necessary to support your complaint, 
including those based on the lemon law. The 
arbitrator(s) cannot be discouraged or 
prohibited from considering your arguments. 

Documents. You are entitled to copies of all 
documents. 

Oral presentation. You must be given 
reasonable written notice of the arbitration 
and an opportunity to make an oral 
presentation to the arbitrator(s), unless you 
agree to a telephone conference or to submit 
the case on the basis of documents alone. If 
the case is based on documents alone, the 
manufacturer or dealer representative 
cannot participate in discussion or resolution 
of the dispute. You may get better results if 
you make a personal oral presentation to the 
arbitrator( s). 

Independent appraisal. You must be given an 
adequate opportunity to get an independent 
appraisal, at your own cost, of any 
manufacturer claim that your vehicle does 
not have a problem or that your vehicle is 
operating within normal specifications. 

Repair attempts. You must be given a chance 
to inform the arbitrator(s) about the results 
of 
any recent repair attempts by the 
manufacturer. 

Service bulletins. You must be provided with, 
at reasonable cost, any technical service 
bulletin which the manufacturer knows 
directly applies to the specific mechanical 
problem being disputed. 

Attorney. You have the right to be 
represented by an attorney in the arbitration 
process. However, most arbitration 

participants appear before the arbitrator(s) 
without an attorney. Attorney's fees for 
representation in arbitration are not 
recoverable under the lemon law. 

Arbitration decision. You are not bound by 
the decision of the arbitrator(s), unless you 
agree to be bound. In the past, 
manufacturers have agreed to be bound by 
the arbitration decision. If you are unhappy 
with an arbitration decision, you may wish to 
consult an attorney if you wish to file a 
lawsuit under the lemon law. The arbitration 
decision is admissible as nonbinding 
evidence in any subsequent legal action. If 
you wish to file an appeal ofthe arbitrator's 
ruling in court, you must file in court within 
30 days of the decision. 

Refund amount. If the arbitrator(s) decides 
you should receive a refund or replacement 
vehicle under the terms of the lemon law, 
then you are entitled to the same refunds 
and reimbursements you would have 
received had you won in court. 

Bad faith appeal. If a court determines that 
you or the manufacturer acted in bad faith 
when you appealed an arbitration decision, 
the party that wins in court may be entitled 
to receive three times the actual damages, 
plus attorney's fees and court costs. 

How to Use the Lemon Law in 
Arbitration or Court 

To prepare for a dispute you should: 

1. Keep copies of all purchase orders, sales 
receipts, lease agreements, warranties, repair 
invoices, letters and other documents 
concerning your vehicle and any of its 
problems or potential defects 

2. Ifyour vehicle is in the shop for repairs for 
more than one day at a time, make sure that 
the repair invoice shows the date it was 
brought in and the date you were notified 
that it was ready to be returned. 

3. If you think you are eligible for a refund or 
replacement vehicle, remember the law 
requires written notice be given to the 
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manufacturer, zone representative or 
authorized dealer. You should send a letter 
by certified mail, with a return receipt 
requested. Ifyou send the letter to the 
dealer, send a copy to the manufacturer and 
keep a copy for your records. You should 
include the following information in your 
letter: 

Your name, address and telephone number. 

The date you purchased or began leasing the 
automobile. 

A list of defects and systems affected. 

The number of times the vehicle has been 
subject to repairs for the same problem, and 
the dates of the repairs. 

A statement that the defect still exists as of 
the date of the letter. 

A reference to the lemon law (Minnesota 
Statutes, section 325F.665) and a statement 
that you will pursue a replacement or refund 
claim under this law if the vehicle is not 
made to conform to the warranty. 

A request for information about the 
company's arbitration program. 

Remember, the refund and replacement 
provisions of the lemon law are intended to 

provide a replacement or a refund only in the 
cases of the most serious defects 3/4 faults 
which seriously impair the use or market 
value of the vehicle, or faults which involve 
life-threatening failures of the braking and 
steering systems. 

IfYou Sue 

Ifyou feel you must bring a lawsuit under 
the lemon law for a refund or replacement 
vehicle, you should consult an attorney (you 
may be eligible to recover the attorney's fees 
if you win). The law allows you to file suit 
any time within three years 
of the date of the original delivery of the 
vehicle, if you first reported the defect within 
the warranty period, or two years, whichever 
comes first. As of April 1995, if you go 
through a manufacturer's arbitration 
program, you have six months to appeal in 
court. The company has only 30 days to 
appeal in court. 

For more information about Minnesota's 
Lemon Law, contact the Minnesota Attorney 
General's Office at: (651) 296-3353 or 1-800
657-3787. TrY numbers are: (651) 297-7206 
or 1-800-366-4812. 
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Report Summary Page 1 of6 

Rpt. Analysis Home Report Mgmt Primary Report Mgmt Ouerv Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Report To This Folder File Rel)ort To A Folder Folder Number: 

timiIiliiiimiUim 'HWw1lt1 mil ENS. ufIDntg!IU,' Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : BDRDC006 NHL Received: 04/18/2011 

CCRG/EPRC: Reviewed Status: Date: 

2011,ESCAPEVehicle: Build Date: 01/14/2011
4X2 ,4X2 ,UMITED,MPV ,lFMCUOEGOBK

Odometer: 5,821 M Engine: 3.0L IVCT Calibration: AM71F30A 

Transmission: 6SP 6F MID Axle: 3.51 
RATIO A/C: YES 

Dealer: USA 09179 Inver Grove Ford Lincoln Phone#: (651) 457
4773 

City: Inver Grove Heig State: Minnesota Country: USA 

Originator: MIKE HEIMER 

Symptom: 5 52 1 39 DRV PERF/STALLS/QUITSAT IDLE/INTERMITTENT 

Status: 
VFG: V52 DRIVEABILITY 

Additional 
STALLS ON ENGAGEMENT CND Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: LSTANL22 Phone: 313 317-4488 Regn Cd: G5 Twin Cities 

Engineering: Phone: TAR: 

9/2012011 
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Dlr Contact: MIKE HEIMER 	 Phone: 651451-2201 Title Cde: T 

Report Summary 	 Page 2 of6 

9120/2011 

KOEO: 

KOEC: 

KOER: 

Comments: 

REPAIR 	 04/18/2011 02:02PM LAWRENCE STANLEY MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUST STATES ENG. DIED WHILE DRIVING AT HYWAY 

SPEED AFTER TURNING AROUND. TACH SHOT UP TO 6200 REPM THEN DIED. 

RESTART 40 MINUTES LATER BUT DIED RIGHT AWAY, TOWED IN DIAGNOSTICS: 

VEHICLE STARTED FINE. IDS SELF TEST ALL CMTCS AND PCM. PCM HAS P260F. 

PINPOINT TEST HX1, NO OTHER PCM CODES, SELF TEST NETWORK. ALL PASS 

EXCEPT ABS UOOO1. MONITOR FTP, IT IS AT 2.62V NOW. HX49 SAYS TO 

REPROGRAM PCM, IT IS ALREADY AT LATEST UPDATE. ALSO VEHICLE HAS ENG. 

KNOCK 1200 RPM AND ABOVE PARTS REPLACED:: NONE TECH QUESTION: 

FIRST QUESTION IS COULD P260F CAUSE IT TO STALL AND NOT RESTART, IT IS 

ALWAYS STARTING FINE NOW. ALSO IF PCM CANNOT BE PROGRAMMED WHAT IS 

REPAIR PROCEDURE? THE ENG. HAS A LOUD KNOCK NOISE ABOVE 1200 RPM, 

COMPLAINT IS NOT ON REPAIR ORDER SO I DONT KNOW IF IT STARTED SINCE IT 

STALLED AND WOULD NOT RESTART, IS THERE ANY KNOWN CAUSES FOR ANY OF 

THESE CONCERNS. PLEASE LIST ANY PERTINENT FREEZE FRAME DATA ON 

FREEZE FRAME FLI IS 0%, FTP IS 0 PSI, VPWR IS 14V, TP IS 14% RPM IS 

716, VSS 0 MPH PLEASE LIST ANY VEHICLE MODIFICATIONS, OR TYPE NONE. 

NONE 

RECOMM 	 04/18/2011 02:02PM LAWRENCE STANLEY MSS - FCSD - TECH SVC HOTLINE 

TSB 11-03-22 DRIVEABILITY SYMPTOMS WITHOUT DTCS OR DRIVEABILITY 

SYMPTOMS WITH DTC P144A, P2196, P2198, P1450, OR P0456. FOLLOW THE 

SERVICE PROCEDURE STEPS TO CORRECT THE CONDITION. MIKE, WITH THE 

INFORMATION YOU HAVE PROVIDED THIS VEHICLE MAY HAVE MORE THAN ONE 

CONCERN, IT IS NOT LIKELY THAT DTC P260F IS THE CAUSE FOR THE NO START 

CONDITION. ALSO IF THE PCM IS AT THE LATEST CALIBRATION IT IS UNCLEAR 
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Report Summary Page 3 of6 

9/20/2011 

REPAIR 

RECOMM 

REPAIR 

AS TO WHAT TYPE OF PROGRAMMING ISSUE YOU ARE DESCRIBING. AS FOR THE 

KNOCKING NOISE THIS COULD BE THE CAUSE OF THE NO START CONDITION. 

RECOMMEND INSPECTING THE OIL LEVEL AND CONDITION FOR BEING LOW 

OR CONTAMINATED. ALSO RECOMMEND CHECKING THE ENGINE OIL PRESSURE WITH 

A MECHANICAL GAUGE SHOULD BE APPROXIMATELY 25 PSI MINIMUM AT 1,500 RPM 

WITH ENGINE WARMED UP AFTER 10 MINUTES OF IDLING. THE ONLY COMMON 

TREND WE HAVE AT THIS TIME IS THE FOLLOWING TSB. SUGGEST YOU USE TSB 

11-3-22 TO ADDRESS THIS CONDITION. IF NO RESOLUTION IS FOUND WITH 

THE ABOVE TESTS, RECOMMEND CLEARING THE DTC AND ROAD TESTING TO SEE IF 

THE CONCERN RETURNS AND WHAT IS BEING LOST WHEN THE VEHICLE IS A NO 

START I.E. SPARKI FUELI AIR INTAKE ETC. .... 

04/18/2011 04:10PM lSTRAMER 
TECHNICIAN REPLY: OIL PRESSURE IS LESS THAN 12 PSI AT 1500 RPM HOT. 

SPEC IS 25 PSI. SOUNDS LIKE UPPER END NOISE. IT STILL HAS NOT STALLED, 

LOW OIL PRESSURE SHOULD BE DlAG FIRST, IS THERE ANY KNOWNS FOR LOW 

PRESSURE, IF NOT SHOULD IT BE TORN DOWN 

04/18/2011 04:10PM lSTRAMER 
MIKE, YES THE LOW OIL PRESSURE IS A CONCERN. THERE ARE NO COMMON 

KNOWN CONCERNS FOR LOW OIL PRESSURE ON THIS ENGINE. SINCE IT IS STATED 

THAT THERE IS AN ENGINE KNOCK, RECOMMEND CANCELING OUT CYLINDERS BY 

DISABLING THE INJECTORS ONE AT A TIME LISTING FOR THE NOISE TO CHANGE 

PITCH OR GO AWAY. IF SOl THIS INDICATES LOWER END ENGINE CONCERN AND 

OIL PAN SHOULD BE REMOVED FOR INSPECTION OF LOWER END ENGINE. 

04/19/2011 05:32PM ALEC MCENTEE MSS - FCSD - TECH SVC HOTLINE 
PLEASE DESCRIBE CUSTOMERS CONCERN: ENGINE DIED WHILE DRIVING AT 

HIGHWAY SPEEDS. TACH SHOT UP TO 6200 RPM JUST BEFORE ENGINE DIED. 

RESTARTED 40MIN LATER BUT DID NOT START. TOWED IN. PLEASE LIST ANY 

RECENT REPAIR ATTEMPTS: NONE DESCRIBE DIAGNOSTIC PROCEDURES 

COMPLETED AND THE RESULTS: INSPECT FOR NO START. VEHICLE STARTED UP 

FINE,HAS ENG. NOISE. IDS SELF TEST ALL CMTCS AND PCM.PCM CODE P260F. 

PERFORM PINPOINT HX1, HX46, PASS.HX47,MONITOR FTP/ 2.62V, PASS.HX49 IS 

TO REPROGRAM PCM, PCM AT LATEST UPDATE, CANNOT REPROGRAM.LET VEHICLE 
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RECOMM 

RUN TO TRY TO DUPLICATE, ENG. NOISE LOUD OVER 1200 RPM. PERFORM MANUAL 

OIL PRESSURE TEST, BELOW 12 PSI AT 1500 RPM, BELOW SPECS.NEEDS ENG. 

DIAG FIRST FOR ENG. NOISE THEN WILL NEED RECHECK FOR NO START ISSUE.TO 

SEE WHAT REPAIR PROCEDURE FOR CODE P260F IF PCM CANNOT BE 

PROGRAMMED.NEEDS ENG. DIAG FIRST FOR ENG.E-MAIL HOTLINE PLEASE LIST 

PART THAT WAS ROOT CAUSE OF FAILURE: MAINBEARING/OIL PUMP FAILURE. 

LIST MAJOR COMPONENTS NEEDED FOR REPAIR: SHORT BLOCK, LH/RH HEAD, 

LH/RH VCT ASSEMBLY, OIL PUMP, OIL PICKUP TUBE/SCREEN. REPAIR 

ESTIMATE - PARTS: REPAIR ESTIMATE - LABOR: REPAIR ESTIMATE 

TOTAL: VEHICLE/COMPONENT ABUSE: NO LACK OF MAINTENANCE NO 

MODIFICATIONS NO PROCESS GAS ENGINE PROVIDE ANY DETAILS 

NECESSARY: TECH 19 VERFIED LOW OIL PRESSURE ABOUT 12 PSI AT 1500RPM. 

VERFIED NOISE AT LOAD CHECKED TSB/SSM FOUND NONE PERTAING, REMOVED OIL 

PAN FOUND LARGE BEARING DEBRIS IN PAN AND PICK UP TUBE. REMOVED TO ROD 

CAPS BOTH BEARINGS SPUN. INSPECTED MAIN BEARING AND FOUND ALL CURLING 

OVER. REMOVED LH VALVE COVER AND INSPECTED ONE INTAKE/EXHAUST CAP AND 

FOUND SCORING ON BOTH. SUSPECT BEARING AND OR OIL PUMP FAILURE. USE 

SECONDARY PM CODE: 09179 

04/19/2011 05:32PM ALEC MCENTEE MSS - FCSD - TECH SVC HOTLINE 

APPROVAL# PAAVX 1.0RDER A NEW LONG BLOCK (BASE PART # 6006, OR 6007 IF 

6006 IS NOT AVAILABLE). 2. REVIEW THE SERVICE MANUAL AND THE 

LITERATURE PROVIDED WITH THE REPLACEMENT ENGINE REGARDING INTAKE 

MANIFOLD CLEANING/REPLACEMENT, PRIMING OIL SYSTEM, FILLING COOLING 

SYSTEM, ETC. NOTE: IF INTAKE MANIFOLD IS NOT ATTACHED/SUPPLIED WITH 

ASSEMBLY, IT MUST BE DETERMINED TO BE FREE OF METAL DEBRIS, OR 

REPLACED AS NECESSARY. METAL DEBRIS IN INTAKE MANIFOLD OR OIL COOLER 

CAN CAUSE SUBSEQUENT FAILURE AND IS NOT WARRANTABLE. 3. MAKE SURE ALL 

COMPONENTS ARE RETURNED. 4. PLEASE FOLLOW THE FCS-700 TAG CORE 

RETRIEVAL PROCESS. 5. DRAIN ALL FLUIDS. 6. PROPERLY SECURE CORE TO 

CRATE TO AVOID SHIPPING DAMAGE. IN REGARDS TO THE DTC PRESENT 

CONTACT THE TECHNICAL HOTLINE BY PHONE OR UPDATE THE WEB REQUEST 

FORM(NOT THE ENGINE APPROVAL FORM) FOR RECOMMENDED DIAGNOSTICS. 

9/20/2011 
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ADD-ON 04/19/2011 05:32PM ALEC MCENTEE MSS  FCSD - TECH SVC HOTLINE 
VIN: 1FMCUOEGOB  VEHICLE: 2011 ESCAPE 4 DR LIMITED MPV 

4X2 ODOMETER: 1251 ENGINE: 3.0L V6 TRANS: 6 SPEED AUTO 6F 

MID CLAIM TYPE: BUMPER TO BUMPER WARRANTY START DATE: 

03/26/2011 USAGE: PERSONAL PART #: IG-758-AA SERIAL #: 
E1311070111308661056 BUILD DATE: 01/07/2011 WARRANTY TYPE: BUMPER TO 

BUMPER SPW INSTALL DATE: SPW MILEAGE: CUDL CONTACT: 

AUDIT 07/02/201111:06AM 

SYMPTOM 6 07 6 93 CHANGED TO 5 52 3 02 BY CS012093 

REPAIR 08/11/2011 11:28AM WILLIAM REBROVICH MSS  FCSD - TECH SVC HOTLINE 

TECH'S QUESTION: ANY KNOWN CONCERNS FOR THIS? DESCRIPTION OF 

VEHICLE CONCERN: VEHICLE DIED WHILE SHIFTING IN TO GEAR AND ALSO 

WOULD NOT SHIFT OUT OF FIRST GEAR UNTILL ABOUT 1/2 MILE THEN IT BANGED 

INTO THE NEXT GEAR DIAGNOSTICS ALREADY COMPLETED: ROADTEST/COULD 

NOT VERIFY CONCERN/CHECKED CODES/ NO CODES.FLUID LEVEL OK.PCM UP TO 

DATE. PARTS REPLACED: NONE DTC: NONE 

RECOMM 08/11/2011 11:28AM WILLIAM REBROVICH MSS  FCSD - TECH SVC HOTLINE 

BRENT/ RECOMMEND THAT YOU DUPLICATE THE CONCERN BEFORE ANY REPAIR 

ATTEMPTS ARE MADE. THIS CONCERN CAN BE CAUSED BY A DRIVEABILITY 

CONCERN OR A CONVERTER CONCERN. IF THE CONCERN CAN BE DUPLICATED/ 

PLACE THE VEHICLE ON A HOIST WITH THE WHEELS OFF THE GROUND. START THE 

VEHICLE IN NEUTRAL/ PLACE THE VEHICLE IN DRIVE (WITHOUT APPLYING THE 

BRAKE) AND MONITOR IF THE VEHICLE STALLS. IF SO AN ENGINE DRIVEABILITY 

CONCERN IS PRESENT. IF THE VEHICLE DOES NOT STALL GENTLY APPLY THE 

BRAKES AND MONITOR IF THE VEHICLE BOGS OR BEGINS TO STALL. IF SO THE 

CONVERTER IS APPLIED. BY THE CUSTOMERS DESCRIPTION/ AN ENGINE 

DRIVEABIL TY CONCERN WOULD BE SUSPECT. IF THE VEHICLE WILL NOT UPSHIFT 

AND THE PCM IS NOT COMMANDING IT/ THEN A DRIVEABILTIY CONCERN IS 

PRESENT. THERE ARE NO COMMON CAUSES FOR THIS VEHICLE MAKE/MODEL 

AND CONCERN. THANK YOU. Download Options 

AUDIT 08/11/2011 11:28AM WILLIAM REBROVICH MSS  FCSD - TECH SVC HOTLINE 

SYMPTOM 5/ 52/ 3/ 02 CHANGED TO 5/ 52/ 1/ 39 BY WREBROVI 

9/20/2011 
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AUDIT 08/11/201111:28AM WILLIAM REBROVICH MSS - FCSD - TECH SVC HOTLINE 

ODOMETER 1251 M CHANGED TO 5821 M BY WREBROVI 

Folder Number: File Rel.ort To This Folder File Rel.ort To A Folder 
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Requester: DALBANIC 

Report Summary 

Server: ECCWS686 
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Retention: None 
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1-800-LEMON LAW 
lI'ww.lcmonlaw.com 

CORPORATE HEADQUARTERS 

30 E. Butler Pike 


Ambler. PA 19002 

P (215) 540-8888 

f (215)540-8817 


WESTERN PA OFFICE, 210 Grant Street, Suite 202, Pittsburgh, PA 15219. P (412) 566-1001, F (412) 566·1005 


NEW JERSEY OFFICE. Executiye Quarters, 1930 E Marlton Pike. Suite Q29, Cherry Hill, NJ 08003, P (856) 429·8334, F (856) 216·7344 


DELAWARE OFFICE, 501 Silyerside Road, Suile 118, Wilmington, DE 19809, P (302) 791-9373, F (302)791-9476 


CONNECTICUT OFFICE. 136 Main Street. Suite 301, Danieison, CT 06239, P (860) 866·4380. F (860) 263·0919 


NEW YORK OFFICE. ]001 Avenue oflhe Americas, 12th Floor, New York, NY 10018, P (212) 719·7543, F (877) 617·2515 


BUFFALO, NY OFFICE, 1207 Delaware Avenue, Suite 440. Buffalo. NY 14209, P (716) 332·6112, F (800) 863·1689 


PLEASE REMIT ALL CORRESPONDENCE TO THE AMBLER OFFICE 


July 30, 2013 

RICHARD A. SCHOLER" 
TARA L. PAIT£R50N' 

W CHRISTOPHER COMPONOVO~ 
TIMOlHY J AllEEL, JR" 

JOSEPH L. GE1\'TrLCOR.E·~ 
ALFRED) TUMOLO m" 

CERTIFIED MAILIRETURN RECEIPT REQUESTED 

Ford Motor Company 
c/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, P A 17101 

RE: 	  v. Ford Motors Company 
July Term 2013, No. 003598 

Dear SirlMadam: 

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 after the receipt of the Complaint. 

RAR~h 
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COlJlt of Common Pleas of Philadelphia County ,. 
For Prolhonol"uv Use Onlv mocket Num tler\. 

Trial Division J.ULY 2013 003598Civil Cover Sheet 
, 
, E·FllIno Number: 130704 6923 

PLAINTIFF'S NIIM E DE FENDANT'S No\M E 

LINSAY F. SHOULDIS FORD MOTOR COMPANY 

PLAINTIFF'S ADDRESS DEFENDANT'S AOORESS 

371 TAREYTON DRIVE clo CT CORPORATION 116 PINE STREET SUITE 320 
LANGHORNE; PA 19047 HARRISBURG PA 17101 

PLAINTIF F'S Nl\M E DEFENDANT'S Nl\M E 

PLAINllF F'S AOORESS DEfENDANT'S ADDRESS 

! 

PLAINllF F'S Nl\M E DE FENDANT'S No\t.I E 

PLAINl1F F'S ADDRESS DE FENIl'\NT'S ADDRESS 

TOTALNVM8ER OF PLAINllFFS TOTAL NVMBER Of DEFENDANTS COMMENCEMENT OF ACTION 

1 1/\ 
-(if C6mplaint 0 Petition Actlon 0 Notice of Appeal 

~ ''\ ~ o WritofSummons 'Transfer From Other Jurisdictions 
\ l\ \':'''' / \ 

AMOUNT IN CONTROVERSY 

00"'''''''''"' ~ a( • 'f \ 
!XI $50.000 00 or less 

00 Arbitration D~~as~ Dl,'Commerce o Settlement 
o Jury 0 ~ingil'Ac .00 Q Minor Court Appeal o Minors 

o More than $50,000.00 o N~O"~ g~gf"'!J! ~'\ O,s.'''''q App••, o WfD/Survlval 

o Other: ~ D' ,..'( ~ \ 
CASE TYPE AND CODE 

W~~~ij~~~10 - CONTRACTS OTHER 

. '~K . -~.le"\~ # 

STATUTORY 8ASIS FOR CAUSE OF ACTION 

'~~~~~~ 
RELATED PENDING CASES (UST 8Y CASE CAPTION AND DOCKET NUMBER) ALEO IS CASE SUBJECTTO 

PROPROlHV COORDINATION ORDER? 
YES NO 

JUL 26 2013 
I 

S. GARRETT 
I 

TO THEPROTIIONOTARY: 

Kiu(Uy enter Illy appearance 011 behalf of Plaintifii'Petitiolier/AppeJhUlt: LINSAY F SHOULDIS 

Papers may be se.rved at the address set fOlth below. 

NAME OF PLAIN'llFF'S/PETl1l0NER'SIAPPELLANT'SATIORNEY AODRESS 

ROBERT A. RAPKIN 30 EAST BUTLER PIKE 
AMBLER PA 19002 

PHONE NUMBER I fAX NUIolBER 

(215) 54 0-8888 I (215) 54 0-8817 

SUPRE~E COURT IDENTIFICATION NO. E-MAl-ADDRESS 

61628 rarphillyefile@lemonlaw.com 

SIONATURE OF FIUNO AnOfil\lEY OR PARTY DATE SU8MmED 

ROBERT RAPKIN Friday, July 26, 2013, 03: 59 pm 
! 

FINAL COpy (Approved by the Prothonotalj' Clerk) 
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USTED ESTA ORDENADO COMPARECER E~Arbitration Hearing 1880 JFK Blvd, 5th fl, at 09:15 AM - 04/14/2014 _ 
You must st~l !Werpp~ Wth the, ~otice.qelow, USTED TO DAVIA DEBE CUJPLlR CQN.,J;~~ J.J:AA~ 9~~~N.9,ERSE, 

This matter {Unq' .~¢ dl 1l111'd1" ~k~18f Arbitrators at the time, date and place spe6rrre~'6Uf o~e"OI~Ih15f~ par\res IS not pres~nt 


at the hearinii;tNt~jftW~~x,.~R~~W. ti.tJ:.e same time,and date before a judge of the court 'Mthout the absent palty or parties, 

There is no ~fifi{lJ..~ 'HJrJA~Y,~vo on ap'peal from a decIsion entered by a Judge, 


1.1 NnSl, Y FIt,\ NCINF. IotHOIJLDlS 
371 Tun:!),tun Od\'e 
LlluJ;hnruc, PA LY047 

v. 
CIVIL l\CTtOI'i 

It01U> )10'1'01{ C()~11'A~\, 
c/o cr Corpol1tfi.Oll Systl.'lll 
116 Pine Sh·cct 
SIlH~ ~\20 
Harri!!hll'·g. P ,\ 17HII 

I'iOT1CF. TO nr.FF:NO 
COI}f.: (901) 

You ha ..·i.: bee" ~LH;cl in CllLU1, If yuu wish III deland again~l the elUil'llS ~cl f/\11h in 10e j'hllowillg p:1.g~. ylllJ milsi. 
lake il~lh1l1 wilhin (wenly (2()) (.hl)'~ tlli.;.;r (his I.:.(tn11')laiol and 1100kl! 111'1: scrved, h)' ..:nlclillg II \...·riLLl:11 l.lrl~t::1nIlK't 
personally or hy al.l.!wll\'!}' and llIint; in ~"Tiljn!! wilh Ihe cHurl your Ih;li:n~-cs or ohjection, to lhe cI:li!l1~ .'icl IhrLh 
agaiTl)!! ,YOll. You I1fC wllrnL."d lhal if you I~til III d., 1m flu:; nl~'C 1lI..,y )1H1c(;cd wifhoul )'ou I.tmJ I;l jlll.lgnH;l1l may he 

enLered ag.:iin.'iL yuu hy til\.! CUUrl Wilh"UL IllrllicT tllllicc jilT .IlIY l'I<lTlCY chlinl"d in lhc COfllph,inl. or for (111)' 11th",!, 
claim (If rdier r..:qul·sh.:c.1 hy Ihe phtifllill. Yllll m:.,y In~c 111\'11(;Y lW pmllcrl), Ill' mlw.:r righL'" impmll.lnlill you, 

YO(l SHOUl.n 'TAKF. THIS ll.Al'F.R TO Y()U~ LAWYEn AT ONClt IF YOU no Nor HAVf. /\ 
I,AWYF.R OR CANNOT AfFonn ONE, GO TO on TJi:I.F.PHONF. Tl:1F. OFFlCF. SF.T pon'TU Rf:l.OW 
TO p'iNn OllT WHRRF: YOl' CAN GRT U:,(":'AL HEl.P. 

PH lLA I}!l.LPH I A HAR ASSOCIATION 

LAWYKR IU!FEi:RR.J\L & I~HmMATI()N SERVIUi: 


ONI£ JUi.AOJ="lti C(:;N'I'l!:K 

I-'IlJLAI.)~L"HIA. P/\ 1~~Hl7 

TELEJ'UON 1::: ZI 5-2.3!H70 L 

";'YlSO 
J...: hllil dcmumluJo u u:.lcd ~tl la 1.:l>11.~. ~i I.."liled '~Ld":T": dl.:l\:l1Llcr~ d;.: C.~llJ..'! de c!'llis tk:mamj<l~ expu;.:sLlls an las 
plI~IIl::JS :;ig.lli(':flk:~. 11ll1cd den.,; "dIlle (2() dias dl' pIHZ!! a\IJ<U"lir de fa Ii.:dl'l d..: Ia 1.1t:lI1um.lil }' iu rmlifit'<tt:illll, HIlI.:l' 
f<llta asclll'1r una C(HlI~nl'CJ\<:iit csr4il<1 0 en p(\r~OHfI U (;01} UII uf.'llgUd<l YVIlIJ'cgat n 1<1 t:llrk' cn I{WIlIl c:;nit!! ,~1I~ 
dcf<:'llsns 0 sus Qbjecio1)t'<s a Ins dNnatldns ~lt C,Ofi(~ clo SU P¢fSl)tla. Soa tlvisado ll\l::> si lts(Qd no ~c dclit'ndl.'. Ie- ~',Or1(: 
tOllltu'<l medid<l> !-' pu(\de cominual' la den)1.'fndil en r.omT<1 suya sill pl'evio <lyi50 0 ootificacion, Adem<ls. Iii f.Of1e 
plledr dec:idir II iiwo)' del demandante}, l'~quitlre qu~ listed CUn111lil COil todas Ins prQvl~iolle.s de esta demnlldn. Uste..1 
pllede pe-rdel' dinero 0 SlIS plopiedades U oslros dere-rJlos iruportnntes P:lf.:ll1sted. 

LL.:.v~~ l:ST,\ tlP.MANI)A A UN At30(:i\DO [~)'1Ii.mAT.nH:Nn:. SI ~O TH~NIi: AUO(;,\UO 0 ~I '0 
Tlr.Nr. tL I>INRRO SlIf'ICltyn:,lH: PI\GAI~ TAL SF.,n.VICIO. VAYA 1i.1'i 1lr,1t~()NA 0 I.I,AIVI(i. POlt 
Tlt:U~fONO A LA (WU:l:'-/.t\ <"~UYA DIRECCIOI'i SK ENCUIi:I\'TRA Il:SCnlT,'\ ;\U,\.IO PAH,\ 
t\ Vl!.IU(;t;hR U()l\l)E. SE Ptlf,OI£ CONSI£GIJIR t\,sISn:NClA UX;,'\L, 

SEI{VfCIO IH: R.~"'~~IU~NC'A Lfo:t;AL 
Oi\'f, fUAIlII'i(; CF.NTf'.I{ 
Flt,l\))F':I.FIi\, J1A1910':' 

TKU:FOI\'O: 2J5.238·1101 

Case ID: 130703598 
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Robert A. Rapkin, Esquire 
Identification No. 61628 
KIMMEL & SILVERMAN, P.e. 
30 East Butler Pike 
Ambler, PA 19002 
(215) 540-8888 

ATTORNEY fOR PLAINTIff 

THIS IS AN ARBITRATION 
MATTER. ASSESSMENT OF 
DAMAGES HEARING IS 
REQUESTED. 

LlNDSA Y FRANCINE SHOULDIS 
371 Tareyton Drive 
Langhorne, PA 19047 

v. 

FORD MOTOR COMPANY 
c/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, PA 17101 

COURT OF COMMON PLEAS 
PHILADELPHIA COUNTY 

CIVIL ACTION 

NOTICE TO DEFEND 

CODE: 1900 


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 a 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 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 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. 

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 usled quiere defenderse de estas de estas demand as expuestas an las 
paginas signientes, usted tiene veinte (20) dias de plaza al partir de ia fecha de la demanda y ia notificacion. Hace 
falta asentar una comparencia escrita 0 en persona a con un abogado y entregar a la corte en forma escrita sus 
defensas 0 sus objeciones a las demandas en contra de su persona. Sea avisado que si usted no se defiende, Ie corte 
tomara medidas y puede continuar la demanda en contra suya sin previo aviso a notificacion. Ademas, la corte 
puede decidir a favor del demandante y requiere que usted cumpJa can todas las provisiones de esta demanda. Usted 
puede perder dinero 0 sus propiedades u ostros derechos importantes para usted. 

LLEVE EST A DEMANDA A UN ABOGADO INMEDIA T AMENTE, SI NO TIENE ABOGADO 0 SI NO 
TIENE EL DINERO SUFJCIENTE DE PAGAR TAL SERVICIO. VAYA EN PERSONA 0 LLAME POR 
TELEFONO A LA OFICINA CUY A DIRECCION SE ENCUENTRA ESCRITA ABAJO PARA 
AVERIGUAR DONDE SE PUEDE CONSEGUIR ASISTENCIA LEGAL. 

SERV]CIO DE REFERENCIA LEGAL 

ONE READING CE~TER 


FILADELFJA, PA 19107 

TELEFONO: 215-238-1701 
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Robert A. Rapkin, Esquire 
Identification No. 61628 
KIMMEL & SILVERMAN, P.e. 
30 East Butler Pike 
Ambler, PA 19002 
(215) 540-8888 

ATTORNEY FOR PLAINTIFF 

THIS IS AN ARBITRA TlON 
MATTER. ASSESSMENT OF 
DAMAGES HEARING IS 
REQUESTED. 

LINDSA Y FRANCINE SHOULDIS 
371 Tareyton Drive 
Langhorne, PA 19047 

v. 

FORD MOTOR COMPANY 
c/o CT Corporation System 
t 16 Pine Street 
Suite 320 
Harrisburg, PA 17101 

COURT OF COMMON PLEAS 
PHILADELPHIA COUNTY 

CIVIL ACTION 

COMPLAINT 

CODE: 1900 


1. Plaintiff, Lindsay Francine Shouldis, is an adult individual citizen and legal resident of 

the Commonwealth of Pennsylvania, residing at 371 Tareyton Drive, Langhorne, PA 19047. 

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, MI 48243, and can be served at c/o 

CT Corporation System, 116 Pine Street, Suite 320, Harrisburg, PA 17101. 

BACKGROUND 

3. On or about May 22,2013, Plaintiff purchased a new 2013 Ford Escape, manufactured 

and warranted by Defendant, bearing the Vehicle Identification Number 

IFMCUOGX4DUB89301. 

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 $28,855.37. 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 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 worthless to Plaintiff. 

10. The first documented warranty repair attempt is believed to have occurred on or before 

May 28,2013, when the vehicle odometer showed 496 miles. On that date, repair attempts were 

made to the check engine light on and vehicle started shaking while driving on the highway. A 

true and correct copy of the repair invoice is attached hereto, made a part hereof and marked 

Exhibit "B". 

11. The second documented warranty repair attempt is believed to have occurred 011 or before 

May 30, 2013, when the vehicle odometer showed 546 miles. On that date, repair attempts were 

made to the check engine light on, vehicle runs rough, loss of power and tachometer revs to 

5,000 RPMs. A true and correct copy of the repair invoice is attached hereto, made a part hereof 

and marked Exhibit "C". 
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12. The third documented warranty repair attempt is believed to have occurred on or before 

luly 10, 2013, when the vehicle odometer showed 1,698 miles. On that date, repair attempts 

were made to the check engine light on. A true and correct copy of the repair invoice is attached 

hereto, made a part hereof and marked Exhibit "D". 

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. 

COUNT I 
PENNSYLV ANIA AUTOMOBILE LEMON LAW 

14. Plaintiff hereby incorporates all facts and allegations set forth in this Complaint by 

reference as if fully set forth at length herein. 

15. Plaintiff is a "Purchaser" as defined by 73 P.S. § 1952. 

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

17. Bill Marsh Ford, Newtown, PA 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 May 22, 2013, Plaintiff took possession of the above mentioned vehicle and 

experienced nonconforrnities as defined by 73 P.S §1951 et ~., which substantially impair the 

use, value and/or safety of the vehicle. 

19. The nonconforrnities described violate the express written warranties issued to Plaintiff 

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 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 S.l 0 per mile 
driven or 10% of the purchase price of the vehicle, whichever is less. 

2l. Section 1956 of the Pennsylvania Automobile Lemon Law provides a presumption of a 

reasonable number of repair attempts if: 
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(l) The same nonconformity has been subject to repair three times by the manufacturer, its agents or 
authorized dealers and the nonconformity still exists; or 

(2) The vehicle is out-of-service by reason of any nonconformity for a cumulative towJ of thirty or 
more calendar days. 

22. Plaintiff has 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. Plaintiff has delivered the nonconforming vehicle to an authorized service and repair 

facility of the Defendant on numerous occasions as outlined below . 

. After a reasonable number of attempts, Defendant was unable to repau the 

nonconformi ties. 

26. Plaintiff 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 itemized 

statements as required by 73 P.S. § 1957. 

27. Plaintiff avers 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 

Technical Service Bulletins relating to this vehicle. 

28. 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. 

29. Plaintiff has and will continue to suffer damages due to Defendant's failure to comply 

with the provisions of73 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, Plaintiff seeks relief for losses due to the vehicle's 

nonconformities, including the award of reasonable attorneys' fees and all court costs. 
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WHEREFORE, Plaintiff respectfully demands judgment against Defendant in an amount 

equal to the price of the subject vehic1e, plus all collateral charges, attorneys' fees, and court 

costs. 

COUNT II 

MAGNUSON-MOSS (FTC) WARRANTY IMPROVEMENT ACT 


31. Plaintiff hereby incorporates all facts and allegations set' forth in this Complaint by 

reference as if fully set forth at length herein. 

32. Plaintiff has or may have resorted to Defendant's informal dispute settlement procedure, 

to the extent said procedure complies with 16 CFR 703. 

33. 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, :\0. 63 

(Apr. 2, 1997). 

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 U.S.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. The Magnuson-Moss Warranty Improvement Act, 15 U.S.C. §231 O(d)(2) provides: 

If a consumer finally prevails on an action brought under paragraph (J) 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 
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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 confom1 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, Plaintiff has suffered damages and, 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. 

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 merchantability; breach 

of implied warranty of fitness for a particular purpose; breach of contract; and constitutes an 

Unfair Trade Practice. 

44. Plaintiff avers that Defendant's warranty was not provided to Plaintiff until after the 

vehicle was delivered, making any and all limitations, disclaimers andlor 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 to 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. 

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. 

PE13-003.4 001085LC



COUNT III 
PENNSYL VANIA UNFAIR TRADE PRACTICES AND 


CONSUMER PROTECTION LAW 


48. Plaintiff hereby incorporates all facts and allegations set forth In this Complaint by 

reference as if fully set forth at length herein. 

49. Plaintiff is a "Person" 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. 

53. 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, qual ity 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 nOI 
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 to in writing; 

(xvii). Engaging in any other fraudulent or deceptive conduct which creates a likelihood of confilsion 
or of misunderstanding. 

54. Plaintiff avers Defendant has violated these, as well as other provisions, of73 P.S. §201

55. 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. 
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56, Defendant's conduct surrounding the sale and servicing of the subject vehicle falls 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 (3) times the 

actual damages sustained for violations, 

WHEREFORE, Plaintiff respectfully demands judgment against Defendant in an amount not 

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

fees, all court costs and treble damages. 

KIMMEL & SILVERMAN, P.C 
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V RIFICATION 

Robert A. Rapkin, states that they are the attorney for the Plaintiff 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 to the 

Penalties of 18 Pa. C.S.A. §4904, relating to unsworn falsifications to authorities. 
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'.PENNSYLVANI.P, VEHICLE RETAIL INSTALLMENT CONTRACT 	 DATE 
(and C9-Buyer) Name and Address (Including County , 	 ~-800-721-7000 SELLER/CREDITOR (Sell~r. Name and Address) 

Code) . 	 _ 

flDSAY FRA:·iClNE 5HDUU)tS 
-_~ • _""'_. 'r--~"'" .;,..,)... . ._.:f:~ - ~. r . 
.:.,! Tl--iRE', i U'·iJJil... 
L !~;.Il:;dOffi.JE, .PfI .. 

FORD CREDlr .' 

'{-ci~htpfi~·.:.~:..........................:............................................................... $----'-~--=:..:..=.,~

'2. 	Dowrd)~yment 

l_~T=h~ir!d~p~a:rty~=~~~~~~~~~~...S.;.~.:.:..,...:.......:........ $--:.~~~~' 
Trade:ln7~~~~and..~:~~ $ Gr~SS-~I;~w~~ce $ Amount Owi~~ $-~-,---~~ 

\ . 
Total Down Payment .......................................................................... $ .-Cl;.~L5...~(2)\ VII iU~e 


3. Unpaid Balance 01 Cash Price (1 minus 2) ...................................... $ _--,--,--.:.:::......;;;....\v} 


4. Amounts paid on your behal1(Selier may be retaining a portion of these amounts} 
To Public Officials ,.,: 

(i) 	 for license ($ -----'-'-'7-'-''''''-<;:'--'; 


registration ($ ___-'-'-'.......:>... 


(ii) for filling fees 
(iii) for taxes (not in Cash Price) 

To Insurance Companies for: 

Credit LHe Insurance (for term of 

Credit Disability Insurance (for 


To ________~____----for--~··7,'~,,~··~·----~--------
To __~_______________ 

To __________________ 


To ..",.,..~~---'-~'--'-''''---'w...;..-'-',.-' --L..Ll::'l-..:...:~--------
To "~. 'J" for ;, '.-.' " ,"l C.'.-,;, 


To _______________~ 


To for _____________________ 

To for _____________________ 


~ PLAINTIFF'S 
!3 EXHIBIT 

1£C;;A 
~ 

CREDli LIFE, CREDIT DISABILITY AND 
OTHER OPTIONAL INSURANCE ARE 

. NOT REQUIRED TO OBTAIN CREDIT 
AND WILL NOT BEPROYIDE[HtJNl!ESS 
YOU SIGN AND AGREE TO PAY THE 
PREMIUM. 

..J « 
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ldate, ana 

8y ______________ 

You' want the optional insurance for .which 
pr",miumsare included ab9ve. 

•• • " <, ':)':/  • ~!: 

than 

Anti-Theft Product (Optional) "ii . , 

[J !.f,this box is checked you purchased the antl~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. Ybu maY purchase anti-theft product(s) from the person 

of your choice. 8y signing beloW, you agree to purchase the anti·theft product(s) at the price disclosed. 


If you do not meet your contract obligati~ns:' you may lose your vehicle,~s 
as both parts and goods put on· your vehicle and money or goods received for 
your vehicle. 

o Your last installment paymentunde~ this contract is a balloon payment. 
EXCESS WEAR. USE AND MILEAGE CHARGES 

If the box directly above is. checked, this section, Paragraph 8, and Paragraph C of 
this contract apply. You m;iY 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 
Paragraph 8, you must pay the S,eller$O. . . riper mile for each mile in excess 

. ANNUAL 
PERCENTAGE 

'. RATE 
The cost of your 

credit as a yearty rate 

FINANCE 
CHARGE 

Amount 
Financed 

The amount of 
credit provided 

to you or.on 
your behalf 

Total of 
Payments 
The amount 
you will have 

paid when you 
have made all 

scheduled 
payments 

Total Sale 
Price 

The total cost 
of your purchase 

on credit, 
including your 
downpaymerit 

Prepayment: If you payoff your debt early, you will not have to pay a penalty. 
Security Interest: You are giving a security interest in the vehicle being purchased. 
Late Payment: You must pay a late charge on the portion of each payment received more than 10 
days late. The charge is 2.0 percent of the fate amount. 
Contract:" this ccmtiiict for additional information on security interest, nonpayment
'default, require repayment of your debt In full before the scheduled 

".",;'j';:- : 

of miles shown on the odometer. 
EXTRA MILEAGE OPTION CREDIT 
If this contract 'contSll)s a balloon payment (as indicated above), and you have 
exercised your Option to sell the vehicle to the Seller under Paragraph. B, this 
paragraph applies .to your contract. At the scheduled end of this contract, You will 
receive a credit of $0. . !l.'n per unused mile for the number of unused miles' 
between and' miles, less any amounts You 
owe under this contract. You will not receive any credit if. the vehicle is destroyed. this 
contract ends earty, or you are in default. You will not receive any credit If the credit is 

Credit Life .and Credit Disability Insurance are 
for.the tann of the contract. The amount. and 
coverages are shown In a notice or agreement 
given to you today. 

o Debt cancellatIon Waiver Addendum (OptIonal) 
If this box is checked' you have purchased a debt 
cancellation waiver. Purchase of this coverage is 
optional and' is not required to obtain credit. The 
terms and conditions of the debt cancellation waiver 
are set forth In the attached Addendum which is 
incorporated Into. this contract. The price for the debt 
'OOriceUation w8lver:is set fOrth on.this contract in the 
ttemliation fof Amouilt'Fiiliineea'uilder sectiof14. 

8uyer _____________________________ 

Signs 

----.-~-..--- 
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____.______~__ ,p ___~- ,erm ___.,--_ 
•..' Term ______ 

~.__----------------------------------------~--------- $ __~___~____ Term _________ 

Buyer Signs X 

NON-MODIFICATION DISCLOSURE 
.Any change in this contract must be in writing and signed by you and the Seller. 

Co-Buyer :..;X=--__.___~______'_______ 
SIgns 

. -. 
YOU ACKNOWLEDGE THAT YOU HAVE READ AND AGREE TO BE BOUND BY THE ARBITRATION PROVISION.ON 
THE REVERSE SIDE OF THIS CONTRACT. C 

The Annual Percentage Rate may be negotiated with the Seller. The Seller may assign this contract and may retain 
its right to receive a portion of the Finance Charge. 

-

Do not sign this contract in blank. You are entitled to an exact copy of the contract that you sign. 
Keep it to protect your legal rights. 

; , 
Co-Buyer ;:"X=--____________________Buyer X j'i,(~lL: 


Signs /j Signs 


Buyer (and Co-Buyer) acknowledge that (i) before signing thiscontra~ Buyer (and Co-Buyer) 
received and reviewed a true and completely filled in copy of this contract and (ii) at the time of 
signing this contract, i3uyer{and~t~y..eJj)~9!i~~-~;d ..1l4 .coRlDlet.elv filled in copy ofthis 
contract. : . \ '.7 ,- ""'. 

I • 

Buyer X, ".(j"') V ( , J . ,.( """', \ h, L-i \"'\" I Co-8uyer ~X~__:-.-______-,,-':::"'___________ 
Signs /'~ r /7 Signs 

. \ /' --' -; /' 

~II~ CdNTRJ\CtIS~6T VALID U~r~ou~'b S~LL~R(SIGN'I;.·-· \ ) 

" 'ASSIGNMENT 
Seller may transfer this contract to another person. That person will then have all Seller's rights, privileges, and remedies. By signing below, the 

Seller assigns this contract to ~--;:,--: ':'j-:f;~, ,:.':1\::])" 
To contact Assignee about this contract, call .. -"":~.'=.,...""'-"-'"1"'"'."..:;.~=t;·..;-;;:c".+.',-----~ 

_______ ("Assignee"). 

_______• or visit their website at 

. >.):.. 
/(. 

X'''- // . iF I • 
_.,.....,.,_,._.....,..-,.--,-,..,-~____ By <::K.. .",':. L. 'Co.. ,/'J. __ -L. 

~----'~.~!:-~'~~-~--~~----.------~~~=-~----~~---------------------------------~ 
Seller 

.s€e OTHER SIDE FOR ADDITIONAL AGREEMENTS FC 17637·SI (FEB 12) (Previous edmoos may NOT be used.) 
FC 17637-8-SJIFC 17637-1'100 

PLY 1 - ORIGINAL PLY 2 - BUYER'S COpy PLY 3 • CO-BUYER/GUARANTOR COPY PLY 4 ~ SELLER'S COpy (NON-TRANSFERABLE) 

'e '::ftt" lin 5 rf 
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5/28/13 
• • ••• •• 

6081567/ 
• . ... I Marsh Ford Inc. 

N. Sycamore Sl 
Newtown. PI'. 18940 SERVICE DEPARTMENT HOURS 
Phone: (215) 968-3806 7:30 a.m..lo 8:00 p.m. 5/29/13 Pre - Invoic 
Fax: (215) 860-84Q7 Mon.Tues.Thurs,Frl ••••••••••••1•••
www.bI1lmarshford.com 7:30 a.m. to 5:00 p.m.-Wed.Sat 

496.........510 


JASON BURGER 
SHOULDIS, LINDSAY FRANCIN 
371 TAREYTON DR 
LANGHORNE, PA 19047 

609-252-9300' 1FMCUOGX4DUB89301.. • 
732-824-1866 5/22/13 

: 

FORD ESCAPE SE FWD TUXEDO BLA 

orner 
CUSTOMER STATES WHILE DRIVING HOME FROM THE SHORE 
YESTERDAY t THE CHECK ENGINE LIGHT CAME ON AND SAID 
TO SERVICE VEHICLE IMMEDIATELY. CUSTOMER PULLED 
OVER AND VEHICLE,$TARTED SHAKING. HAD TOWED IN 

Caused by 
CP 12A650 

Corrected by12650D: (E29) 
CONTROL SELFTEST 

(X2) PERFORM ELECTRONIC ENGINE 

Work performed by JOHN BARR(66) O.20hrs 
Corrected by12650D45: (E29) (X2).PERFORM PINPOINT TEST 

DIAGNOSIS 
Work performed by JOHN BARR(66) O.30hrs 
Corrected by16102A: (E29) (X2) SHIELD-FRONT FENlJER 

SPLASli '-R&I OR REPLACE 
Work performed by JOHN BARR(66) 0.50hrs 
Corrected byMT12A690: (E29) (X2) INSTALL OVERLAY 

HARNESS(S) 
Work performed by JOHN BARR(66) 3.00hrs 
Corrected by12650DX1: (E29) (X2) CLEAR CODES AND RERUN 

EEC SELFTEST AFTER REPAIR 
Work performed by JOHN BARR(66) 
Installed 3U2Z 14A088 AB :KIT - TERMINAL 
Installed OSP12 :WIRE 

O.10hrs 
Qty: 1 
Qty: 4 

MIL ON, IDS DIAG-SELFTEST-(P211)KOEC t RUN OASIS-( 
NO TSBS) , PERFORM PINPOINT TEST DV5 TO DV20, NECES 
SARY TO REMOVE LOWER ENGINE COVER AND LF WHEEL SPL 
iLSH SHIELD AND ETB INTAKE TUBE TO ACCESS PCM AND E 
TB CONNECTORS, PERFORM WIGGLE TEST ON ENGINE WIRIN 

'......,.,'I>'7ATlI"'.. FOR REPAIRS. "I hereby authorize the repair work herein set forth 10 be done 
the necessary malerial and a9"'" that you are not responsible for loss or damage to 

or ar1ic!es left in \tie vehide in case of fire. theft. Of any OCller cause boyond your CQf1n"tmI~:or::tor~.I.~~;:;;;;-;-____~_ 
caused by unavailability or parts or delays in parts shipments by the supplier ortlll 

herellV o"ml or your employees pennission 10 operale Ihe vehicle herein described on stteets. 
for Ihe purpose of tesUng an<lior inspection. An express mecharlc's lien is 

ac~~~:~;::,,~ above vehicle 10 secure the emount of repairs Ihereto. The dealership Is not 
;.ill from f""':d~9 due to lack of 8n~freeze" ..., ~~~:!:'!:!!:5!!.____~ 

PLAINTIFF'S 

~ 

• 
5/22/13 

JPG8095 

Warranty 

Warranty 

warranty 

Warranty 

Warranty 
Warranty 
Warranty 
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I. -. 
-. Sycamore Sl 6081567/2 

SERVICE DEPARTMENT HOURSewIown, PA 18940 
Phone: (215) 968-3806 
Fax: (215) 86UhB497 
www.billmarshford.com 

._-- 7:30 a.m. to 6:00 p.m. Pre - Invoic 
Mon,Tues,Thurs,Fri •••••B••••••I1lIilIll••

7:30 a.m. to 5:00 p.m.-Wed,Sat III 
496 510 

JASON BURGER 
I SA .. - . .. 

371 TAREYTON DR 
LANGHORNE, PA 19047 

609-252-9300 1FMCUOGX4DUB89301 . . 
732-824-1866 

FORD ESCAPE SE FWD 

TLINE, AS PER HOTLINE INSTAL-L OVERLAY HARNESS AND 
NEW PINS BETWEEN ETB AND PCM ON CIRCUIT#S VE819,GN 
/VT AND LE428,BU/WH, HARNESS #12A690, PINS # 3 AND 
5 AT C1675, CLEAR DTCS, PERFORM BCE RETEST-(PASS} 

#2 * TAP: CUSTOMER SUPPLIED WITH LOANER CAR 

• 
5/22/13 

TUXEDO BLA 

Corrected byTAP: (A99-TAP1) (82) CUSTOMER SUPPLIED WITH 
LOANER CAR 

Work performed by House Tech(999) O.OOhrs 
ENTERPRISE CAR RENTAL 1 DAY INVOICE 811180 

************************************************************ 
* May, June and July state inspections are now due. * 
************************************************************ 

IAlrrHt"lQI7J'TlrINFOR REPAIRS. 'Ihen!by authorize fhe repair WOI1< herein sel forth to be done 
the necessary material and agree that you are not responsible for loss or damage to 

5/22/13 

JPG8095 

warranty 

or articles left in tho vehicle in ease of1;",. theft. or any oIhei'C8USe beyon""d~p~you=r ~con~~tro~lsO:')~fOf:r.l~~~;,-;~--------------t-------:~
caused by unavailabtlity of parts 01' delays in parts shlpm""!:$ by !he s~ 

grant you or your employees permission to operate the vehicle herein Clescribed on streets. 
or elsewhere for !he purpose of testing andlOf inspec!ioo. An express med\anlc's lien is 

acI<Jnolllledged on above vehicle to s_ the amount of repairs thereto. The dealership is nol 
IraslilOn:;ibl" for damage from freezing due to lad< ofantifreeze." J..!'!~~~:=!.!~--------------+-----~:";.;J 

,U'",UJ\lMt:tt OF WARAANTlES. Any w8/Ti!Itlties on !he products sold hereby lire those made 
manufac\1Jrer. The sellei' hen!by expressly di.claims all warranties ellher express or implied. 
any implied wananIy of men::hantablijly 01' fitness for" particular purpose, and the selle< neithih,er;"--~~~~~~~~;;;-l..-----------t-----~l)o1 

nor authorizes any 0Ule< person to assume for it any liab~ity In eoonection wilh tile .ale of 
produdS. 

ACKNOWl.EDGE THAT ALL PERSONAL ITEMS HAVE BEEN REMOVED FROM THE VEHICLE 
TO REPAIRS. 
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-.. . .. -.Bill Marsh Ford Inc. 
10 N. Sycamore Sl 5/30/13 6081663/-. ..Newtown, PA 18940 SERVICE DEPARTMENT HOURS 
~ona:(215)96a.38D6 7:30a.m.tp8:00p.m. 6/06/13 Pre-Invoic 
Fax: (215) 860-8497 

Mon,Tues,Thurs,Fri ...............111••

www.bllimarshford.com 7:30 a.m. to 5:00 p.m.-Wed,Sat" 

546 661 

LANCE ELIAS 
,-,II U I NE 
371 TAREYTON DR 609-252":'9300' 1FMCUOGX4DUB893 01 

.LANGHORNE, PA 19047 • • 

732-824-186.6 5/22/13 5/22/13 


FORD ESCAPE SE FWD TUXEDO BLA JPG8095 

PLAINTIFF'S 
EXHIBIT 

C 

CUSTOMER STATES THE MIL LIGHT IS ON, VEHICLE RUNS 

ROUGH, TACHOMETER WILL REV TO 5000 RPMS, VEHICLE 

SLUGGISH TO ACELL 

Work performed b~.MICHAEL EGGEN(025) O.OOhrs 
 warranty 
IDS SELF TEST CHECK CODES P0211 B123A B123B U0401 
CHECK CONNECTIONS AT BCM FOR PIN F+T ALL GOOD.CHEC 
K INr~NE CONNECTION C134 FOR PIN FIT ALL GOOD.INST 
ALLED VDR.ROAD TEST 115 MILES NO CONCERN PRESENT 
AT THIS TIME. RECHECK FOR CODES PASS. CONTACT HOTL 
INE NO KNOWN CONCERNS. CONTACT FSE.ROAD TEST AND TH 
EN CHECK FOR CODES IN ALL MODULES WITHOUT TURNING 
VEHILCE OFF AFTER ROAD TEST ALL MODULES PASS 

_~}3:9A.l) 1'.EST. N9 _~Q!'lS:!!!.I!NS_J?!UISENT~TTH...rST;!:.~E . 

#2 * TAP: CUSTOMER SUPPLIED WITH LOANER CAR 
************************************************************ 
* May, June and July state inspections are now due. * 
************************************************************ 

If you are not 
completaly satlsfled 

wHh the service on your 
". vehicle, or feel you cannot rate 
" our service "Excellent" In eVer)! 

way, please cell .. 
Gary Pierson or Mike Eggen. 

215-968-3806 
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• • 

!,~~ ~3+0..) -.. • -.Bill Marsh Ford Inc. 
10 N. Sycamore Sl 7/10/13 6083046/ 
Newtown. PA 18940 t • SERVICE DEPARTMENT HOURS • 
Phone: (215)968·3806 7:30 a.m. to 8:00 p.m. 7/11/13 Pre-Invoic
Fax: (215) 86CHB497 Mon.Tues.Thurs.Fri 
www.billmarshford.com 7:30 a.m. to 5:00 p.m.·Wed.Sat • 

1698 1710 
~ 

HARRY CHARLTON .. 
609-252-9300' 1FMCUOGX4DUB89301. . 

FORD ESCAPE 

732-824-1866 5/22/13 5/22/13 

SE FWD TtTXF.DO BTJA JPG8095 

warranty.. ' 

Warranty 

Warranty 

Warranty 
Warranty 

Warranty 

fTI-IOl>17AnnNFOR RE;PAIRS. ·1 hereby 8ulhotln Ihe repair work herein set fDtlh 10 be done 
me necessary me!etlaJ and agree Ihat you ete not responsible for loss or damage 10 r==c:.......--------------+-----::-:-------j 

or at1ides Iell in Ihe vehicle in case of ~re. theft, or any OIher cause beyOnd your conlrol 01' lor ~:;.;..:.;:=--_----------

caused by una'tllilability of parts ordeiays in parts shipments by the $'::;~~I~~=~er.t)!§!~m!!dL-__-----
grant you or your employees permission to operate the vehideherein described on s!reels, 

or elsewhere for Ihe purpose of testing andJor inspec6on. An express mechanic's lien is 
4 ..... ""~~~=-:,..~..., .,.....~••• "_.-:- .,.-.-. ..., •. _. "'-.-"- --_. -~ ••eafellihlp Is not t-==::..:.---------

If you are not 

- 'ION. Sr<!,l.1lo11W Sr • NnrrO-n;.PA 18,40 

• 'hcliUItooeblllmarshlonloom 
www.bI.I1Initnsbfonlcom 

(21S)968-3806 
F..x~n5) 86O-5O\t5 

4ffI* 
MUSTANG 

completely satfsfled 
with the service on your 

vehicle, or fee' you cannot rate 
~~~~~~~~--...:::- our service "Excellent" In every ---; 

way, please call 

PLAINTIFF'S5)IT 

Gary Pierson or Mike Eggen. 
215-968.3806 

#1 - IDS: PERFORM IDS GUIDED DIAGNOSTIC TESTS 
MIL LIGHT IS ON CHECK AND REPORT 
Corrected by1265PP: (E29) (42) PERFORM ELECTRONIC ENGINE 

CONTROL SELFTEST 
Work performed by JOHN BARR(66) 0.20hrs 
Corrected by126S0D45: (E29) (42) PERFORM PINPOINT TEST 

DIAGNOSIS 
Work performed by JOHN BARR(66) 0.30hrs 
Corrected by12650D7: POWERTRAIN CONTROL MODULE RELAY 

REPLACE (12A646/12B577/14N089/9345) - L 
Work performed by JOHN BARR(66) 0.10hrs 
Corrected by12650DX1: CLEAR CODES AND RERUN EEC' SELFTEST 

. AFTER REPAIR 
Work performed by JOHN BARR(66} 0.10hrs 
Installed 5MSZ 14N089 CA (FP) :RELAY Qty: 1 
MIL ON I PERFORM IDS SELFTEST, KOEO/KOER PASS, KOEC 
P068A. PERFORM PINPOINT TESTS B1-B13, CONCERN 
NOT PRESENT AT THIS TIME. SYSTEM OPERATING 
NORMALLY. CLEAR DTCS/ROAD TEST/OK. CONTACT TECH 
HOTLINE, ADVISED TO REPLACE PCM POWER RELAY. 
ROADTEST, RETEST, OK. 

#2 - TAP: CUSTOMER SUPPLIED WITH LOANER CAR 
Corrected byTAP: (A99-TAP1) (82) CUSTOMER SUPPLIED WITH 

LOANER CAR 
Work performed by House Tech(999) O.OOhrs 
2 DAY RENTAL REIMBURSEMENT. RA#811960 
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·.,';" 

<-'Ord Inc . 
.dSl 

,-A 18940 
~ (215) 968-3806 

, A: (215) 860-8497 
.www.blilmarshford.eom 

L TAREYTON DR 
;£ANGHORNE, PA 19047 

SERVICE DEPARTMENT HOURS 
7:39a;~:tg~.:oo p.m. 
~;l)l~,i1l1urs.FIi 

7:30 a~:'to 5:00:j:l.m.-Wed.Sat 

************************************************************ 
ly, August and September state inspections are now* * 

* due. , , * 
************************************************************ 

.tJTHORIZATION FOR REPAIRS. 'I heleby aulhorize 1/Ie repair wCl1< hereln sel forth 10 be done 
long with the necessary rnal~aI and agree thai you are not responsible for loss or damage 10 
ehide or artl<::les left in the vehiCle in case at fire. theft. or any other cause beyond your contlol or rOt f.-'-'==~-------------------""'L-.....-------=A1 
ny delays caused by unavailability of PlltI$ or delays in pllltS shipments by the sUllOli,ero<"ln,nsoorter.i 
>ereby grant yw or your employees pennisslon 10 opef1ll1! the vehiCle hereln described an streets. .f-======-------------------f---------;;-...i 
ighways. 0( elsewllere for the purpose at testing and/or inspection. All express medlanic's lien is 
ereby acknowledged on abOve IIeI'IICle to secure Ille amounl of repairs thereto. The dealership Is not 
,.ponsible for damage from ITee2ing due 10 lack of antifreeze." f.2;~:.!::~!:!:~~----------------_1'-.------....:...;.;! 

ISCLAtMER OF WARRANTIES. Ally warranties on the plQduCl$ sold hereby are those made by 
'" manufacturer. The setlar hereby expre!<Sly disdaims all warranties either ""press or implied, 
IQ any Implied warranty of men:hantabRiIy or lilness for a particular purpose, and the seller neilher 
ssomes nor aulhorl%es any other person 10 assume tor it any liability In connection'with the sale of 
!lid plQducts. 

ACKNOWLEDGE THAT ALL PERSONAL ITEMS HAVE BEEN REMOVED FROM THE VEHICU: 
fUOR TO REPAIRS. 
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: )~:r.f.jl,"l~: .-...........'-'<:"~H-"T ""..~
•.!;•.• ~~... " .• "'.~•.. '!,.~~~'l U.s........,.,.."'=' ... ·,,,,..,..""""'~··"'~


""'J:{"- ,;t.f!>"'1,'11 1I',IfIl"I" 
W.. :t:r 

(lfllfHtll,I'l' 11/1 "'I r11'11, (II'I'1 .." S;~~~\;~Zrr

.~.15~!f?~",.,~4 Z(? le002 (;'( 1()'\j\'Y '3)90~ 
_; ~/--" r. S-- '!' 02 U1 y -.:;;;-& U.<:?J I 
"'\~: (·r."" _ s:! 0001378895 JUl 31 2013~

PLACE sneK.£R ATTOPOf ENVEL.OPE TO THE AIGlf'T 

QF:nt.f RETURH ADCAESS, FO~D AT DOTTED UHE 


--------i:~jftiFiEifiijiii:··--·---

First Class Mail 

~_eL~ 
~:~~ 

"E'" »Utl" I""" A",b'''''' "", 

10', 
Ford Motor CompanY 
clo CT Corporation system 

1 \ 6 pi.ne Street 

suite 3'20 1
Harrisburg., PA 1710
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Case Print Report 
Case Number CAS-2645139-N4D5S8 

Case Opened Date 6/3/2013 9:57 AM 

Case Closed Date 6/27/2013 

Case Status Resolved 

Case Last Modified 6/27/2013 3:06 PM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> Buyback Request> Non-California 
Vehicle> CCT Criteria 

Customer Name  

Customer Number 12324788850 

 

LANGHORNE 19047 

Email  

Dealer Bill Marsh Ford Inc 

VIN 1 FMCUOGX4DU  

Year 2013 Make FORD 

Model ESCAPE Body Style UOG - SE 4X2 4-DR 

Symptom 

Level 1 Driving Performance 

Level 2 Lack/Loss of Power 

Level 3 Acceleration 

Level 4 Intermittent 
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Case Print Report 

.FordCR~~PE~~~!~SS~~~~~"E~ "' ' " ,""""",,, '~ 

2013 FORD ESCAPE 

VIN: 1 FMCUOGX4DU  

MILES: 400 

71/ WSD 22-MAY-2013 


CUST: 
- CHECK ENGINE LIGHT HAS COME ON TWICE AND TOWED TWICE WHEN THE CHECK 
ENGINE LIGHT HAS ILLUMINATED 
- CUST STATES THE VEH WENT INTO LIMP MODE: LOST POWER AND ACCELERATION 
WHILE DRIVING ON THE HIGHWAY 
- SECOND TIME TOWED DUE TO INACCURACY IN TACHOMETER ADN RPM GAUGE (RISING) 
CUST DID NOT FEEL SAFE IN DRIVING THE VEHICLE 
- CUST STATES THAT THEY HAVE ONLY HAD THE VEHICLE FOR ABOUT 4 DAYS OUT OF 
THE TIME THAT THEY HAVE OWNED THE VEHICLE 

DEALERSHIP: 

-Bill Marsh Ford 

10 N Sycamore St 

Newtown, PA 18940 

(215) 968-3806 

CCR: 
-I will escalate your case/request to our Ford Regional Customer Service Manager who works daily 
with your dealership's management team (his/her name is ........ ). The Ford Regional Customer 
Service Manager has access to all Ford resources and will use these resources to assist you and 
your dealership regarding your situation. The Ford Regional Customer Service Manager will receive 
the information you have just provided me and will do a thorough review on your behalf. You can 
expect a phone call from your Customer Service Manager within 2 business days. The case 
number that I have established for you today is CAS-XXXXXXX. 

Ford's commitment is to honor the new vehicle limited warranty this does not guarantee that Ford will 
buyback your vehicle. 

CCT: 

PHONE: (732) 824-1866 

BEST: ANYTIME 

VEH: CURRENTLY AT THE DEALERSHIP 


David Gerow 6/5/2013 4:59 PM 

AS OF NOW, VEH HAS BEEN FOR 4 DAYS 
CUSTOMER HAS NOT RECEIVED A CALL FROM CSM REGARDING CASE 
CUSTOMER STATES THAT DLR IS IN CONTACT WITH CUSTOMER BUT DOES NOT HAVE A 
FIX FOR THE VEH 
TRANSFERED CUSTOMERT TO CSM VIM 
-PROVIDED CUSTOMER WITH CSM EXTENSION 866.631.3788 EXT 53707 PER CCTIDLR INFO. 

··6/3/2013 10:08 AM 
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Case Print Report 
Case Number CAS~2645139-N4D5S8 

Laura Clarisse '6/6/20134:20 PM 
"" "~,,i ".',''-~_~'' ' ~ 

**Cust Says** 

~Was supposed to be receiving a call back in regards to case from CSM but have yet to receive on. 

~Cust frustrated and demands to speak with supervisor. 


**Crc advised** 

-Advised Cust that CSM is in the best personal to better assist her at current. 

~Escalated case to supervisoL 


Laura Clarisse 6/6/2013 4:25 PM 

*~*- *Correlates to CAS-2645139-N4D5S8 

**Cust Says** 

-Was supposed to be receiving a call back in regards to case from CSM but have yet to receive on. 

-Cust frustrated and demands to speak with supervisor. 


**Crc advised** 

-Advised Cust that CSM is in the best personal to better assist her at current. 

-Escalated case to supervisor. 


, -,

Rebecca Bublitz 6/6/2013 5:47 PM 

- CAS Rebecca adding notes from Supervisor Escalation documented under CAS-2664688-L7K3P1 

as follows: 

- CAS Rebecca handling supervisor escalation call back. 

- Phoned customer and announced call is recorded. 

- Customer verified symptoms include a loss of power where speed dropped to about 20 mph on the 

highway, very scary. 

- Next occurrence, the vehicle rewed and tachometer went up to about 5 at 20 mph and vehicle was 

not accelerating as quickly as it should, like it was dragging. 

- in both cases the CE light came on, but the LIMP MODE notice only appeared the first time. 

- Customer says dealer wants her to pick up the vehicle, but she doesn't feel safe. 

- Customer says she is in a loaner from the dealer. 

- CAS advised discuss this with the dealer as whether or not she picks up the vehicle will depend on 

if/when they are requiring their loaner back. 

- Customer contacted CRC Wednesday night when Marilyn missed her follow up time and asked 

David NOT to put in a COM request as she was going to try to contact Marilyn first. 

- She now wants to speak to Marilyn's supervisor. 

- CAS advised of 2 day business day call back for a CCT Supervisor. 

- Customer feels Marilyn is avoiding her because she learned today that Marilyn has been in touch 


with the dealer and apparently Laura was able to get through to her earlier today, yet she doesn't 
take the customer's calls. 
- Customer just wants contact and still wants Marilyn to call asap as well as putting in a supervisor 
request for the 2 business day call back. 
=== CAST Escalation Closed === 
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Case Print Report 
Case Number CAS-2645139-N4D5S8 

Marilyn Spall t~/7/2013 9:~S AM 

OBC to dlr; Bill Marsh Ford 2159683806 S/M Gary 
-cust brought in as she said veh was running rough and was in limp mode 
- veh was towed in 
-we verified the concern but did not do a repair this time we made sure everything was tight 
-veh came in 5/30/13 with 546 miles (5/30- 616) 7 days 
-veh had codes we were not able to dup 
-have been working with hotline/FSE 
-FSE advised us today as we cant dup anything to return the veh 
-a lot of times it could be a wire could be pulled out 
-we drove it 115 miles and had flight recorder and no problems, no codes 
-veh was in before 5/28/13 with 496 miles we gave it back to them with 510 miles so we drove it 14 
miles that time 
-veh here from 5/28 - 5/29 2 days 
-hotline had us overlay a wire, (wire harness) between PCM throttle body 
-cust picked up the veh they drove it 36 miles and we had to tow it back in 
----I thin,k one of those pins was out of place -

Marilyn Spall 6/7/2013 9:35 AM 

OBC to cust;   
CSM apologized to cust for not getting back to her when promised 
-reviewed case 
-cust has concerns that this is a new veh and has been in the shop 2 times in less than 1 month of 
ownership 
-cust is very disappointed in FMCNEH 
-cust feels they should not have this kind of problem in 2 wks of owning a veh 
-ck engine light on 2nd time and codes in system and cust is concerned that they did not actually do 
a repair (replace something) they just cked/tightened things 
-cust does not want this to happen again and if it does wants the veh returned and get a full refund 
-CSM advised we can not guarantee that we can meet her request 
-we can only address it at the time it happens 
-cust states she understands 
-cust will pick up the veh and drive it to see how it is doing 
-cust will go on a 90 mi drive this week end so it will be a good test 
-cust wants to know what FMC will do to make up to her for all that has happened 
-cust states they have not purchased an ESP and usually keep their vehs about 10 yrs 
-CSM will fu to see how veh is doing but advised cust if she has a concern before that to contact 
dlrlroadside 1 st then leave me a message and I will get back to you as soon as I can 
-cust states she understands 
-cust going on vac for 10 days and will be leaving Fri 7/14 
-set fu for Thur 6/13/13 by eod (veh status/compensation) 

Marilyn Spall 6/13/2013 11:03 AM 

OBC to dlr; Bill Marsh Ford 2159683806 S/M Gary 
-veh was released to her to her on Fri 
-cust used veh over the week end and veh ran good 
- but had a sync had a concern 
-she did a master reset on the veh herself 
-we have not heard since 
-cust was out of the veh from 5/30-6/7 (8 days) 
-CSM reviewed compensation of veh pymntlesp 
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Case Print Report 
Case Number CAS-2645139-N4D5S8 

Marily~~Spall~ .~ 6/13/2013 11:06 AM 
OBC to cust;   
-left message voice mail with case id and contact info 
-request return call 
-dlr advised you called him Mon and advised you did have a sync concem but veh was good on the 
drive 
-I know you are going on vac and will be out of town if I don't hear from you today I will set a fu for 
6/25 

-set fu for lues 6/25/13 by.e().~(veh status/cornpensati()~). 


Marilyn?pa!1 6/25/2013 4:06 PM 
OBC to dlr; Bill Marsh Ford 2159683806 Jason as S/M Gary not aval 
-veh has not been back in 
-and no apt for the veh 

Marilyn Spall 6/25/2013 4:10 PM 
OBC to cust;  
-left message voice mail with case id and contact info 
-request return call 
-cking on veh 
-set fu for Wed 6/26/13 by eod (veh status/compensation) 

Marilyn Spall 6/26/2013 4:02 PM 

OBC to cust;  
-left 2nd message voice mail with case id and contact info 
-request return call 
-cking on veh 
-I can only make 1 more attempt to reach you 
-set fu for lhur 6/27/13 by eod (veh status/compensation) 

Marilyn Spall 6/27/2013 3:05 PM 

OBC to cust;   
- left 3rd and final message voice mail with case id and contact info 
-advised at this time I will be closing your case 
-if you have a concem in the future please contact a dlr 
-case closed 
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Case Print Report 
Case Number CAS-2645139-N4D5S8 

David Gerow 6/5/2013 4:49 PM phonecall CALL From - T6485#1 

Laura Clarisse ,6/6/20133:59 PM ·phonecall CALL From
7328241866 

Laura Clarisse 6/6/20134:21 PM fmc _ documentmissedfol·· Document Missed 
lowup 

,",'",. 
Follow-Up 

Marilyn Spall 6/7/20139:35 AM fmc_ transferescalate Transfer / Escalate 

Marilyn Spall 6/13/201311:07 AM • fmc _ schedulefollowup 6/13 veh 
status/compensation 

Marilyn Spall 6/25/20134:09 PM fmc_ schedulefollowup 6/25/13 by eod (veh 
status/compensation) 

Marilyn Spall 6/26/20134:02 PM fmc_schedulefollowup 6/26/13 by eod (veh 
status/compensation) 

Marilyn Spall 6/27/20133:06 PM fmc_schedulefollowup 6/27/13 by eod (veh 
status/compensation) 

Marilyn Spall 6/27/20133:06 PM fmc _ documentmissedfol Document Missed 
lowup Follow-Up 

Marilyn Spall 6/27/20133:06 PM fmc _ closecase Close Case 

Marilyn Spall 6/27/20133:06 PM incidentresolution Case Resolution 
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lease Print Report 
ICase Number CAS-2664688-L7K3P1 

Case Opened Date 6/6/20134:25 PM 

Case Closed Date 6/6/2013 

Case Status Resolved 

Case Last Modified 6/6/2013 5:45 PM 

Responsible Team FOC Tier 1 Inbound 

Case Classification Vehicle Concern> Repair Assistance> CCT Criteria 
(Time/Miles) 

Customer Name  

Customer Number 12324788850 

 

LANGHORNE 19047 

Email  

Dealer Bill Marsh Ford Inc 

VIN 1 FMCUOGX4DU  

Year 2013 Make FORD 

Model ESCAPE Body Style UOG - SE 4X2 4-DR 

Symptom 

Level 1 Driving Performance 

Level 2 Lack/Loss of Power 

Level 3 Acceleration 

Level 4 Intermittent 
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Case Print Report 
Case Number CAS·2664688-L7K3P1 

•FordCR~~pp~~e:!~~~E~~~£~wt:1. 
*** Correlates to CAS-2645139-N4D5S8 

**Cust Says** 

-Was supposed to be receiving a call back in regards to case from CSM but have yet to receive on. 

-Cust frustrated and demands to speak with supervisor. 


**Crc advised** 

-Advised Cust that CSM is in the best personal to better assist her at current. 

-Escalated case to supervisor. 

-I will notify my supervisor that you have requested to speak to them. Allow me to provide my 

supervisor with your case information and details from our conversation. Please give them an 

opportunity to review all the information you have provided, your repair history, and your 

expectations, and t~~y will contact you back within 2 hours: 


Rebecca Bublitz .6/6/2013 5:44 PM 


Rebecca Bublitz 6/6/2013 5:45 PM 


- CAS Rebecca handling supervisor escalation call back. 

- Phoned customer and announced call is recorded. 

- Customer verified symptoms include a loss of power where speed dropped to about 20 mph on the 

highway, very scary. 

- Next occurrence, the vehicle rewed and tachometer went up to about 5 at 20 mph and vehicle was 

not accelerating as quickly as it should, like it was dragging. 

- in both cases the CE light came on, but the LIMP MODE notice only appeared the first time. 

- Customer says dealer wants her to pick up the vehicle, but she doesn't feel safe. 

- Customer says she is in a loaner from the dealer. 

- CAS advised discuss this with the dealer as whether or not she picks up the vehicle will depend on 


if/when they are requiring their loaner back. 
- Customer contacted CRC Wednesday night when Marilyn missed her follow up time and asked 
David NOT to put in a COM request as she was going to try to contact Marilyn first. 
- She now wants to speak to Marilyn's supervisor. 
- CAS advised of 2 day business day call back for a CCT Supervisor. 
- Customer feels Marilyn is aVOiding her because she learned today that Marilyn has been in touch 
with the dealer and apparently Laura was able to get through to her earlier today, yet she doesn't 
take the customer's calls . 
. Customer just wants contact and still wants Marilyn to call asap as well as putting in a supervisor 
request for the 2 business day call back. 
=== CAST Escalation Closed === 
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Case Print Report 
Case Number CAS-2664688-L7K3P1 

Rebecca Bublitz fmc _ closecase 
)1~ 

Rebecca Bublitz l6/6/2013 5;45 PM . incidentresolution Case Resolution 
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Case Print Report 
Icase Number MRS-18124016531415 80100001 

Case Opened Date 6/15/201312:33 AM 

Case Closed Date 6/15/2013 

Case Status Resolved 

Case Last Modified 6/17/2013 9:53 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> ROADSIDE ASSISTANCE> 
ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED 

Customer Name  

Customer Number 12324788850 

 

LANGHORNE 19047 

Email  

Dealer 

VIN 1 FMCUOGX4DU  

Year 2013 Make FORD 

Model ESCAPE Body Style UOG - SE 4X2 4-DR 

Symptom 

Level 1 Maintenancel Pre Delivery 

Level 2 Pre Delivery Check 

Level 3 Other 

Level 4 Other 

PE13-003.4 001107LC



Case Print Report 
Case Number MRS-18124016531415 80100001 


ROADSIDE 
ASSISTANCE-TOW
WHEEL LIFT 

~, 

REIMBURSMENT PAID 
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Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 2 


Query Name: REPORT RETRIEVAL 


Folder Number: File Report To This Folder File Report To A Folder Ex ists in FOlder( s) 

Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : DE2E5001 NHL Received: OS/28/2013 

CCRG/EPRC: Reviewed Status: Date: 

Vehicle: 2013,ESCAPE 4X2 {2013 -
),SE,4X2,MPV,1FMCUOGX4DU  Build Date: 11/26/2012 

Odometer: 497 M Engine: 1.6L 170PS Calibration: DM21A10A 

Transmission: 6SP 6F MID Axle: 3.21 RATIO A/C: YES 

Dealer: USA 01345 Bill Marsh Ford, Inc Phone#: (215) 968
3806 

City: Newtown State: Pennsylvania Country: USA 
Originator: JOHN BARR 
Symptom: 2 27 Q 68 AID/INFO,WNG IND/MESS/C,ENGINE IMAGE,STAYS ON 
Status: 
VFG: V29 CHECK ENGINE LIGHT 
Additional 

MIL AND SERVICE VEHICLE LIGHTS Symptom: 
THROTTLE BODY AND MOTOR ASY -- RPLFix: Y Causal Component: 

Condition Code: 

Hotliner: HYOUNG40 Phone: 313317-4312 Regn Cd: N3 Philadelphia 

Engineering: Phone: TAR: CLD 

Dlr Contact: Phone: Title Cde: T 
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KOEO: P2111 

KOEC: 
KOER: 

Comments: 

REPAIR OS/28/2013 04: 16PM HARRISON YOUNG MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: CUSTOMER STATES WHILE DRIVING MIL AND 

SERVICE VEHICLE LIGHTS CAME ON, VERIFY MIL ON, UNABLE TO VERIFY 

SERVICE VEHICLE MESSAGE DIAGNOSTICS: PCM BCE TEST-(P2111)KOEC, 

PERFORMED PINPOINT TEST DV5 TO DV20, ALL CONNECTORS AND PINS OK AND 

NOT PUSHED OUT, PASSES WIGGLE TEST, ALL VOLTAGES AND RESISTENCES IN 

SPEC FOR PINPOINT TEST PARTS REPLACED: VEHICLE SERVICED AT 2 OTHER 

DEALERS FOR SAME DTC, AT 20 MILES DTC WAS CLEARED AND SHIPPED, AT 61 

MILES ETB WAS REPLACED AND DTC CLEARED TECH QUESTION: ANY KNOWN 

PROBLEMS WITH THESE ETB? PINPOINT DV DIRECTS ME TO REPLACE ETB AGAIN, 

THANK YOU 

RECOMM OS/28/2013 04:16PM HARRISON YOUNG MSS - FCSD - TECH SVC HOTLINE 
JOHN, SINCE THE ETB HAS BEEN REPLACED AND THE CONCERN STILL 

PRESENT, IT IS RECOMMENDED TO PERFORM AN OVERLAY FOR THE TACM + AND 

A€:' CIRCUITS USING NEW PINS AND NEW WIRES FROM THE ETB TO THE PCM. IF 

THE CONCERN IS STILL PRESENT, THEN THE ONLY OTHER CAUSE FOR THE 

CONCERN COULD BE WITHIN THE PCM AND IT IS RECOMMENDED TO OBTAIN PRIOR 

APPROVAL AS NECESSARY AND REPLACE IT. 

ADD-ON OS/28/2013 04:16PM HARRISON YOUNG MSS - FCSD - TECH SVC HOTLINE 
RECOMMEND TRANSFERRING TO GAS DRIVABILITY TEAM AND CONSULTING 

ESCALATION DUE TO ONGOING CONCERN WITH BRAND NEW VEHICLE. 

REPAIR 06/03/2013 10:04AM CLEOPHAS BROWN MSS - FCSD - TECH SVC HOTLINE 
I CHECK FOR ALL CMDTCS FOUND P0460:21 BCM B123A:15 BCM B123B:15 BCM 

Bl0E5: 15 BCM U0401 :00 ABS HAVE CHECKED ALL PIN AND CONNECTIONS AT BCM 

RECOMM 06/03/2013 10:04AM CLEOPHAS BROWN MSS - FCSD - TECH SVC HOTLINE 
JOHN, THANK YOU FOR THE UPDATE. THE B123A AND B123B DTCS SET WHEN THE 
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BCM DETECTS AN OPEN OR SHORT TO VOLTAGE FROM THE LEFT AND RIGHT FRONT 

TURN LAMP VOLTAGE SUPPLY CIRCUITS. THE B10ES DTC SETS WHEN THERE IS A 

PCM WAKE UP CIRCUIT FAULT. UNDER NORMAL OPERATION, THE WAKE UP CONTROL 

CIRCUIT IS USED TO WAKE UP THE PCM PRIOR TO ENGINE CRANKING. THE PCM 

NEEDS TO WAKE UP PRIOR TO A CRANK REQUEST SO THAT IT HAS TIME TO GO 

THROUGH ITS OWN INITIALIZATION. THE WAKE UP CONTROL CIRCUIT IS 

CONTROLLED BY THE BODY CONTROL MODULE (BCM). ALSO, THE U0401 SETS WHEN 

THE ABS MODULE RECEIVES INVALID NETWORK DATA FROM THE PCM. AT THIS 

TIME, WE RECOMMEND THAT THE P0460 DTC BE DISREGARDED PER 

HREF=HTTP://WWW.VREP. FORDTECHSERVICE. DEALERCONNECTION.COM/VDIRS/SSM/SS 

M.ASP?SSM=10011 TARGET='_BLANK'>SSM 10011. THERE CAN BE 

MULTIPLE FAULTS PRESENT CAUSING THIS CONCERN INCLUDING A FAULTY BCM, 

PCM, OR CIRCUITRY FAULT. TO BEGIN, WE RECOMMEND THAT YOU INSPECT THE 

VEHICLE FOR ANY AFTERMARKET REMOTE START AND/OR ALARM SYSTEMS WHICH 

MAY BE CONTRIBUTING TO THIS CONCERN. IF THE VEHICLE IS FOUND TO HAVE 

BEEN MODIFIED IN THIS MANNER, PLEASE RETURN TO STOCK AND RE-EVALUATE. 

IF THE VEHICLE IS STOCK, THEN WE RECOMMEND THAT YOU INSPECT C134 

FOR POSSIBLE WATER INTRUSION OR CORROSION CONCERNS. THIS IS BECAUSE A 

FAULT AT THIS CONNECTOR CAN CAUSE LIGHTING CONCERNS AND MAY BE 

CONTRIBUTING TO THE B123A AND B123B DTCS. IF A CONCERN IS IDENTIFIED 

WITH THIS CONNECTOR, SERVICE THE CONNECTOR AS NECESSARY AND PACK THE 

CONNECTOR WITH ELECTRICAL GREASE XG-12 ON ASSEMBLY. IF NO CONCERNS ARE 

NOTED WITH THE CONNECTOR, CLEAR ALL DTCS AND ATTEMPT TO DUPLICATE THE 

CONCERN. IF THE CONCERN CANNOT BE DUPLICATED, PERFORM AN ON-DEMAND 

SELF-TEST OF THE PCM AND BCM. IF ANY ON-DEMAND DTCS ARE PRESENT, 

PLEASE REFER TO THE APPROPRIATE SECTION IN THE WORKSHOP MANUAL AND 

PERFORM THE INDICATED DIAGNOSIS TO RESOLVE. IF THE B10ES: 1S DTC 

RETURNS, THEN WE RECOMMEND THAT YOU REFER TO SECTION 303-06 OF THE 

ONLINE WORKSHOP MANUAL AND ADDRESS THIS FIRST. ISM 13-02-0022013 

ESCAPE FRONT LIGHTING, OUTSIDE TEMPERATURE OR PARK AID CONCERNS SSM 

10011 SOME 2013 ESCAPE AND 2012-2013 FOCUS VEHICLES MAY GENERATE A 

FALSE DTC P0460 IN THE BODY CONTROL MODULE(BCM). 
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REPAIR 06/04/2013 03:28PM MATTHEW JULIANO MSS - FCSD - TECH SVC HOTLINE 
MIKE CALLED IN TO DISCUSS THE MIL LIGHT IN FURTHER DETAIL. MIKE STATED 

THAT AFTER DISCONNECTING AND RECONNECTING CONNECTOR C134 THE CONCERN 

HAS NOT BEEN ABLE TO BE DUPLICATED. MIKE STATED THAT AFTER PERFORM AN 

ON-DEMAND SELF-TEST OF THE PCM THERE ARE NO CURRENT DTC RECORDED. 

RECOMM 06/04/2013 03:28PM MATTHEW JULIANO MSS - FCSD - TECH SVC HOTLINE 
MIKE, THANK YOU FOR THE UPDATED INFORMATION; SINCE THE CONCERN IS 

NO LONGER PRESENT IT WILL BE NECESSARY TO DUPLICATE THE CUSTOMERS 

CONCERN. TRYING TO DIAGNOSE WHEN THE CONCERN IS NOT PRESENT WILL LEAD 

TO FALSE DIAGNOSIS OF THE CONCERN. IF POSSIBLE ASK THE CUSTOMER FOR 

MORE INFORMATION ON WHEN THE CONCERN OCCURS LIKE WHEN OPERATING A 

SPECIFIC COMPONENT. THIS INFORMATION WILL HELP TO DUPLICATE THIS 

CONCERN ON A MORE CONSISTENT BASIS. WE HAVE ESCALATED THIS CONCERN 

TO THE TECHNICAL SERVICE HOTLINEA€TMS ESCALATED HANDLING TEAM FOR 

ADDITIONAL REVIEW. A SERVICE ENGINEER FROM THIS TEAM WILL CONTACT YOU 

BY PHONE OR THROUGH THIS HOTLINE ASSISTANCE REQUEST WITHIN ONE (1) 

BUSINESS DAY TO PROVIDE ADDITIONAL INFORMATION AND/OR RECOMMENDATIONS 

TO ASSIST IN THE RESOLUTION OF THE CUSTOMERA€TMS CONCERN. OUR TEAM AT 

THE HOTLINE WILL CONTINUE TO WORK WITH YOU AND YOUR DEALERSHIP TO HELP 

GET THE CONCERN RESOLVED AND THE VEHICLE BACK TO THE CUSTOMER IN A 

TIMELY MANNER. IF WE HAVE EXHAUSTED ALL OF OUR RESOURCES AND ARE STILL 

UNABLE TO RESOLVE THE CUSTOMERA€TMS CONCERN THROUGH THESE ADDITIONAL 

STEPS, THE HOTLINE WILL ALERT YOUR FIELD SERVICE ENGINEER BY OPENING A 

TECHNICAL ASSISTANCE REQUEST. PLEASE BE PREPARED TO DISCUSS ALL 

DIAGNOSTICS PERFORMED AND TEST RESULTS WITH THE TECHNICAL SERVICE 

HOTLINE SERVICE ENGINEER IN MORE DETAIL. THANK YOU IN ADVANCE. 

ESCLHD 06/04/2013 03:28PM MATTHEW JULIANO MSS - FCSD - TECH SVC HOTLINE 
CONSULTED TOM BIALCZYK NOTE TO EH: THIS IS BEING ESCALATED DUE TO 

AN ACTIVE BUY BACK COMPLAINT IN FMC 360. THE TECHNICIAN HAS 

DISCONNECTED C134 AND THE CONCERN IS NO LONGER PRESENT. THE VEHICLE 

CAME IN WITH A P21ll AND THE ENGINE LIGHT WAS ILLUMINATED. 

RECOMM 06/05/2013 09:36AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE 
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THIS CONTACT IS CURRENTLY BEING REVIEWED. YOU WILL BE CONTACTED WITHIN 

ONE (1) BUSINESS DAY TO FURTHER DISCUSS THE CONCERN. 

REPAIR 	 06/05/2013 10:40AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE 
CALLED DEALER AND REQUESTED TO SPEAK WITH JOHN. JOHN WAS NOT IN, BUT I 

SPOKE WITH THE SHOP FOREMAN MIKE. MIKE ADVISED THAT C134 WAS 

INSPECTED, IT WAS DRY, NO PIN FIT CONCERNS; THE VEHICLE WAS DRIVEN 75 

MILES. THERE WERE SOME CONTINUOUS MEMORY CODES, BUT THESE HAVE BEEN 

CLEARED. THE CONNECTIONS AT THE BCM HAS BEEN INSPECTED WITH NO 

CONCERNS FOUND. THE WIRE WAS OVERLAID FOR THE PCM FOR THE THROTTLE 

BODY WITH NO CONCERNS. THE CUSTOMER WAS CONTACTING FORD TO HAVE THE 

VEHICLE BOUGHT BACK. THE CUSTOMER IS NOT CONFIDENT WITH THE VEHICLE 

AND POSSIBLY LEAVING THEM STRANDED. 

RECOMM 	 06/05/2013 10:40AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE 
MIKE, WE'VE REFERRED THIS CONCERN TO THE FIELD SERVICE ENGINEER (FSE) 

IN YOUR MARKET AREA. THE FSE SHOULD CONTACT YOU OR DEALERSHIP 

MANAGEMENT (SERVICE MANAGER OR SERVICE DIRECTOR) WITHIN ONE (1) 

BUSINESS DAY. IF THE FSE DOES NOT CONTACT YOU DIRECTLY, PLEASE CONSULT 

WITH DEALERSHIP MANAGEMENT TO DISCUSS FURTHER RECOMMENDATIONS AND 

STEPS TO ASSIST IN THE RESOLUTION OF THIS VEHICLE CONCERN. 

TAR 	 06/05/2013 10:40AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE 
NOTE TO FSE: WE ARE REQUESTING TECHNICAL ASSISTANCE DUE TO THE 

CUSTOMER SEEKING BUY BACK, OPEN FMC360 CASE AND THE DEALER HAVING THE 

VEHICLE LONGER IN SERVICE THAN THE CUSTOMER HAS OWNED THE VEHICLE. 

THIS VEHICLE HAS A CONCERN THAT CAUSES THE SERVICE VEHICLE SOON LIGHT 

TO ILLUMINATE. THE DEALER HAS HAD SEVERAL CODES, NONE HAVE RETURNED. 

THE DEALER REPLACED THE THROTTLE BODY AND OVERLAID THE THROTTLE BODY 

CIRCUITS. CONNECTIONS AT C134 HAVE BEEN INSPECTED, WITH NO TROUBLES 

FOUND. THE DEALER HAS NOT VERIFIED THE CONCERN, HOWEVER THE CUSTOMER 

HAS LOST FAITH IN THE VEHICLE. THE VEHICLE IS AT THE DEALER. ESTIMATED 

DAYS OUT OF SERVICE: 7 ESTIMATED REPAIR ATTEMPTS: 1 

ADD-ON 	 06/11/2013 01:58PM JIM KELLY(FSE) MSS - FCSD - REG PHI-WAS-CHA 
THE SF HAS DRIVE THIS VEHICLE A NUMBER OF TIMES FOR A TOTAL OF 142 
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File RellOrt To This Folder 

MILES AND THE CONCERN HAS NOT REOCCURED. THE VEHICLE HAS BEEN 


RELEASED. LEAVING TAR OPEN IN THE EVENT VEHICLE RETURNS FOR SAME 


CONCERN. 
 Download Options 
ADD-ON 08/02/2013 02:20PM lIM KELLY(FSE} MSS - FCSD - REG PHI-WAS-CHA 

PER SM THIS VEHICLE HAS BEEN REPAIRED. CLOSING TAR. 

AUDIT 08/02/2013 02:20PM lIM KELLY(FSE} MSS - FCSD - REG PHI-WAS-CHA 
TECH ASSIST REFERRAL HAS BEEN CLOSED 

File Re,mrt To A Folder Exists in RJlder{s) 

Requester: AMCCLE10 8-Aug-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: ECCVWS962 
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Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 2 of 2 


Query Name: REPORT RETRIEVAL 


File Rel)ort To This Folder File Report To A Folder EXists in Rlldel lsIFolder Number: 

rtn[lUbliliiit!5iits l:iiit+lbtiRI mill .". Il~rm'j(9'n],1 Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : DGJE2011 NHL Received: 07/10/2013 

CCRG/EPRC: Reviewed Status: Date: 

2013,ESCAPE 4X2 (2013 Vehicle: Build Date: 11/26/2012),SE,4X2,MPV,lFMCUOGX4DU  

1.6L 170PS Calibration: DM21Al0AOdometer: 1,701 M Engine: 

Transmission: 6SP 6F MID Axle: 3.21 RATIO A/C: YES 

(215) 968
Dealer: USA 01345 Bill Marsh Ford, Inc Phone#: 

3806 

City: Newtown State: Pennsylvania Country: USA 
Originator: MICHAEL EGGEN 

Symptom: 2 27 Q 68 AID/INFO,WNG IND/MESS/C,ENGINE IMAGE,STAYS ON 
Status: 
VFG: V29 CHECK ENGINE LIGHT 

Additional 
CHECK ENGINE LIGHT P068A Symptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: MMESSIN4 Phone: 313 322-5105 Regn Cd: N3 Philadelphia 

Engineering: Phone: TAR: 

Dlr Contact: Phone: Title Cde: SF 
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KOEO: P068A 

KOEC: 
KOER: 

Comments: 

File ReJlOrt To This Folder File ReJ)Ort To A Folder Exists in RlI(ler{s) 

REPAIR 07/10/2013 02:13PM MAITHEW MESSINA MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: MIL LIGHT ON DIAGNOSTICS: CHECK 

CODES PARTS REPLACED: NONE TECH QUESTION: FOLLOWED PINPOINT TEST 

B1-B13 NO CONCERNS FOUND. CLEAR CODE S SYSTEM PASS. ANY KNOWN 

VCONCERNS FOR THIS CODE P068A. CHECKED BAITERY GOOD VEHICLE IS DRIVEN 

EVERY DAY. 

RECOMM 07/10/2013 02:13PM MATTHEW MESSINA MSS - FCSD - TECH SVC HOTLINE 
MICHAEL, SINCE THE PCM HAS STORED THE DTC P068A, AND THE DTC HAS 

NOT RETURNED, PLEASE CONTINUE TO AITEMPT TO DUPLICATE THIS CONCERN. 

INTERMIITENT CONCERNS ARE UNDERSTANDABLY DIFFICULT TO DUPLICATE. 

PLEASE DRIVE THIS VEHICLE UNDER DIFFERENT CONDITIONS INCLUDING VARYING 

AMBIENT TEMPERATURES, ENGINE TEMPERATURES, ENGINE LOAD, ENGINE RPM, 

CITY VERSES HIGHWAY DIVING, AND DIFFERENT ENGINE RUN TIMES. IF THE 

CONCERN CAN BE DUPLICATED AGAIN, PLEASE INSPECT THE VEHICLE FOR ANY 

AFTERMARKET COMPONENTS. THESE AFTERMARKET COMPONENTS INCLUDE REMOTE 

STARTERS, AFTERMARKET ALARMS, POWER INVERTERS, CELL PHONE CHARGERS, 

ECT. IF ANY ITEMS ARE LOCATED, DISABLE THEM FOR TESTING PURPOSES, AND 

RETEST. IF NO COMPONENTS ARE NOTED, PLEASE SWAP THE PCM POWER 

RELAY WITH A KNOWN GOOD UNIT AND REEVLAUATE THIS VEHICLES CONDITION. 

IF THE CONCERN IS RESOLVED, INFORM THE CUSTOMER OF YOUR FINDINGS. 
. ,ad Options 

Folder Number: 


r,tlnbtlllliiitiiht1 liii:t'lbUft.'I IIIII ... 'rfm l "ij'ul" 


Requester: AMCCLE10 8-Aug-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: ECCVWS962 
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July 11,2013 
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W CHRISTOPHER COMPONOVO" 
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JOSEPH L. GENTlLCORE"' 
ALFRED J TUMOLO Ill" 

CERTIFIED MAILIRETURN RECEIPT REQUESTED 

Ford Motor COIr:.pany 
c/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, P A 17101 

RE: 	  v. Ford Motor Company 
luly Term 2013, No. 001630 

Dear Sir/Madam: 

Enc10sed please find a copy of the Complaint which has been filed against Ford Motor 
Company in th~ 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. ~: A responsive pleading is due 20 
days after the receipt of the Complaint. 

RAS~h 
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Robert A. Rapkin, Esquire 
Identification No. 61628 
Richard A. Scholer, Esquire 
Identification No. 93331 
KIMMEL & SILVERMAN, P.e. 
30 East Butler Pike 
Ambler, PA 19002 
(215) 540-8888 

ATTORNEYS FOR PLAINTIFFS 

THIS IS A."l ARBITRATION 
MA TTER. ASSESSMENT OF 
DAMAGES HEARING IS 
REQUESTED. 

ROSE S. SOLANICK and COURT OF COMMON PLEAS 
STEPHEN N. SOLANICK PHILADELPHIA COUNTY 
820 Stony Mountain Road 
Tunkhannock, PA 18657 

v. CIVIL ACTION 

FORD MOTOR COMPANY 
c/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, PA 17101 

NOTICE TO DEFEND 
CODE: 1900 

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 a 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 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 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. 

PHILADELPHIA BAR ASSOCIATION 

LAWYER REFERRAL & INFORMATION SERVICE 


ONE READING CENTER 

PHILADELPHIA, PA 19107 

TELEPHONE: 215-238-1701 


AVISO 

~behandemandad,uu!sted e~~orte, Si usted quiere defenderse de estas de estas demand as expuestas an las 

paginas signientes, usted tiene veinte (20) aJaSOe~prazo atpa:riir ueia-fecba-cle-1a-demanda-y.JaJIQtificaciQIl.~ace 

falta asentar una comparencia escrita 0 en persona 0 con un abogado y entre gar a la corte en forma esc rita sus----·~-~ 
defensas 0 sus objeciones a las demandas en contra de su persona. Sea avisado que si usted no se defiende, Ie corte 
tomara medidas y puede continuar Ia demanda en contra suya sin previo aviso 0 notificacion. Ademas, 1a corte 
puede decidir a favor del demandante y requiere que usted cumpla con todas las provisiones de esta demanda. Usted 
puede perder dinero 0 sus propiedades u ostros derechos importantes para usted. 

LLEVE ESTA DEMANDA A UN ABOGADO INMEDIATAMENTE, SI NO TIENE ABOGADO 0 SI NO 

TIENE EL DINERO SUFICIENTE DE PAGAR TAL SERVICIO. VAYA EN PERSONA 0 LLAME POR 

TELEFONO A LA OFICINA CUYA DIRECCION SE ENCllENTRA ESCRITA ABAJO PARA 

A VERIGUAR 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 
Identification No. 61628 
Riehard A. Scholer, Esquire 
Identification No. 93331 
KIMMEL & SILVERMAN, P.C. 
30 East Butler Pike 
Ambler, PA 19002 
(215) 540·8888 

A TTORNEYS FOR PLAINTIFFS 

THIS IS AN ARBITRATION 
MATTER. ASSESSMENT OF 
DAMAGES HEARING IS 
REQUESTED. 

ROSE S. SOLANICK and 
STEPHEN N. SOLANICK 
820 Stony Mountain Road 
Tunkhannock, P A 18657 

v. 

FORD MOTOR COMPANY 
c/o CT Corporation System 
116 Pine Street 
Suite 320 
Harrisburg, PA 17101 

COURT OF COMMON PLEAS 
PHILADELPHIA COUNTY 

CIVIL ACTION 

COMPLAINT 

CODE: 1900 


1. Plaintiffs, Rose S. Solanick and Stephen N. Solanick, are adult individual citizens and 

legal residents of the Commonwealth of Pennsylvania, residing at 820 Stony Mountain Road, 

Tunkhannock, PA 18657. 

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, MI 48243, and can be served at c/o 

BACKGROUND 

3. On or about January 21, 2013, Plaintiffs purchased a new 2013 Ford Escape, 

manufactured and warranted by Defendant, bearing the Vehicle Identification Number 

1 FMCU9J96DUB50 157. 

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 $37,565.37. 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 Plaintiffs 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 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 

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 Plaintiffs. 

10. The first documented warranty repair attempt is believed to have occurred on or before 

May 30, 2013, when the vehicle odometer showed 3,334 miles. On that date, repair attempts 

-----were-.made~tQJhe engine malfunction light on and vehicle is bucking while driving. A true and 

correct copy of the repair invoice is attached hereto, made a part hereof and marked Exhibit "B". 

11. The second documented warranty repair attempt is believed to have occurred on or before 

June 26, 2013. On that date, Plaintiff took her vehicle to Gateway Ford for repair attempts to the 

check engine light on and the vehicle bucking and jerking while driving. In violation of the 

Pennsylvania Automotive Trade practice Act, Ford and its dealership intentionally failed to 

document the complaints as well as what was done to try to repair the condition in order to avoid 
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future liability. A true and correct copy of the diagnostic test given to Plaintiff on that visit, is 

attached hereto, made a part hereof and marked Exhibit "C". 

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

June 26, 2013, when the vehicle odometer showed 5,525 miles. On that date, repair attempts 

were made to the check engine light on, the vehicle bucking and jerking while driving and the 

defective air conditioner. A true and correct copy of the repair invoice is attached hereto, made a 

part hereof and marked Exhibit ltD". 

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. 

COUNT I 
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. Coccia Ford-Lincoln, Wilkes Barre, PA is and/or was at the time of sale a Motor Vehicle 

Dealer in the business of buying, selling, and/or exchanging vehic1es as defined by 73 P.S. 

§1952. 

18. On or about January 21, 2613, Plaintiffs took possession ofthe1tbuvell1entioned-vehie.J..ec-~-~...~ 

and experienced nonconformities as defined by 73 P.S §1951 et seq., which substantially impair 

the use, value and/or safety of the vehicle. 

19. 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 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 


---_.•_ ...._ ........ _- ........ - ~-
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charges, Jess a reasonable allowance for the purchasers use of the vehicle, not exceeding $.10 per mile 
driven or lO% 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: 

(1) The same nonconformity has been subject to repair three times by the manufacturer, its agents or 
authorized dealers and the nonconformity still exists; or 

(2) The vehicle is out-of-service by reason ofany 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 ofthirty (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 defects and 

conditions for which Defendant's warranty dealer did not provide or maintain itemized 

statements as required by 73 P.S. § 1957. 

-- .~7.J?laintiffs...ayer that ~uchjtem~zed statements, which were not provided as required by 73 
'--~"- -'--"-~-'" ... ... ....- ..... .. -.--~ 

P.S. § 1957 also include technicians' notes of diagnostic procedures and repairs, and Defendant's 

Technical Service Bulletins relating to this vehicle. 

28. 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. 

-------..----- ~-.--.-
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29. Plaintiffs have 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). 

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. 

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. 

COlJNT II 

MAGNUSON-MOSS (ITC) WARRANTY IMPROVEMENT ACT 


31. Plaintiffs hereby incorporate all facts 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). 

§ 2301 (4),(5) and (8). 

36. The subject vehicle is a "consumerproduct" 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 . 

. _-- --- ..--------------------------------- -----
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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. §23l0(d)(2) provides: 

If a consumer finally prevails on an action brought under paragraph (I) 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 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 to 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. §231O(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 merchantability; breach 

of implied warranty of fitness for a particular purpose; breach of contract; and constitutes an 

44. Plaintiffs aver that Defendant's warranty was not provided to Plaintiff until after the 

vehicle was delivered, making any and all limitations, disclaimers and/or alternative dispute 

provisions ineffective 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 filing suit. 
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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. 

COUNT III 
PENNSYLVANIA UNFAIR TRADE PRACTICES AND 

CONSUMER PROTECTION LAW 

48. Plaintiffs hereby incorporate all facts and allegations set forth 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~. 

53. In addition, the Pennsylvania Unfair Trade Practices and Consumer Protection Act, 73 

-----E..S..§20k2(A),_defwes...'.:.u;nfaiLor decep.tive 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 property of a 
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. 
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54. Plaintiffs aver Defendant has violated these, as well as other provisions, of73 P.S. §201 

2et~. 

55. 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. 

56. Defendant's conduct surrounding the sale and servicing of the subject vehicle falls 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 (3) times the 

actual damages sustained for violations. 

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, attorneys' 

fees, all court costs and treble damages. 
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v RIFICATION 

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 to the 

Penalties of 18 Pa. C.S.A. §4904, relating to unsworn falsifications to authorities. 
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.. LAW~ 553-PA-ARB-e 1/08 
RETAIL INSTAllMENT SALE CONTRACT 

SIMPLE FINANCE CHARGE ... 

Dealer Number NIA Conlract Number NlA 

Buyer Name and Address 
(Including County and Zip Code) 
STEPHEN N SOLANICK 
820 STONY'MOUNTAIN RD 
Tunkhannock, PA 18657 WYOMING 

Co-Buyer Name and Address 
(Induding Counly and Zip Code) 
ROSE S SOLANICK 
820 STONY MOUNTAIN RD 
Tunkhannock, PA 18657 WYOMING 

Creditor-SeBer (Name and Address) 

COCCIA FORD INC 
517 EMAINST 
Wilkes Barre, PA 18702 

You, the Buyer (ond eo-Buyer, if any). may buy the vehicle below for cash or 011 clt!(jil. By siyllinuillis wnlriu:t, you choose to buy the vehicle 
on credit under the agreements in this contract. You agree to pay the Creditor· Seller (sometimes "we" or "us" in this contract) the Amount 
Financed and Finance Charge in U.S. funds according to the payment schedule below. We will figure your finance charge on a daily basis. 
The Truth-In-lending Disclosures below are part of this contract. 

Make Mfg Gross Vehi-
NewlUsedlDerno Year and Model cular Weight Vehicle Identification Number Primary Use For IMlich Purchased 

IX!personal, family or household 
New 2013 Ford NIA 1FMCU9J960UB50157 o business

Escape o agricultural ON/A 

I 

< >. 
a. 
o o 
-0 .sg 
CD 
C. 

E 

8 
i 
~ 

-0 
C 
ro 
CD 

~ 

Number of 
Payments I Amount of 

Payments 

36 I $399.97 
Or As Follows: 

N/A 

late Charge. If payment is not paid in full within 10 days after it is due, you will pay a tate charge. If the this contract. 

vehicle is a heavy commercial motor vehide. the charge will be 4% of the part of the payment that is 

late. Otherwise, the charge wiD be 2% per month of the part of the payment that is late, rl9ured based on 

a full calendar month ror any part of a month that is more than 10 days. 

Prepayment. Ir you payoff an your debt early, you will not have 10 pay a penally. 

Security Interest. You are giving a security interest in the vehide being purchased. 

Additional Infonnation: See this contract ror more information induding information aboul non
payment, default. any required repayment in full before the scheduled dale and serurity interest. 


NOTICE: ANY HOLDER OF THIS CONSUMER CREDIT CONTRACT IS SUBJECT TO ALL CLAIMS AND DEFENSES 

FEDERAL TRUTH-IN·LENDING DISCLOSURES 
ANNUAL FINANCE 

PERCENTAGE CHARGE 
RATE Thedolar 

The cost of amountlhe 
your credit as credit win 
a yeany rate. cost you. 

5.90 % $ 1,231.92 

Your Payment Schedule Will Be: 

Amount 

Financed 


The amount of 

credit provided 10 


you or on your 

behalf. 


$ 13,167.00 

Total of 

Payments 


The amount you wiD 

have paid after you 


have made all 

paymenlsas 

scheduled, 


$ 14,398.92 

I When Payments 
AreOue 

I Monthly beginning 0212012013 

WARRANTIES SEllER DISCLAIMS 
Total Sale The following paragraph does not alfect any 

Price warranties covering the vehicle that the 
The total cost of vehicle manufacturer may provide, The 

your purchase on following paragraph also does not apply at all
credit, induding if you bought the vehicle primarily for 

your down personal. family, or household use. payment of Unless the Seller makes a written 
$ 23,166.45 is warranty. or enters into a service contract 

within 90 days from the date of this
$ 31.565.31 contract. the Seller makes no warranties, 

express or implied, on the vehicle, and 
there will be no implied warranties of 
merchantability or of fitness for a 
particular purpose. 

Applicable law 
Federal law and the law of the state of !he 
Seller's address shown in dlis conltacl apply to 

c 
(" 
(" 

::2 
a 
;:J 

:i c 
5 
a 

§ 
;:J 

<: 
CD 

Co 
-a 
'< 

--'wmCH-THE-DEBTOR-cOULD'A"SSERT-AGAiNSrTHE-sELLEROFGO·ODS OR SERWCES OBTAiNEi:ipUR-SUANT-
HERETO OR WITH THE PROCEEDS HEREOF. RECOVERY HEREUNDER BY THE DEBTOR SHALL NOT EXCEED 
AMOUNTS PAID BY THE DEBTOR HEREUNDER. 

NO COOLING OFF PERIOD 

State law does not provide for a "cooling off" or cancellation period for this sale. After you sign this 

contract, you may only cancel it if the seller agrees or for legal cause. You cannot cancel this contract 

simply because you change your mind. This notice does not apply to home solicitation sales. 

Electronic Contracting and Signature Acknowledgment You agree that {i) this contract is an electronic contract executed by you 
using your electronic signature. (ij) your electronic Signature signifies your intent to enter into this contract and that this contract be 
legally valid and enforceable in accordance with its terms to the same extent as if you had executed this contract using your WIitten 
signature and (iii) the authoritative copy of this contract ("Authoritative Copy·) shall be that electronic copy that resides in a document 
management system designated by us for the storage of authoritative copies of electronic records, which shall be deemed held by us in 
the ordinary course of business. Notwithstanding the foregoing. if the Authoritative Copy is converted by printing a paper copy which is 
mark:ed by us as the original (the "Paper Contracn. then ..~ ree that (1) your signing of this contract with your 
electronic Signature also constitutes issuance and delivel "PLAINTIFF'S (2) your electronic signature associated with this 
contract. when affixed to the Paper Contract constitute ~ EXHIBIT inding signature on the Paper Contract and (3) 

subsequent to such conversion, your obligations will be ev gUl~..J" 1\. act alone. Page 1 of 5 
;'" --!"'j LAW 553·PA-ARB-e 110B 

Customer 71<i 
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ITEMIZATION OF AMOUNT FINANCED 

$ 36.112.95(1) 

Z Tolal Downpayment = 

Trade-In 2010 Ford Fusion 
(Year) (Make) (Model) 

Trade-In 3FAHPOCG3AR262707 
(VIN)

Gross Trade-In Allowance $ 14,000.00 

Less Pay Off Made By Seller $ __...:.4.;.;16~.55= 

Equals Net Trade In $ 13,583.45 

$ 5.833.00
i" Cash 
.. Other Manuf. Rebate $ 3,750.00 

$ 23,166.45 (2)(Ir tota 1downpaymenl is negative, enter "0" and see 4H below) 
$ 12.946.50 (3)3 Unpaid Balance or Cash Price (1 minus 2) 

4 Othel" Charges Including Amounts Paid to Others on Your Behalf 

(Seller may keep part or these amounts): 

A Cost or Optional Credit Insurance Paid to Insurance 

Company or Companies 

Ufe Term N/A $ N/A 

pisabilitY Term N/A $ N/A $ N/A 

B Other Optional Insurance Paid 10 Insurance COmpany or eornpanies 

(Describe)N/A Term N/A $ N/A 

(Describe)NlA Term NJA $ N/A 

C Official Fees Paid 10 Government Agencies 

to N/A ror N/A $ N/A 

to Commnwllh of PA for New lire Fee $ 5.00 

to N/A ror NlA $ N/A 

D Optional Gap Contract $ N/A 

E Government Taxes Not Included in Cash Price $ N/A 

F Government Ucense and/or Registration Fees 

Re.9istration $ 42.00 

G Government Certificate of Title Fees 
Qndudes $ 5.00 security interesl recading lee) $ __.. 27.50 

H Other Charges (Seller must identify who is paid and 

describe purpose) 

IoNIA for Prior Credit or lease Balance $ N/A 

to COCCIA FORD INC for DocumenlalyPrepal<ltionCharge $ 131.00 

10 stale of pa for Notary Fee $ 15.00 

toN/A for N/A $ N/A 

10 N/A for N/A $ N/A 

to NlA for NlA $ N/A 

Tool Other Charges and Amounls Paid 10 0Ihe!s on Your BehaU $ 220.50(4) 

5 Amount Financed (3 ... 4) $ 13,167.00 (5) 

6 Finance Charge $ 1,231.92 (6) 

7 Tolal or Payments-Time Balance (5 + 6) $ 14,398.92 (7) 

I'fyou ·do notmeefyour contraaobligationS;YOlnTiaf16'S~fthe~vehiCle=t 

OPTION: 0 You pay no finance charge if the Amount Financed. item 5, is paid in full on or berore 

N/A • Year N/A. SELLER'S INITIALS N/A 

OPTIONAL GAP CONTRACT. A gap contract (debt cancellation contract) is not required to obtain 
credit and w~1 not be provided unless you sign below and agree to pay the extra charge. Ir you choose 
to buy a gap contract. the charge is shown in Item 40 or the Itemization of Amount Financed. See your 
gap contract for details on the terms and conditions il provides. It is a part of this contract 

Term ___~__'-='-___ Mos. N/A 
Name of Gap COnlTaCl 

I want to buy a gap contract 

Buyer Signs X -"-=---____________N..:../A:......:..___________ 

Insurance.. You may buy the physical damage 
insurance this conlract requires from anyone you 
choose who is acceptable to us. You are not required 
to buy any other insurance to obtain credit. . 

If any insurance is dJedIed below, poIidei. or 
certificates lrom the named insurance companies ;viII 
desclibe lIle terms and conditions. 
Check the insurance you want and sign below: 

Optional Credit Insurance 
OCredit Ute: OBuyer OCo-Buyer DBoth 

D Credit DisaMity (Buyer Only) 

Premium: 
Credit Ure $ ~-,--_______....:.:N:::..:/A 

Credit Disability $ _______....:.::;NI:.:.cA 

InsuranCe Company Name 

N/A 

Home Office Address 
N/A 

Credit fife insurance arK! aefiI lisabili\y insl.lT3nce are not 
~ired 10 obIain credit. Your decision 10 buy or rot buy CIIldit 
liIe insl.lT3nce and cndI cisaliijy insurance Wilt not be a-mctor 
in the credit ~ jWteSS, TIley will not be provided unless 
you sign and agree) pay ~ extra cost. If this 
msurance, 8le cost IS stloWn III limn 4A 01 
Amount Financed. Credit ife insurance pays the 
the Amount Financed if you de. This insurance 
3moun'5j owe it you pai!I aD your paymenls on e.
Credt . insurance pays the sdledUed payments due 
under this CO wNIeyou are tisabIed. This insurance ci:Jes 
001 r:nver a.!1Y increase III )'tIIJI" t or in the mJrro8f of 
payments. The PQlides or issued by the named 
llISurance com COIIerl!Q11lhat crediI 
ife insurance or ctedi1 ~. See the 
polities or ceJlificates {or CO¥eIage fimits or other lerms arK! 
Conditions. 

Other Optional Insurance 
o ~ ~ 

Type of Insurance Term 

Premium $ __________-!.:N:!!.!/A 

Description of Coverage 

N/A 
Insurance Company Name 

NlA 

Home Office Address 

N/A 

O,_______~N~~~______ N/A 
Type or Insurance Term 

Premium $ ____________--!:= 
DescriptiOn of COverage 

_______~N~l~~ ________ 

Insurance Company Name 

NIA 
Home Office Address 

N/A 

Other optional insurance is rot required 10 obtain crndit Your 
decisiori to buy or rot buy olher optional insurance will oot be 
a lactor in the credit awroval process. II will not be p!1lYided
unless you sign arK! agree to pay the extra cost. 

I want the insurance checked abave. 

xB N/A N/A 
Date~ulr Signature NIA 
N/A 

Co·Buye.- Signature Date 

THIS INSURANCE DOES NOT INCLUDE 
INSURANCE .ON YOUR LIABILITY FOR 
BODILY INJURY OR PROPERTY DAMAGEReturned Check Charge: You agree to pay the oost8 we actually pay to others if any check you give CAUSED TO OTHERS. 

us is dishonored. 
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e. - How you can get the vehicle back if we take it. If we 
.~ ,~ repossess the vehicle. you may get it back by paying .r 

• 	 the un'paid pan of the Amount Financed plus the earned 
and unpaid part of the Finance Charge. any late 
charges. and any other amounts lawfully due under the 
contract (redeem). Your right to redeem ends when we 
sell the vehicle. We will tell you how much to pay to 
redeem. 
If we repossess the vehicle. we may. at our option. 
allow you to get the vehicle back before we sell it by 
paying all past due payments. late charges. and any 
other amounts due because you defaulted (reinstate). 
We will tell you if you may reinstate and how much to 
pay if you may. 
If you are in default for more than 15 days when we 
take the vehicle. the amount you must pay to redeem or 
reinstate will also include the expenses of taking the 
vehicle, holding it. and preparing it for sale. 

f. 	 We will sell the vehicle if you do not get it back. If 
you do not redeem. or. at our option. reinstate. we will 

>- sell the vehicle. We will send you a written notice of 
0
0 sale before selling the vehicle. 
() We will apply the money from the sale. less allowed 
~ expenses, to the amount you owe. Allowed expenses 
:c: 
(U are expenses we pay as a direct result of taking the 
.;:: - vehicle. holding it preparing it for sale. and selling it as0 
f; the law allows. Reasonable attorney fees and court 
« :::J costs the law permits are also allowed expenses. If any . 
c:; money is left (surplus). we will pay it to you unless the 
z 0 

law requires us to pay it to someone else. If money from 
the sale is not enough to pay the amount you owe. you S may have to pay the rest to us. If you do not pay this :::l 
amount when we ask. we may charge you interest at a 

>
0- rate not exceeding the highest lawful rate until you pay. 
0 
() 

g. 	 What we may do about optional insurance, main
tenance, service, or other contracts. This contract 
may contain charges for optional insurance. main
tenance. service. or other contracts. If we demand Ulat 
you pay all you owe at once or we repossess 4he 
vehicle, we may claim benefits under these contracts 
and cancel them to obtain refunds of uneamed charges 
to reduce what you owe or repair the vehicle. If the 
vehicle is a total loss because it is confiscated. 
damaged. or stolen. we may claim benefits under these 
contracts and cancel them to obtain refunds of 
unearned charges to reduce what you owe. 

h. 	 Summary Notice Regarding Prepayment. Rebate of 
Finance Charge and Reinstatement: You may prepay 
all or pan of the amount you owe under this contrar:t 
without penalty. If you do so. you only have to pay the 
earned and unpaid part of the finance charge and- all 
other amounts due up to the date of your payment. 
Unearned finance charges will not be rebated under 
this contract because there will never be any 
unearned finance charges to rebate. If you default _ 
and we repossess the vehicle, we may, at our c 
option, allow you to get the vehicle back before we ~ 
sell it by paying aU past due payments. late c 
charges, and expenses (reinstate). ) 

Used Car Buyers Guide. The information you see on ~ 
the window form for this vehicle is part of this contract. a 
Information on the window form overrides any contrary ( 
provisions in the contract of sale. <; 
Spanish Translation: Gula para compradores de 'i 
vehfculos usados. La informacion que ve en el formulario a 
de la ventanilla para este vehiculo forma parte del 2 
presente contrato. La informacion del formulario de la 
ventanilla deja sin efecto toda disposicion en contrario ~ 
contenida en el contrato de venta. ::i 

Q) 

Q) - HOW THIS CONTRACT CAN BE CHANGED. This contract contains !he entire agreement between you and us relating to this contract ~change to this ronbact 
must be in writing and we must sign it No oral changes are binding. Buyer Signs Xes Jg. PI. sJJ.. Co-Buyer Signs X C 1~ 
If any part of this contract is not valid, aD other parts stay valid We may delay or refrain from enforcing any of OUf rights under this contract without losing 

~ 
Q) them. For example, we may extend the time for making some payments wHhout extending the time for making others. 
~ You authorize us to obtain infol11lation about you, or the vehicle you are buying, from the slate motor vehicle department or other motor vehicle registration:::J 
(.) 
(.) authorities. 


See the rest of this contract for other important agreements. 

c:; 

: The Annual Percentage Rate may be negotiable with the Seller. The Seller may assign this contract 
2 and retain its right to receive a part of the Finance Charge. 

, 	
NOTICE TO BUYER. - -DO NOT SIGN THIS CONTRACT-IN-Bl:ANK-.-	 - 

YOU ARE ENTITLED TO AN EXACT COpy OF THE CONTRACT YOU SIGN. 
KEEP IT TO PROTECT YOUR LEGAL RIGHTS. 

Buyer Signs X DSjg. n. sll Date 0112112013 Co-Buyer Signs X DPu,u ~. ~ Date 0112112013 

You agree to the terms of this contract. You confirm that before you signed this contract, we gave it to you, and you 
were free to take it and review it. You acknowledge that you have read all pages of this contract, including the arbitration 
clause on page 5, before siging below. You confirm that you received acompletely filled-in copy when you signed it. 

Buyer Signs XES Sf. n'sJJ Date 0112112013 Co-Buyer Signs X ERnul Uul Date 0112112013 
Co-Buyers and O1her Owners - Aco-buyer is aperson who is reliJOOsible for paying the entire debt An other (1N1Wlf is a person whose name is on the title 10 the vehX:Je but does rot haw 10 pay 
the debt. The other owner agrees 10 the security inlerest in the vehicle given 10 us in this contract 

Other owner signs here X N/A Address 	 NlA 

Seller Signs COCCIA FORD INC Date 0112112013 By X F Ii? 	 TIUe Finance Manalil1 
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577 EAST MAIN STREET
Piche:J t"rlN c.o.r u.p WILKES-BARRE, PA 18702 

570-823-8888 FAX 570-823-6484On 5/30/ls 
WWW.COCCIACARS.COM 

··'lJ:mtCLE·tbOO3:F±&TrON· L!M~:oo1 • ···DATRom···· ::twoIcliNO.·· . 
STEPHEN N. SOLANICK IFMCU9J96DUB50157 3334 05/3'0/13 07061 
820 STONY MOUNTAIN RD 
TUNKHANNOCK PA 18657 '.~ .....~••••.•....•...... <>< ·:Ji1{)l)I¢i(i 

•• 
;(:01.01<..< ..........• ......... ·•••···~.·•.so... 

13 FORD ESCAPE TIT DEEP IMPCT 00000 ~ 

CuSr,NO. LtcENSE ' .. ... HOO,PHD-tm '.' ..•... .. woIt&.l>HONIii '.: ··.·i.···.· .sTbCioo;,.·IPROn::DATB'.· ·..SBRV;ruw;< .... 'rB'RMs;.. ··· .,,: . 

38707 ENX0574 570-836-1983 - - B1854 00/00/00 432 CASH 
, 

COST. LABOI<. RATE ·...tinIv.DATil< .•.l>ELiV)iliJ.iES :., MILEAGE . IN.' : .' .DATE.IN . '. .m+sERvD.J\.'r:it .. ' . 

75.00 01/21/13 3315 OS/22/13' 01/21/13 

DEAR CUSTOMER, YOUR SATZSFATZON IS OUR #l GOAL. IF YOU CAN NOT SCORE THB MANUFACTURER'S SURVEY QUESTIONS COMPLETELY 
SATISFIED, PLEASE CONTACT US AND WE WILL DO EVERYTHING IN OUR POWER TO DESERVE A COMPLETELY SATISFIED RESPONSE FROM 
YOU. WE TRULY APPRECIATE YOUR BUSINESS. THANK YOU. RUDY PODEST PARTS AND SBRVZCE DIRECTOR 

~~."':.'... ". OP .wtiif. ..:. ,.. ';FAIt;-.cP TECH, ". HOuas-/Q'rrti.'l;>li: '.' . '. .. AMOUNT 

A 
~om Customer States engine fault comes up on display screen as driving and 

vehicle seems to be bucking. 
f=or TECH PERFORMED IDS TEST FOR ANY CODES, CHECKED OASIS FOR ANY SERVICE 

MESSAGES OR TECHNICAL SERVICE BULLETINS, BOTH TECHNICIAN & MANAGEMENT 
** DROVE VER[CLl;;" SEVER¥>. TIMES. CALLED HOTLINE FOR ASSISTANCE

.',':" . 

INSTRUCTED TOREQtp3ST#10634i8l, WAS RUN A' SELF TEST'" ON ALL' MODULES 
IF .. ANY. TORQUE RELATED DTC (CODES) ARE PRESENT PROCEED WITH THE 
APPROPRIA'rE.DIAGNOSIS TO IDENTIFY THE ROOT CAUSE. ALSO SPOKE TO 
FIELD SERVICE ENGINEER AS WELL 
AGAIN IF CONCERN CANNOT BE DUPLICATED RETURN VEHICLE TO CUSTOMER 

A20 
Line Total . . . . . 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COPY - PAGE 01 Printed: 05/30/2013 @ 14:38 
STAT£><ENT OF Drsct.AiMEa 00 behalf of servicing dea1er f r hereby certify that tile information contained 

The factory ltarranty constitutes all of the warranties: with respect t.o the hereon is accurate unless othervi&e shown. tfarromty services described were 
sale of this item/it-ems. The !Oeller hereby expressly Oisclaims all performed at no charge to owner. Tbere Vil$ no indicat.ion from. the appearance of 
warranties either express or implied. including any implied va=ant y of the vehicle or otherwise. that any part repaired or replaced under this claim 
merch.a.n.tability or fit:ness for a particulM::' purpose. seller neit..he.r had been connected in any way vith any accident. negUgt!DC'e or misuse. Records 
assumes nor authori~e5 any otber person to assume for it any 1 Labilitv in supporting this claim are available tor III year from t.he date of payment noti:fi .. 
connection vi tb tne sale of this item/it.ems ~ 

" 
serviCing dealer for iDspection by manufacturer~s ~presentative. 

..) PLAINTIFF'S« 
(!) EXHIBITw 
..J 

6ctlSTOMER SIGKATI.1R£ w DIlALItlt. Gl!:IIERAL IWIAGBR OR A11I'HORIZJItI) PElIGON 11lI<Tl!) 

~ 
(J) 

.:, 

..J 
<l ... 
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rh;.s c.oPy 'I'~ ho'm Qo..\ewo.,y ~~J, ~nkha.hn1h 
Pho~e. it (... gOO-573- 18a1 

I 

Pass· PSCM 

Pass· ReM 

p~~$. RFA 

Pass - BGT(~i 

Pass· $Oi)·L 

U0043:00-29- BCM 

Selec:t Option 

""" 
:,.;, '.' 

PowllrtrAlri Control Module 

• ..!l 

• 
• I·D~scriPtion.- PQ1,06~ .. 

..!It- : 'r.': MAP/BARO.Sen80rRA';~"'Pllrfl'lImAI'\"'! 
• .., 'Failure Typ~ ·00 ,,''', 

lio Additional Failure Type Information forthla Oi-'~ ~.. 

Status· 64 (Indeterminate) 

r. I 

,.-l"" 

•
• 

. I . 
F.putt previously detec:ted but monitor has not completed to determine 

Diagnostic Protocol-14229 

Select I button help for additional atlon on 14229 OTC structure 

.. .:J 

[§)-....

CJ 

~ 
[j] 

J)a.t:e - j\J.ne. ~G,I ao\3, , 
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C()..'(' +ouHZd \ Q :a. 0 u.ne d..J.n I I I 

J.p~ c..~e. cl 'cY\ \{ cor COCCIA FORD LINCOLN 
577 EAST MAIN STREET 

U~ Ju.\y \st WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

STEPHEN N. SOLANICK 
820 STONY MOUNTAIN RD 

~ 

IFMCU9J96DUB50157 5525 

TUNKHANNOCK PA 18657 . YEAR. .'~. MODEL; .... 

13 FORD ESCAPE TIl 

~ 

07/01/13 

CO~ 

DEEP J.l"lJ:'C"1 

·CUST.NO. .~.-.; C""'" .~; ::.".;.;; 
'. '.'.',.:,'. ["OU .•. <:/....••.. '~/ " ......\ I',> . ~""'~..,,:.' 

38707 ENX0574 570-836-1983 - - B1854 00/00/00 096 

m.NO 

08574 

I.TAGNO 

00739 . 
I..,"~. . F·",' 
CASH 

. COsT, IABoRRA'l'E '. trl~l'.~f\J.ni~ .• ,.... I. )"1 I 
•....•'."., ..'....•,•• ><.¥> ·,•••... 2(.'·.·, • 

85.00 01/21/13 5525 06/26/13 01/21/13 

DEAR CUSTOMER. YOUR SATISFATION IS OUR #1 GOAL. IF YOU CAN NOT SCORE THE MANm'AC'I1JRER' S SURVEY QUESTIONS COMPLETELY 
SATISFIED, PLEASE CONTACT US AND WE WILL DO BV:&RYTHING IN OUR POWER TO DESERVE A COMPLETELY SATISFIED RESPONSE FROM 
YOU. WE TRULY APPRECIATE YOUR BUSINESS. THANK YOU. RUDY POD:&ST PARTS .AND SERVICE DIRECTOR 

Lnm·.·· oP;C'ong ·T!!Clt.· < ." .' "': . ·"AMOUNT-..~ '. 
'TYPE .. 

A 
~om CUstomer States TOWED TO SHOP, CHECK ENGINE LIGHT ON. 
~or IDS TEST, PIN POINT CODE POI06, TESTS DM, RPLACED MAP SENSOR ROAD TEST 

OK, 
A20 .70 W 

X AG9Z 9F479 A SENSOR ASY 1 W 
Line Total. .... 

B + 
~om CUstomer states A/C SYSTEM STOPPED BLOWING COLD AIR FOR TWO HOURS ON T 

RIP TO OHIO. THEN STARTED WORKING OK. 
~or CHECK A/C SYSTEM-OK. MAY HAVE BEEN DUE TO MAP SENSOR FAILURE 

A20 
Line ~ ___ . 

warranty Claim Type: F Authorization Code: 

TOTAL-CUSTOMER NoCharge 

CUSTOMER COpy - PAGE 01 Printed: 07/01/2013 @ 09:37 
S'l"ATEMltNT OP DISCLA:lMllR On behalf of servicing dealer. I hereby certify that the information contained 

The factory warranty constituteg all of the warranties rit:.h respect to the hereon is accurate unless otberwise shown. Warranty 3e-rvices described were 
sale Qf tbis iteut/itelDS . Ttte Seller hereby expressly disclaims all pertoXll"led at no charge to owner. Tttere was no indication from the appe-.ra.rtCe of 
wa.rranties: either erpreGs or implied. including any implied warranty of the vehicle or ot.hervise. tbat any part repaired or replaced under tl1i. claim 
merchantability or fitnesC for a particular p\lrpo3e~ seller neither had been con.neeted in any way with any accident, negligence OY t\\isuse. Recoms 
assumes nor authorizes any other pe.t"son to asSUIlle for it at}y 1 :t.hi 1 io supporting tb~s claim are available for Ii' year from the date of payment notifi
connection with the sale of t:his item/items, 

,..~ 
-4 dealE!:T for inspectiOtl by manufact.urer's reprt'!sentative, 

..: PLAINTIFF'S 
~ EXHIBITw 

CUS'l'OMER SIGNI\T\lRE ..J J>_ 'SALItR. GliNli:lU\L MANllGBR OR AUl'HORUBD PERSON (DA'!'!!Iw 

~ 
<f) 

~ 
..J..,..: 
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~/. .. COCCIA FORD LINCOLN 
" - 577 EAST MAIN STREET 

,. WILKES-BARRE, PA 18702 
570-823-8888 FAX 570-823-6484 

WWW.COCCIACARS.COM 

08574 
820 
SOLANICK;STEPHEN N. 

38707 

85.00 01/21/13 

r authorize the repair work herein set forth to be done along with the 
YOUR COMPLBTE SATISFACTION :IS OUR GOAL 
WELCOME! .TO COCCIA roRD LINCOLN 

necessary _terial and a<p'ee that you are not responsible for loss or 
WE APPRECIATE YOUR BUSINESS damage to vehicle or art1cles left in vehicle in case of fire. theft 

Or any other cause beyond your control or for any delays caused by
SERVICE DBPT HOURS OF OPERATION 

7: 00 l\JOI UNTIL 5: 3D PM 
UNTIl. 2:00 PM 

permission to operate the vehicle herein 
sevhere for the purpose of testing and/or inspection.
chanlc's lien is hereby acknowledged cn 

THE DIFFER£IICB 

"Description Ped$ 

a DUn f repairs the eto I 

2YR 36000 RENTALCARE o 36000 

unavaJ.lability of parts or delays in parts shipments. I hereby grant 
MONDAY THltU FRIDAY on streets, highways or 
SATlIRDAY 1:00 AM An express

the vehicle tc secure the 

!IllERE SERVICE M.AXES 
_CASIl _CHARGE 

Company 

FORD SSP 

~stomer States ENGINE LIG~,gJ;!Z~~'liiw.jrpjl;}TOIfED TO SHOP;' 

~ .-fl1J/ ;:&/ /l/,1'vf Coti!-5 AJII tpF~ :r;u1ypl /.Jb~ {) &2
MA- l-A"'I! .48$t'/vr~ foBS 5Ca/;,tP/'f /) (pjOlYtS"5 

STONY MOUNTAIN RD 
TUNKHANNOCK PA 18657 

ENX0574 570-836-1983 1/21/13 096 2096 

1FMCU9J96DUB50157 5525 06/26/13 17:24 

/ -v,lf/I ~U/ //' 1~.t:f7!J.oU p / 

t/~/t:: j·yjTC'.d/ ?/fV/~(PJ /Jrdt.v, ",.;V?- Co /4/~ ',1'~,;f :;2 /7/.5 

Oil.! j/?tt' ,0 {}? Ih tJ, TA"'4 517l;"j&!// {Vc?/C.£"//t/ t9;( 


SHOWN BELOW ~~~~OST~EGEN:r~E;,E~,,~:cli:S:.....l?;~~~EQru.-tED' ON'Y0W.1~f7LE "t; 
R.O.# DATE.MILBSS.}).. OP::COl)E".TECH DESCpP,~CQbE''I'EcH D~C. OP-CODJi:TECRDESC.> " 

7061 5/22/13 3315 432 I A20 engine fault CLOANER C32 LOANER 

1492 1/21/13 22 458 I A41 BATTERY DEAD ISEI A41 STATE £MISS I lSI A41 STATE INSPEC 
98145 11/ 9/12 22 224 W A28 Field Servic IPDI A28 PRE DELIVERY ~ 

]~71 f)p,'vtJ!;:r:;:1-;1 .. ~?:;;~ 
BASED ON cuRRENT .MILEAGE ·THE·MANUFACTu:RER cREGOMMENDSTHEFOLLOW'tNS"SERVICES:':::'; 

MIi.ES MONTH OP-CODE DESCRII?TION 'MI~r16lih:ii;)i?fe6b~~D~(jhrtlo~ .".".,,:,;::," 

age 1 - LAST PAGE - 06/26/13 17:24 

~-------------------------------------------~----------------------------------------------~ 
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u.s.POS1'AGE»PmaY!IOWES 

~ ~-;;:-MF ,1V~I ', ~ 

== 
ZIP 19002 ~ ~.3\10 
02 1" Q w,,\Wo 
0001378695 JUL 11 2013 

~-\\l\\\'\I\\\\\\\l\~~\"~-· 
7012 3050 0001 3429 0155 

First Class Mail 

~/-

KIMM.EL & SlLV'ERMAN 
30 li~ilst Huth!T \'ikc, A1UblcT. P." 190{)2 

---- ------_._.._
TO: 

Ford Motor Company 
clo CT Corporation System 

116 Pine Street 
Suite ]20 
Harrisburg, P A i 71 0 1 
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Case Print Report 
•Case Number CAS-2625956-Z0V3XO 

Case Opened Date 5/28/20134:32 PM 

Case Closed Date 6/12/2013 

Case Status Resolved 

Case Last Modified 6/12120132:01 PM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> FIN Assist Request> CCT Criteria 

Customer Name

Customer Number  

 

TUNKHANNOCK PA  

Email 

Dealer Coccia Ford Lincoln 

VIN 1FMCU9J96DU

Year 2013 Make FORD 

Model ESCAPE Body Style U9J - TITANIUM 4X4 4-DR 

Symptom 

Level 1 Driver Aides & Information 

Level 2 Warning Indicators/Messages/Chimes 

Level 3 Service Engine Soon (engine image) 

Level 4 Stays On 
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Case Print Report 
Case Number CAS-2625956-Z0V3XO 

FordCRMAppUserAccount CRM 5/28/2013 4:36 PM 

--C/W ROSE SOLANICK 
--5708361983 
--SPOUSE 

--1 FMCU9J96DU
-13 ESCAPE 
-3000M 

--CUST SAYS 
--CK ENGINE LIGHT CAME ON TOOK TO DLR 
-DLR ADVISED ITS NOT READY YET NEED TO DIAG MORE AT THIS POINT 
--I HAVE A LOANER NOW 
--I HAVE A TRIP THIS WEEKEND 
-WHAT OPTIONS DO I HAVE AT THIS POINT 
--I DONT FEEL SAFE IN THIS VEH NOW 

01394 
Coccia Ford Lincoln 
577 E Main Street 
Wilkes-Barre, PA 18702 
Tel:(570) 823-8888 

--ADVISED CUST 
--SPEAK TO THE S/M ABOUT THIS ISSUE 
--CAS-2625956-Z0V3XO 
-- I will escalate your case/request to our Ford Regional Customer Service Manager who works daily 
with your dealership's management team (his name is AUSTIN). The Ford Regional Customer 
Service Manager has access to all Ford resources and will use these resources to assist you and 
your dealership regarding your situation. The Ford Regional Customer Service Manager will receive 
the information you have just provided me and will do a thorough review on your behalf. You can 
expect a phone call from your Customer Service Manager within 2 business days. 

CRM Admin Team 5/29/2013 2:47 PM 

"By Stephen Mizenk" - dealership contacted customer. advised customer that vehicle is passing all 
test performed on vehicle. dealer contacted tech hotline. hotline advised dealer to try to duplicate 
customers concern. dealer has driven vehicle over 20 mile and concern has not been duplicated. 
customer dose not feel confidentthat vehicle is ok. customer wants to get out of this vehicle. this is 
the 3rd ford product she has purchased but does not feel confident in this vehicle. she wants out of 
this vehicle or she will trade it in on a toyota pproduct. 
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Case Print Report 
Case Number CAS-2625956-Z0V3XO 

Dionne Grace '5/29/2013 3:53 PM 


CCT Dee assisting CSM Austin while out.. 

2013 Escape 

1 FMCU9J96DU
WSD- 1/21/2013 

3000 MILES 

ISSUE- CK ENGINE LIGHT, ENGINE FAULT 


See below notes from dlr. Tech hotline contacted on veh who adv to try and duplicate the issue. dlr 

adv test drove veh 20 miles total from date veh came in (5/22113) and not able to duplicate concerns. 


SA called cust and cust not confident and does not trust the product. 

Cust wants out ofthe veh if unable to find the problem and fix and will trade on a Toyota product. 


Obc to dlr, spoke with SA  who adv cust brought veh in 5/22113 due to engine fault msg. test 

drove veh about 5 miles per day while hot and cold engine and not able to duplicate the msg. drove 

veh a total of 20-25 miles so far. 

All test done and come back with no codes. 

SA adv cust has trip planned for Friday and if no resolution will trade veh. 


Questioned if too soon for the VDR flight recorder and sa adv VDR is out on another veh. 

Adv sa will speak with cust. 


Obc to  and cust adv took veh out for a drive and felt like it was bucking (missing) then 

took veh home. The next day took veh out again for a ride and it did the same thing. 

Called the dlr to take the veh in. drove to the dlr and the veh did not do the same thing. 

Going to drive granddaughter home back to Ohio and don't feel safe driving the veh with 

granddaughter. 


No longer want the veh, don't trust driving the veh, have been without the veh since last week, have 

a veh pymt comeing up and don't have the veh & no longer trust the veh. 


extended premium maint and cust refused. 


cust states will call the dlr and look into another veh. cust will be getting rid of the veh. 

cust states will call back if decides to no trade in the veh. 


set flu for monday 6/3/13 

Austin Duggan 6/3/2013 9:29 AM 

-CSM AUSTIN EXT 77803- OBC TO THE DEALER AND SPOKE TO STEVE THE SIM AND THEY 
COULD NOT GET THE CHECK ENG LIGHT TO COME BACK ON AND DID NOT FIND ANY CODE 
IN THE SYSTEM - DEALER DID CONTACT HOT LINE AND HOT ADVISED TO TRY AND 
REPLICATE THE CONCERN, IF NOT RELEASE THE VEH BACK TO THE CUSTOMER
CUSTOMER LEFT ON FRIDAY 05-31-2013 FOR A TRIP TO OHIO SET CUSTOMER FlU FOR 06
07-2013 

Austin Duggan 6/7/2013 12:42 PM 

-CSM AUSTIN EXT 77803- OBC TO THE CUSTOMER@5  UNABLE TO CONTACT 
THE CUSTOMER AND LEFT A VIM AND SET FlU FOR 06-12-2013 
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Case Print Report 
Case Number CAS-2625956-Z0V3XO 

Austin Duggan 6/12/2013 1:59 PM 

- CSM AUSTIN EXT 77803- OBC TO THE CUSTOMER @  UNABLE TO CONTACT 
THE LEFT VIM AND CLOSED THE CASE CUSTOMER IS STILL OUT OF TOWN 
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Case Print Report 
Case Number CAS-2625956-Z0V3XO 

Dionne Grace ·5/29/2013 3:54 PM fmc _ transferescalate 	 Transfer 1Escalate 

Austin Duggan 6/3/20139:31 AM fmc _schedulefollowup 	 Schedule FOllOW-Up 

Austin Duggan 6/7/2013 12:43 PM fmc _ schedulefollowup 	 SOLANICK CAS
2625956 (04 CASE) 
COCCIA FORD 570
823-8888 

Austin Duggan 6/12/20132:00 PM fmc _ schedulefollowup 	 SOLANICK CAS
2625956 (04 CASE) 
COCCIA FORD 

Austin Duggan 6/12/20132:01 PM fmc _ closecase 	 Close Case 

Austin Duggan 6/12120132:01 PM incidentresol ution 	 Case Resolution 
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Case Print Report 
Case Number MRS-18117417831415 80100001 

Case Opened Date 6/28/201312:32 AM 

Case Closed Date 6/28/2013 

Case Status Resolved 

Case Last Modified 6/28/20139:54 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> ROADSIDE ASSISTANCE> 
ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED 

Customer Name  

Customer Number  

 

TUNKHANNOCK PA  

Email 

Dealer 

VIN 1FMCU9J96DU  

Year 2013 Make FORD 

Model ESCAPE Body Style U9J - TITANIUM 4X4 4-DR 

Symptom 

Level 1 Maintenancel Pre Delivery 

Level 2 Pre Delivery Check 

Level 3 Other 

Level 4 Other 
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Case Print Report 
Case Number MRS-18117417831415 80100001 


ROADSIDE 
ASSISTANCE-TOW
FLATBED 

DISPATCH COMPLETE 
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Server: AWS Prod 
Claims loaded through: 17·JUL·2013 

Vehicle Information Report 

GENERAL VEHICLE INFORMATION: (Related Claims) (QLS Concerns) 
VIN: 1 FMCU9196DU  V.hlcl. Line WERS: T/M2· C520 NA (ESCAPE)! 13·[41 Engln.: TffP· 2.0L 16V TIVCTTIC 230PS GAS 

ModeIV..r: 2013 Vehicle Lin. AWS: M1·ESCAPE Global Engln.: 

V.hicl. Type: T V.hlcl. Lin. Global: M3· ESCAPE (NA·LOUISVILLE) Engln. Planl: *. NIA 

Inv. D<laler: Drive Cod,: T/E·4 WHL UH PART TIME DRIVE Transmis.«lon: T/W6· 6 SPD AUTO TRANS 61' MID·RANGE 

V.hicl. Slatus Code: 800 Body Cab Style: TIWE· 5 DOOR LlGHTTRUCK Global Trans: 

Market D<lrived: !'·""ORD Ve..ionlSerie.: T/C6 - BASE #4 SERIES Trans Pl8 nl: '. NIA 

BUILD INFORMATION: 
Region Buill: NA NORTH AMERICA A....mbly Planl: AN - LOUISVlLLE PLANT BUILD V.hide Load 081.: 05·NOV·2012 

Country Built: USA . UNITED STATES Production Date: 02·NOV·2012 

SALE INFORMATION: 
Region Sold: NA· NORTH AMERICA Arrival Oat,: IO-NOV·2012 R.d Carpet Lease: 


Country Sold: USA· UNITED STATES Sale Date: 21-JAN-2013 Fle.tIR,taiVCo. Lease: R 


Vehicle Count Flag: Y Warranty Slart Oat.: lJ·JAN-10J3 Modirled Vehicle: 


Selling D<lal.r SlIProv: PA Original WSI): 21·JAN·2013 Warranty Slatus Ind: 


Selling Dealer lcode): COCCIA fORD LINCOLN [! 16302· 'I V.hldeExport Flag: N 


VOC: 
---------1--------2---------3-- ...------4-----...---5---..-----6---------7---------8---------9..--------0---------1---------2---------3---------4---------5- ...-------6--------
u9JD1JS501S7105 y p 9 2 27"0373 OJ I 2 631.. (;2 U 62 62S45 1 YB 3161.3021 3 J4 fK aa4"''' 91FMC619 COlA 96PA 

EOC: 
---------1---------2---- ... ----3-----..---4---------5---------6---------'1--------9---------9---------0---------1--------2--- ...-----3---------4---------5-·...------6----.---

INSTALLED OPTION INFORMATION: 
Air Conditioning: T/G DUAL ZONE AUTO TEMP CONTROL AC Color(Trim): OOODW • CHARCOAL BLACK Navis Engine Serial #: 140912024726 

Alternator Amp Rating: BY D<lUvery Type: 0 Paint: PN4B7 DEEP IMPACT BLUE 

Audio DIsk: Drlvesh.n Cod.: Power Antenna! • INIAl 
Axle Ratio: EGACE· 3.07 FINAL DRIVE RATIO FrontS..t: T/H· SEAT·INDIVIDUAL WB DRVIPA.~S Radio: F4· 

Axle Type: "INIA) Fuel Type: AF . UNLEADED ~lJEL CAPABILITY Sound Syst.m: • . INIAl 
Battery Amp Rallng: SB Fuel Type Engine: G . Gas Tire Manufacturer; • -INIAl 
Brake Code: • INIAl GVW CI.... Code: C Tire Brand: *
Brake Code(S.rvice): *-INIAI Instrumentation: AN· CONVENTIONAL INSTRUMNT LEVEL 3 Tire Size: D31C2- 235145 R19 95H 

Calibration Code: DM21A20A Mirror(Drtver Side): CG DRIVER POWER W/O PUDDLE LMP Traction Control: • • [N/A] 
Color(Accen!): '-INIAl Mirror(Psngr Side): '·INlAI 

TRACEABILITY INFORMATION 
~ ,..... _._.__ ....._-_ .. _ ... _- ----, 
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Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


Folder Number: File Report To This Folder File Reflort To A Folder Exists in FOlder(s) 

r!nniiuillumllm IUiiT2biit.... Download Options 

Report Detail Section: View Details Attachments: 0 

Report# : DEVG0004 NHL Received: OS/22/2013 

CCRG/EPRC: Reviewed Status: Date: 

Vehicle: 2013,ESCAPE 4X4 (2013 -
) ,TITAN ,4X4 ,MPV ,1FMCU9J96DU  Build Date: 11/02/2012 

Odometer: 3,315 M Engine: 2.0L GTDI Calibration: DM21A20A 

Transmission: 6SP 6F MID Axle: 3.07 RATIO A/C: YES 

Dealer: USA 01394 Coccia Ford Lincoln Phone#: 
(570) 823
8888 

City: Wilkes-Barre State: Pennsylvania Country: USA 
Originator: JOE NOON 

Symptom: 5 54 2 39 DRV PERF,LACK/LOSS PWR ,ACCEL,INTERMITTENT 

Status: 
VFG: V52 DRIVEABILITY 

Additional 
ENGINE FAULT DISPLAYSymptom: 


Fix: Causal Component: 

Condition Code: 


Hotliner: BGRAHA43 Phone: 313 248-8050 Regn Cd: N3 Philadelphia 

Engineering: Phone: TAR: 

Dlr Contact: Phone: Title Cde: T 
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KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR OS/22/2013 04:33PM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 

WEB FORM DATA - CONCERN: ENGINE FAULT COMES UP ON DISPLAY SCREEN 

DIAGNOSTICS: IDS TEST NO CODES PARTS REPLACED: NONE TECH 

QUESTION: HAVE YOU SEEN THIS CONCERN 

RECOMM OS/22/2013 04:33PM BRIAN GRAHAM MSS - FCSD - TECH SVC HOTLINE 
GOOD AFTERNOON JOE, UNDERSTANDABLY INTERMITTENT CONCERNS CAN BE 

DIFFICULT TO DIAGNOSIS ESPECIALLY WHEN THERE ARE NO DTCS PRESENT. 

THE ENGINE FAULT MESSAGE ON THIS VEHICLE IS THE SAME AS A WRENCH 

LIGHT. THIS INDICATED THAT A TORQUE RELATED FAULT OCCURRED. 

RECOMMEND IF NOT ALREADY PERFORMED TO RUN A SELF-TEST ON ALL 

MODULES. IF ANY TORQUE RELATED DTCS ARE PRESENT, PROCEED WITH THE 

APPROPRIATE DIAGNOSIS TO IDENTIFY THE ROOT CAUSE. IF NO OTHER 

MODULE DTCS ARE PRESENT, THE CONCERN WILL NEED TO BE DUPLICATED TO 

BETTER ASSIST YOU IN A DIAGNOSTIC DIRECTION. IF THE CONCERN CAN BE 

DUPLICATED AND ANY FURTHER ASSISTANCE IS NEEDED, PLEASE FEEL FREE TO 

UPDATE THIS FORM OR CONTACT THE HOTLINE BY PHONE USING YOUR CONTACT 

ID# (106341816) AT (1-800-826-4694) WITH ANY ADDITIONAL INFORMATION. 

REPAIR OS/28/2013 06:02PM BRANDON KARBUM MSS - FCSD - TECH SVC HOTLINE 
HAVE DTC IN BCM BIDOO B115E IN IPM - B U0131PAM U0420 PAM UI00B PCM 

WHERE DO I START STILL CONNOT VERIFY CONCERN I HAVE SPOKEN TO A FIELD 

SERVICE ENGINEER AND HE SAID THER ARE REPORTS OF THIS BUT YOU ARE 

WORKING ON IT ? WHERE DO I GO FROM HERE 

RECOMM OS/28/2013 06:02PM BRANDON KARBUM MSS - FCSD - TECH SVC HOTLINE 
JOE, THE CODES THAT HAVE BEEN PROVIDED ARE UNRELATED TO THE ENGINE 

FAULT DISPLAYED. THE PCM IS THE ONLY MODULE THAT CAN CAUSE THE MESSAGE 

CENTER TO DISPLAY THE ENGINE FAULT MESSAGE. PLEASE CONTINUE 

ATTEMPTING TO DUPLICATE THE CONCERN. IF YOU ARE ABLE TO DUPLICATE THE 

PE13-003.4 001149LC



CONCERN IMMEDIATELY SELF TEST THE PCM WHEN THE ENGINE FAULT MESSAGE IS 

DISPLAYED. AT THIS POINT THERE SHOULD BE A CODE PRESENT THAT CAN BE BE 

USED FOR DIAGNOSTIC DIRECTION. IF THE CONCERN CAN BE DUPLICATED 

AND THERE ARE OTHER SYMPTOMS PRESENT BESIDES JUST AN ENGINE FAULT 

MESSAGE FURTHER DIRECTION CAN BE PROVIDED. PLEASE CONSULT THE CUSTOMER 

ABOUT WHAT CONDITIONS THE FAULT OCCURRED UNDER, HOW OFTEN IT OCCURS, 

AND IF THERE ARE ANY OTHER SYMPTOMS BESIDES THE ENGINE FAULT MESSAGE 

PRESENT. Download Options 

File Relmrt To This Folder File Report To A Folder Exists in Rllder(s)Folder Number: 

ppn"l!!1!JtMf' 'HIA9Ul!f>1 mill .'#hi" ItVtllliNiltlal 

Requester: AMCCLE10 18-Jul-2013 

Report Summary Ford Proprietary, Private Retention: None 

Server: FCVWS962 
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Rpt. Analysis Home Report Mgmt Primary Report Mgmt Query Report Mgmt Indicator Summary Help Exit 

GCQIS Report Analysis 

Report Summary 

Report 1 of 1 


Query Name: REPORT RETRIEVAL 


File Rel)ort To This Folder File Rellort To A Folder Folder Number: 

Download Optionslipg""n",!!, 'PlMmlt1 mill epa nrmnWm,' 
Report Detail Section: View Details Attachments: 0 

Report# : ABXA5021 NHL Received: 02/24/2010 

CCRG/EPRC: Reviewed Status: Date: 

Vehicle: 2009,ESCAPE (J87) 
4X2,4X2,XLT,MPV,lFMCU03GX9K  

Build Date: 09/16/2008 

Odometer: 1,134 M Engine: 3.0L IVCT Calibration: 9M71A30A 

Transmission: 6SP 6F MID Axle: 3800F2.73C A/C: YES 

Dealer: USA 06531 Lamarque Ford, Inc. Phone#: (504) 443
2124 

City: Kenner State: Louisiana Country : USA 

Originator: JUAN WILLIAMS 
Symptom: 5 52 000 DRV PERF,STALLS/QUITS,UNKNOWN,UNKNOWN 
Status: 
VFG: V52 DRIVEABILITY 
Additional 

STALLS, NO CODESSymptom: 

Fix: Causal Component: 

Condition Code: 


Hotliner: TFUMEROL Phone: Regn Cd: C3 Memphis 

Engineering: Phone: TAR: 

Dlr Contact: JUAN WILLIAMS Phone: 504443-2500 Title Cde: T 
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KOEO: 
KOEC: 
KOER: 

Comments: 

REPAIR 	 02/24/2010 03:38PM TFUMEROL 

WEB FORM DATA - CONCERN: CIS VECHILE STILL STALLING 

OUT DIAGNOSTICS: EEC TEST NO CODES PARTS REPLACED:: NONE TECH 

QUESTION: ANY KNOWN CONCERNS PLEASE LIST ANY PERTINENT FREEZE 

FRAME DATA PLEASE LIST ANY VEHICLE MODIFICATIONS, OR TYPE NONE. 

RECOMM 	 02/24/2010 03:38PM TFUMEROL 
JUAN, DUPLICATE THE CONCERN FOR FURTHER TESTING. THIS COULD BE CAUSED 


BY LACK OF COMMUNICATION WITH THE PCM. THIS MAY BE DUE TO A CHAFING 


CONDITION IN A LARGE HARNESS BUNDLE CONTAINING SEVERAL CIRCUITS AND 


MAY RESULT IN A NUMBER OF DIFFERENT SYMPTOMS. TO LOCATE THE POSSIBLE 


DAMAGE, REMOVE THE POWER DISTRIBUTION BOX (PDB) ATTACHMENT HARDWARE, 


AND PULL IT AWAY FROM THE SHEET METAL. LOCATE THE HARNESS BUNDLE WHICH 


TRANSITIONS FROM THE PDB TO THE SHOCK TOWER. INSPECT THIS CIRCUIT 


BUNDLE FOR POSSIBLE CIRCUIT CHAFING AND A SHORT TO GROUND CONDITION AT 


THE POINT IN WHICH IT EXITS THE PDB. IF DAMAGE IS FOUND, REMOVE OR 


BLUNT THE SHARP SHEET METAL EDGE WHICH CAUSED THE DAMAGE, AND TREAT 


THAT AREA WITH A RUST PREVENTATIVE PAINT TO PREVENT CORROSION. FOR 


REPAIRS TO DAMAGED WIRES, BE SURE TO USE A WEATHERPROOF SPLICE TO 


PREVENT REPEAT REPAIRS. ISM 09-01-002 CHECK FOR SHORTED (14290) 


HARNESS CHAFFE - MULTIPLE ELECTRICAL CONCERNS 


AUDIT 	 07/02/201110:56AM 
SYMPTOM 607 0 00 CHANGED TO 5 52 000 BY CS012093 
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SUMMONS 
(CITAC/ON JUDICIAL) 

NOTICE TO DEFENDANT: 
(AVISO AL DEMANDADO); 
FORD MOTOR COMPANY, AIRPORT MARINA FORD, and 
DOES 1-20 1 

u/\ 
YOU ARE BEING SUED BY PLAINTIFF: 	 -,t I \ 
(La ESTA DEMANDANDO EL DEMANDANTE); 
JORGE R URTEZ 

FO!? CO!JIH (ISE ONL Y SU\\!!-100 
(SOLO PARA uso OF. U\ COIH,,) l

" "AUG 072013 . , '1 

JohRA. Cla.cb, Ei:tive Officer/Clclk' . 
BY tA.l.§I3.iW·· . 

- ~ jft ~ l>9uty 
~-----,-:---:---j

NOTICE! YOll have been sued. The court may decide against you without your being heard unless you respond within 30 days. Read the information 
below. 

You have 30 CALENDAR DAYS after this Sllmmons and legal papers are served on YOlllo file a wrillen response at this courl and have a copy 
served on the plaintiff. A letter or phone call will not protect you. Your wrillen response must be in proper legal form if you want the court to hear your 
cClse. There may be a court form that you can use for your response. You c'.In find these court forms and more information at tile California Courts 
Online Self-Help Center (www.courlinfo.ca.gov/selfhelp). your county taw library. or the courthouse nearest you. Iryou cannot pay the filing fee, ask 
the court clerk for a fee waiver form. If you do not file your response on time, you may lose Ihe case by default, and YOllr wilges, money, and proper.y 
may be taken without further warning from lhe court. 

There are other legal requirements. You may want to call an attorney right away. If you do not know an attorney, you may want to call an attorney 
referral service. If you cannol afford an attorney, YOll may be eligible lor freE: legal services from a nonprofit legal ~,ervices program. You can loca!e 
these nonprofit groups at the California Legal Services Web site (www./awhelpcalifornia.org), the California Courl!; Online Self-Help Center 
(www.courtinfo.ca·90v/selfhelp). or by contacting your local court or county bar association. NOTE: The court has a statutory lien for waived fees and 
costs on any settlemenl or arbitration award of $10,000 or more in a civit case. The court's lien must be paid before the court will dismiss the case. 
iAVISOl Lo llim demandado. Si no responde denlro de 30 dias, la corte puede decidir en su contra sin eSC(lCllar SIJ ve:·sion. Lea la info/macion a 
continuacion. 

Tiene 30 DiAS DE CALENDARIO despues de que Ie entreguen esta citacion y papeles legales par<1 presentar una respuesla por escrifo en esla 
corle y hacer que se entregue una copia al demandante. Una carta 0 una lIamada telefonica no 10 pro/egen. Su mspllesla por escrito lieno que eslrH 
en forma to legal correcto si desea qlle procesen su caso en la corte. Es posible que /laya un (ormulario que (ls/ed pueda IIsar para sa respuesta. . . 
Puede encontrar estos formularios de la corte y mas informacion en el Centro de Ayuda de las Cortes de California (www.sucorle.Ca.gov). el1la 
biblioteca de leyes de su condado a en la corte que Ie quede mas cerca. Si no puede paga,. la cuola de presentadon, pida al secretario de la corte 
que Ie de un formulario de exenci6n de pago de cuo/as. Si no presenta su respuesla a tiempo, ptJede perder el CilSQ por incumplimienlo y la cor/efe' 
podra quilar su sue/do, dinero y bienes sin mas adverteneia. 

Hay o/res requisitos legales, Es recomendable que /lame a un abogado inmediatameTlte. Si no conoce a. (In abclgado, puede /lamar a un Sf;lviciCl.C/e 
remision a abogados. Si no pllede pagar a un abogado. es posible que cumpla con los requisitos para obfener servicius legales grall.litos ue un', ,','.:, . 
programa de servicios legales sin fines de lucro. Puede enconlrar estos grupos sin fines de lucro en el si/io web cle California Legal Services, . 
(www.lawhelpcalifornia.org), en el Cen/fo de Ayuda de las Cortes de California, (www.sucoite.ca.gov) 0 ponilimdose en con/acto can la corle 0 01 
colegio de abogados locales. AVISO: Por ley, /a corte tiene derecl10 a reelamar las cuo/as y los costos exenfos por imponer un gravamen sabre 
cllalquier recuperacion de $10,000 0 mas de valor recibida median/e UI1 aCIJerdo 0 una concesi6n de nriJi/raje en lin caso de derecllo civil. Tiene que,'. 
pagar el gravamen de la corte ail/es de Que la corle pueda desechar el caso. . 

CASE NUMBER: The name and address of the court is: 
(M)me-ro del C:1.to):

(EI nombre y direcci6n de la corte as): 

SUPERIOR COURT OF THE STATE OF CA, FOR THE COUNTY 
OF LOS ANGELES, 111 North Hill Street, Los Angeles, CA 90012 BC51765.1 
The name, address, and telephone number of plaintilfs attorney, or plaintiff without an attorney, is: 
(EI nombre, la direcci6n y el numero de le/Edono del abogado del demandante, 0 del demandante que no tjene ahogado, es): 

HUMPHRIES FATONE, 12535 Seal Beach Blvd., Suite 210, Seal Beach, CA 90740 (562) 493-0289 

DATE: John A. Clarke Clerk, by CRIS.TiNA GRUAt..VA 	 ' Deputy 

(Fecha) ~(S::e:.:c~re~t::a:.:riO~)~.~~::;;::;::==::::::==========-....:(:...A:.:::dJ:::·IJ:.:.n:.:..to::,:..J 

(For proof of service of this summons, use Proof of Service of Summons (form POS-OW).} 

(Para prueba cle entrega de esla citation use <:1 formula rio Proof of Service of Summons, (POS-010)). 


fSEAL! 

.AUG 0 12013 

NOTICE TO THE PERSON SERVEO: You are served 
1. C as an individual defendant. 
2. CJ as the person sued under the fictitious name of (specify): 

3, 2J on behalf of (specify): ft."" I> h 1'tJ It Lt '" (J/tIlV 
under: 	G CCP 416.10 (corporation) c::J CCP 416.60 (minor) 

'.jc::J CCP 416.20 (defunct corporation} c:::::J CCP 416.70 (conservatee}'-" "oj. 

o 	 CCP 416.40 (association or partnership) 0 CCP 41090 (authOrized person) 

. ;',/ c::J other (specify); 	 "7 
4. CJZl by personal delivery on (date): i I t--J. L . 	 ".901 ~;1 

, . 

" '. f 
.,' }. 

" . 

;' :, . 

, '. 1 1 ' 

';; l 

_,I' 

-FO-""-A-dO-P-I.-d-'Q-r-Ma-nd-.I-ory-U-""-----------------S-U-M-M·-O-N-S-.:..--------------C-o<.I-O-O,-C-;v-il~pr-O-cc-:d-uru-::-.§-::4~12.20.4G$ 
::' :Judicial CouncilOr Calilotllia 	 www.coucJinfo.r:."f.f}<Jv 

SUM~100 (Rev. JIJly "',2009) 
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1 . HUMPHRIES I'J FATONE 
12535 Seal Beach Blvd., Suite 210 


2 Seal Beach, California 90740 

(562) 493 0289 

3 

Attorney: Michael S. Humphries SBN 182407 


4 Timothy F. Fatone SBN 215976 


Attorneys for Plaintiff 
',', 

" ,.'6 JORGE R. URTEZ 

7 


8 

SUPERIOR COURT OF THE STATE OF CALIFORNIA


9 


FOR THE COUNTY OF LOS ANGELES 


11 
JORGE R. URTEZ BC5176h:'1Case No.· ~.~ j.12 


COMPLAINT FOR DAMAGES ,', 
.13 
 Plaintiff, BASED ON VIOLATIONS OF 
SONG-BEVERLY CONSUMER'14 v. 
 WARRANTY ].\CT 

FORD MOTOR COMPANY, 

AIRPORT MARINA FORD, 


16 and DOES 1-20 


17 
 Defendants. 

18 

PLAINTIFF JORGE R. URTEZ ALLEGES: 


19 


AUG 07 zon 

I

21 


22 


Plaintiff entered into the contract in the above--en-titled case j.n
23 


the City of Los Angeles, County of Los Angeles, State of California. 
'f24 


III 

• ;' ••> 

III 

26 


III 

27 


28 


1 


COMPLAINT FOR DAMAGES 
'" 
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2 

3 1. 

, , 
i . ~ . 

. ' J '1 ~ ! 

II 

Defendant, FORD MOTOR COMPANY, and DOES 1 to 10 ~s and at all 

4ti.mes herein mentioned was a corporation organized and exis'tin9 mider' 

laws of the State of California. 

2. Defendant, AIRPORT MARINA FORD, and DOES 11 to 20 is and at all 

times herein men'tioned was a business entity organized and exis'cing ~.1nde:( 
,Ithe laws of the State of California. 

6 

7 

8 

9 

11 

12 

13 

14 

16 

17 

18 

19 

21 

22 

23 

24 

26 

27 

28 

FIRST CAUSE OF ACTION - BREACH OF EXPRESS WARRANTY 

VIOLATION OF SONG-BEVERLY CONSUMER WARRANTY ACT 
AGAINST DEFENDANT FORD MOTOR COMPANY I AI RPOR'l' MARINf\ 
FORD AND DOES 1-20. 

I 

In or about the year 2009, FORD MOTOR COMPANY manu:Eac'tlu:ed 'che 
': .. ' 'following new motor vehicle: a 2009. FORD ESCAPE Serial Number 

. 

.'"1:FMCU03GX9KA51013 (hereinafter "subject vehicle"). PORD MOTOR COMPANY 

manufactured the subject vehicle for its eventual sale to retail buyers. 

Defendants FORD MOTOR COMPANY and DOES 1~10. and each of them, appended 

to the subject vehicle an express warranty; undertaking to preserve or 

maintain the utility or performance of the subject vehicle by means of 

a written statement designed to accompany the subject vehicle. 

J",~'l "'" 
":, 

III ,; 
, 

: 
, 

.' :' ~ 

III I ' 

", ,,' 
~ .

" 
) : ' 

2 '.: . t • 'l: 

" j. 

'------------------------------,,----~--~-,---.,-,:"-- ' 

COMPLAINT FOR DAMAGES , ' , .. 't'; 
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13 

14 
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16 

17 

18 

19 
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21 
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23 

24 

25 

26 

27 

28 

I 

. t '" 'j 

. ';!. 
" 

" 
II 

On or about February 8, 2013, in Los Angeles, California, a J:-e't"ail " 

mE~rchant, AIRPORT MARINA FORD, sold the subject vehLcletothe I' lain'tif::: •. 

for Plaintiff's personal use ot retail for the amount of $35,997.00. AI 
true copy of the sales contract between the parties is attached hereto 

as Exhibit A and made a. part hereof by :ceference. Al't:houghthe sl.1bj ect.; I 
vehicle was sold to Plaintiff as a "USED" vehicle with 8,101 miles, 

Defendant FORD MOTOR COMPANY's express warranties covering the subject 

vehicle remained intact and enforceable. , ,.In addition, Plajntiff was " , 

provlded with an additional express warranty by Defendants PORD MOTOR, '.: 
';: :. '" 

COMPANY , AIRPORT M]"\.RINA FORD and DOES 1-20, and each of t!iem ,a:s 'l:,i~Ei, :: :!' 
".;' . 

v(:;hic Ie was sold as a Certified Pre-Owned (CPO) vehicle" 

III 

,.',' 

In connection with the sale, Plaintiff received the re~alnder of the 

original express warranty of the manufacturer in that the written 

statement of Defendants, FORD MOTOR COMPANY and DOES 1-10, and each of 

them, described above, accompanied the 'subject vehicle. In addition to 

the original express warranty provided by FORD MOTOR COMPANY, Plaintiff; 

received an additional express \'I1arranty from FORD MOTOR COMPANY, AIRPORT, 

MARINA FORD and DOES 1-20, and each of them, as the subject vehicle wa~': 

sold as a "Certified Pre Owned" vehicle. .;., 

IV 

' "',:, 
, . '. 

Within the express warranty periods, Plaintiff discovered that',~he 

subject vehicle failed to conform to the manufacturer's and retail~r·~~,I' 

3 


COMPLAINT FOR 'DAMAGES 
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10 
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12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

27 

28 

. ::', 

spec i f ications, in tha't the subject vehicle was de fecti vely manuf aC'tnreci. ' 

designed or assembled. Plaintiff thereon attempted to act on Defendants' 

express warranty, as subject to the requirements of the Song-Beverly Act, 

under which Defendants FORD MOTOR COMPANY, AIRPORT MARINA FORD and DOES 

1-20, and each of them, were required to and did maintain local service 

and repair facilities. 

v ,'. ,I 

',', 

However, within the expn~ss warranty periods Defendants I FORD~O:f:o:~'tJ 
i.~ 

COMPANY, AIRPORT MARIN}'\ FORD and DOES 1-20, and each of them, \Alillflll.lv,,;,', 
~, .. .,' 

':' 

violated the provisions of the Song-Beverly Consumer Warranty Act abc\ 
, 

breached the express warranty made 'to Pla.intiff, int:hat Defendant.s F',qRD 
',IMOTOR COMPANY, AIRPORT MARINA FORD and DOES 1-20, and each of ,them, 

failed to conform the subject vehicle to their express warranties within 

a reasonable number of attempts or within 30 days. Also, FORD MOTOR 

COMPANY, AIRPORT MARINA FORD and DOES 1-20, and each of them, failed to 

return the consideration paid by Plaintiff, or failed to replace the ; 

defective subJect vehicle. Plaintiff performed all conditions precedent 

necessary to require the contractual performance of services by 

Defendants. Within the express warranty period, Plaintiff gave 

notification to Defendants of their express warranty breach, but 

DE!fendan'ts, although receiving such notification, failed to repl~ce', 

" 

subject vehicle or return consideration paid, although Plaintiff 

persisted in reminding Defendants of their warranty obligations. 

/ / / . .. 

/ / / 

/ / / 

4 

COMPLAINT FOR DAMAGES 

" , 
.'. ,-.J 

, , 

' 
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VI 

Plaintiff was damaged as a resul·t of such vJillful breach and 

violation in that Plaintiff is obligated to the lender, under the sales 

contract, In the amount of $15,997.00. 

.'VII 


By reason of Defendants' failure to restore the consideration paid 

by Plaintiff, Plaintiff has been specifically damaged in the sum of 

$35,997.00. Pursuant to California Civil Code Section 1794, Plaintiff is 

entitled to actual damages and a civil penalty which shall not exceed two 

times the amount of actual damages and reasonable attorney fees according 

to proof. 

SECOND CAUSE OF ACTION - BREACH OF IMPLIED WARRANTY 
VIOLATION OF SONG-·BEVERLY CONSUMER WARRANTY ACT 
AGAINST DEFENDANTS FORD MOTOR COMPANY, AIRPORT 
MARINA FORD AND DOES 1-20. 

I 


" <! 

plaintiff refers to the First Cause of Action and incorooraies it 
/. ' 

a c• a part hereof. In or about t.he year 2009, FORD HOTOn. COJviPANY~, 

manufactured the subject vehicle. FORD MOTOR COMPANY manufactured the 

subJect vehicle for i-ts even-tual :3a1e to retail buyers. Defendants FORD 

MOTOR COMPANY, and DOES 1-10 and each of them, appended to the subject 

vehicle certain express warranties; undertaking to preserve or maintain 

; : 

5 

-- '} 

COMPLAINT FOR DAMAGES 

C 
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11 


12 


13 


14 


15 


16 


). 7 


18 


19 


20 


21 


22 


23 


24 


25 


26 


27 


28 


the utility or performance of the subject vehicle by means of a written' 

statement designed to accompany the subject vehicle. 

II 


On or about February 8, 2013) in Los Angeles) CalifornlB, 

merchant, AIRPORT MARINA FORD, sold the subject vehicle to the Plainti 

for Plaintiff's personal use, at retail for the amount of $35,997.0Q.. 

A true copy of the sales contract between the parties is attached hereto 

as Exhibit A and made a part hereof by reference. 

III 


In connection with the sale, Plaintiff received the remainder of the' 

original express warranty of the manufacturer lnthat ·the ,.nit·ten 

st:a·tement of Defendants) FORD MOTOR COMPANY and DOES J. -1 0) and eac]., of ",. 
. . . ~..i:'

them, described above / accompaniE~d the subject vehicle. In adelit:ion·t:o:.~ .. 

the original express warranty provided by FORD MOcrOR COMPANY, Pl;ai:rit:.l~ '. 
, .,! .: \:::;I~:,,;,:~ .:rt 

received an adeli tional express warranty from FORD MOTOH COMPANY. t l-UHPORrr i~.: 
•.1 


MARINA FORD and DOES 1-20) and each of them, as the subject vehicl~ ~aii~ 


sold as a "Certified Pre-O"med" vehicle. In addj.'tion and by opera·tion. 6f 


law, the subject vehiCle camE: accompanied by ·the implied warraT1'ties of: 


merchantability and fitness for a particular purpose of defendants FORD 


lVIOTOR COMPANY, AIRPORT l"IARI N.P. FORD and DOES 1 20 , and each oft.hem. 


/ / / 

/ / / 

/ / / 

IV 


6 


II~-------------------------.--------------~--,,--::-:--'::r'--, .:i ..\' 

COMPLAINT FOR DAMAGES ...., '. 

~;.(;: W 
: .• v.) '. 

'" ~'.~' ::!. 
• ',,', ..•••'. i', 
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Within the implied warranty periods, plaintiff discovered that the \ 
, i ' 

subject vehicle failed to conform to the manufacturer's and retail 

specifica<tions, in that the subject vehicle was de:Eect.ively manufac<ture:l,.:\: 

designed or assembled and the subject vehicle was not rnerchantable':':a'nth/;.:' - .' ;":,f 

no·t fit for i'ts ordinary intended or pa<rticuli::1r purpose. Plaintiff: . '"f 

thereon attempted '1:0 act on DefenclalYts" implied wan:an.ties, as SUbjec:t<T, 

to the requirements 6£ the Song-Beverly Act, under which Defendants FORD I 
MOTOR COMPANY and AIRPORT MARINA FORD were required to and did maintain 

local service and repair facilities. 

I 
v 

However, within the implied warranty periods Defendants, FORD MOTOR 

COMPANY and AIRPORT MARINA FORD and DOES 1-20, and each of them, ,violated 
_":.r ' 

'the provisions of the Song-Beverly Consumer Warranty Ac'c and J:Jreacbed"the:: . 

implied warranties made to Plaintiff, in 'chat the subject-_ vehic,le 

manufactured by Defendant FORD MOTOR COMPANY and sold a·t retail by 

DE!fendant AIRPORT MARINA FORD, was defective and not merchantable ~nd 1'10t.:;::i.' 

fit for its ordinary, intended or particular purpose. Also, FORD MOTOR 

COMPANY and AIRPORT MARINA FORD failed to return the consideration paid 

by Plaintiff, or failed to replace the defective subject vehicle. 

Plaintiff performed all conditions precedent necessary to require the 

contractual performance of services by Defendants. Within the implied 

warranty period, Plaintiff gave notification to Defendants of their 

implied warranty bieach, but Defendants, although receiving such 

no<tification, failed to replace the subject vehicle or return 

consideration paid, althougb Plaintiff persisted in reminding D~f~~dant~ 

of their warranty obligations. 
., 

. :"" 

7 

COMPLAINT FOR DAMAGES 
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.1 

1 VI 


2 


3 Plaintiff was damaged as a result of such breach and vJ_olai:..i~;i l.n::' 
" ; J,-' ..... 

4 Ulat Plaintiff is obligated to the lendi3t', under the si'lles con"cract,i;1'., 

the amount of $35,997.00. 

6 

7 VII 

8 

9 By reason of Defendants' failure to restore the consideration paid 

by Plain'tiff, Plaintiff has beert specifically damaged in the sum of 

11 $35,997.00. Pursuant to California Civil Code Section 1794, Plaintiff is 

12 entitled to actual damages and reasonable attorney fees according to 

13 proof. 

14 

.'" 
" . 

16 WHEREFORE, Plaintiff prays for judgment on the First Cause of' 

17 as follows; 

18 1. For three tlmes general damages according to proof as provi6ed 

19 by California Civil Code beginning at 1194. 

2 . For incidental and consE~quential damages p'llrSuant 'to Civil Code 

21 §1794 Ib)(1) and (2) in an amount to be determined by the court. 

22 3. For reasonable attorney's fees as provided by California Civil 

23 Code Section 1794. 

24 4 . For costs of suit herei.n. 

5. For such other and further relief as the Court may deem pJ:-oper· .. ·'; 

26 

27 Plaintiff prays for judgment on the Second Cause of Ac,tio~\~\~;:I::~~::. 
28 follows; 

8 


COMPLAINT FOH DAMAGES 
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1. For general damages according to proof as provided b~: 

California Civil Code beginning at 1794. 

2 . 
 For incidental and consE:quential damages pursuant to Civil Code. 

§1794 (b)(l) and (2) in an amount to be determined by the coUrt. 

3. For reasonable attorney's fees as provided by California CiviL 

Code Section 1794. 

4. For costs of suit herein. 

5. For such other and further relief as the Court may deem proper. 

Plaintiff 

DATED: July 31, 2013 

1

I 


., 
, • I.• .. 

.. ; 

9 


COMPLAINT FOR DAMAGES 
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. 

J, the Buyer (and Co· Buyer, iI any). may buy the vehicle below lor cash or on credit. By signing Ihis con\r(lct, you choose \0 blly ~b::: vehicle. on cr,;cJil 
reements on the froni and back of Illis conlr(lC\. You "gree to pay tile Cwdilor . Seller (50rnetimes "we" or ''lIS'' in Ihis conlr<lcl) ille Amount r-u\(lnc;ed 
arge in U.S.luncts according \0 the paymenl schedule below. We wililigure your linance (Ilarge on i:I d(lily basis. TI',8 Trulh·ln·Lenclinfj Disclosures below ,,18 pelr! 

New 
Iclentilic<1lion Number 

$ ____-.1!.,(J1.'. 

.__.....-_.._-'--

ST~.H.:MEI\IT OF !~\lSllB/-\i\ICE 
NOTICE. No pelson is req\lired as" condilion ollinancinq 
Iho purch,15c 01 i.ll11o\ur ve!liclc 10 purch;J$c or nCfjolialc ilny : 
ins\lfance 1I1roll911 ,I PiHlicl.llar inslifancc C0I\1tJ<IIlY. (l(Jcnl or 
l1roker. YOLI arc nol reqlllrcd In i)IIY (lny o1i11::r insuri,ncc 10. 
oblain crcdil. Your dcr-ision 10 l)\lY or nol b"y olher i:1surilncc 
will nol be alilc:of in the oed;1 i.\ppH1Val jJroce:,s. 

Vehicle InSura!lC~~ 
Tern \ 

$ _~-.J~·l~~b(:d. Comp., fife ;" T~1ell 
$ __X~~!J~r.(1 ColliSi,'f\ 

Boctily Inlury 

Pfopelly D.1fl1<1ao 
Mellical ._...:i.::~t:!:..~.:.:(:;': ._...._......._ 

Buyer.~_.._ .._.._.___~ ..._~ .....____·_··~ ..~_ ..~_"'~·..~c~~· 

Co·Buyer 

:eller:~ -=---'--7~-~::~~:~'~::]:;~~'-:-~"= 
II any illsuratlce i, chc,kc(!,,~d\Jvi. pgliGir.s'or cerlilicali~, irom the 
"omed insurance r.omp,ii~ip.S:!"f!l.dcscril)i' Ihe tcnllS alld coneJIIIOIls._ 

~~)licatio~-I~rOPti;la! C;:\tdit-i~;ti!(:Int:e 

N(')rne and AddressI.lye·r Name ao(1 At\clfess 
;,clurJing County and Zip Code) County i:lild Zip Code) 

Mal{f) 

Jsccl and Moclel 

2 .. Cash Price Accp.ssories 

3. 	Olher (Nonlaxable) 

Describe __~LLl.-_____. ____ $ _._____ ._ .._..;,.: 

Describe $ __.___ i}U r:.~ 

11 Documenl Processing Charge (nOI a governmenliJller.) !Ii ___..Jlii~. W.(J1} 

C. Emissions Testing Charge (nol a governmental leo) 	 $ ;'::.€:'. il~ff,C) 

O. (Oplionill) Theil Delerrenl Device (10 whom paidl_ ~';~ (il. $ _____JtLflP) 
E. (Optional) l'heft Deterrent Device (10 wilom paid) l'l; ;I il. •____ $ _ \;~" .M:l 
.r:. (Optional) ThCllt Deterrent Device (10 whom paid) ~:tl}_\.__.____ $ ___....£i.Llf) 
G. (Oplion;lI) SlulClce Protection ProQucl (Iowllom pai(]) __I::~1/ ;;. _____.___ 

H. (Optional) SUl1~ce Prolection Product (to whom paid)-..J''i[·~' ._ $.___~;C~~\i·l) 

I. 	 S(lles Tax (on taxable il"" ns in A through H) 

.1. 	 Eleclronic Vehicle Regislration or Transfer Ch(lrge 


(not a goveromenlallee) [10 whom paid) ~:"r~ 


K. (Optional) Service Contraci (\0 whom palo) ~,.~-'nn..J~:si::; 
L. (Optional) S.!rvice Conlract (10 whom pai(t) -----:ttf...4:i---.-----.-- $ _._____I1,lJ\-) 
M. (Oplional) Service Conlmct (to whom p(liti)---..S;V :, ____._____ $ ____-.:l·,LU{vl) 

:; N. (OplioniJl) Service Conlract (10 whom paid) ----lt4:"--------- $ ~1.J.j£'l) 
; ; 0: (Oplional) Service Conlract (10 '11110(11 paid).~.fi~ $ _____.J!-:t.UPL 
'. p. Pri.:! Credil·orLease Balance paid by Selier 10 

--'..o,-~?=i!*,,;:;;-----------.-------'----'-...l::i $ _. ll,!?~,..ww) 
(see downpayment and Irade·in calculalion) 

Q. (Oplional) Gap Conlract (10 whom paid)___ 'ij:,J.[?; ..______ 9; --.~UJ9} 

. R. (OPlional) Used Vehicle Contract Cancellation Option p,oremnenl $ _____~·:J8) 

S. Othel (10 whom !laid) __ ~~/.'i:--.-------------

o Cf(~diJ Lile; Q ellyer [.1 Co·Guyer 0 1J0lh 

o Cwclii Disability (Suyr.r Only) 

Term r::xp PremilJ'\\ 

Credit Ufe 

Credil Disability ;\i.( Mos. _._2.'.:~·.i" _____...... ___ "",'-_::!: 

TOlnl Creelil Insurance f'rcrnilifTIS 

Insur<lncc Cornp1iny Na,ne 

Horne OilicCl Addre!>$ 
~, ; 

Cradil life ;I1SUI()IH;P. and c:rectil (!i5i1bi;jty :iI)SU(0!l(;~ am,: no:~. 
reqllircd 10 Obl;\I[\ creelil Y,'l1r flccisi(Jr\ 10 tiuy or nol bllY Ci'i:~{Ii::i 
life anrl crcelit rtisabiiily insllfill1ce will'r.cI lle il. l~l~iOI: in il~iij r 
credit approvol precess. They will n()toe pr~vided\l(l!css·yqn., 
sign ~"cI agree l0.ray Ihll Poxtr" r.nsl. Cferhl.l!l,c !,~s!.Jra~c(! ,.!S.,' 
oas.:d on your ongln;)1111\ymcnl schedul~. ThI5ln~Vs~~nr;.c f~i\Yi 
nol pay a!1 you owe on lills conl(aC! il you O)iLkc lal~~ll~y'~ll.~f.lI?) 
Credit dis«llttily 1I1surat'.r.e docs 1101 cQver(lny 1I1C~~'lsn m·y0\!((. 
p~ymen\ or in Ihe Ilumber olpi:lyme1lts. Cov.er<'ge 15" C:Cdll.ll!e t 
insurance ann creciil dlsabll;ly IIlsuraliCC cn~ls OI1I~f) onglnal: 
due dDle for II~(! lasl paymenl unless a dificmmfierin for:.II~e" 
insurance is shown abow. . :f" 
You .£Ire applying for the credil inSlJmnce marked 
above. Your signature below mealls (hat .yoll '(lgree 
Ihat: (1) You are not eligible for insurance II VO.u liave 
reached your 65111 birlhday. (2) You are eligible. lor 
disability tm;urance only if you are workll1g for,~ages: 
or profit 30 hours a weell or more on HIe. r::.ilectlV(~ 
Dale. (3) Only the· Pnmary .Buyer IS eh!tble ·Ior 
disability insurance. OlSA81Ul YINSURANvE MA.~

I NOT COVER CONDITIONS FO~l WHICH YOU HAVE 
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H. (Oplionill) Sllrli1ce PrO:CClion Produc1 (10 whom paid) _._E.£::~,-________ ~; 

Sill(!,l"x (on \<1xaIJlc iltllTls;n A 1hmu911 H) $ ____'-"_;_"-~._'_.'" 

C:reuil lilt! inSll~t~1 lCE! ;Vit; crrllil disability il':~\lr(J:,)f.e.' a!'~ .:jfj,~ 
re~liir~d 10 ()h!,;i~\ crr:dil VillI[ dccisiol~ 10 ur;y or 110\ buy cre(hl, . 
!lIe end uedil <Ji$abiiily ifl$UIJ!'1t:e wili n(J~ be il rac:of. In Ihc.: 
creoil apllrov~1 PJOCC". Tllcy wiil nOI br. nrovi(k~ unless yon ,;.. 
siDn f;\fid i:\~Jr(~e to r>iW lhc ej;;\r;:\ co;.;L CrCC!I', \l~e H\!;,lII~Wlr.f.: .l~~':,:l 
basell on yOllr original p,1yrl1Cn: scllcrlulc.IiH' If\sur,~!ce m~y'i" 
nol pay ~iI yel! owe on \l1i5cOI':I:1CI il you IllOI(!! IClle j)(1ymcnIS". 
Cfetllt dl';auI)tly I:lSU(ClI\CC {loU!) 1101 Lover "ny !flCJ(:fl$("1n \'O,tli . 

poyi11cnl or in lil'; number 01 paymenls Coverage lo:;.srC_~II~I:: -.'_ 
insurant': 8(1rl (;fcdil ctisabil::y inSllfi.1I1CC '.:ods (l1l}1\<;:8r!!)t!i{}!;;' 
(Iue dale !or Ihe laSI p;:rymcn! unless a olilerenl,!::!): b(-r,~;', 
inSUlanc!, IS shown ouove ',' ,: I 

You an·; applying lor Ihe (;((-;(Iil irl~;uranci fnilrl\e~::, 
above. Your siqnalure. below me'lns. II lil1 .YOII· agrt~f~ ':. 
thai: (1) YOli ;)Ie no\ <:!i9IlJIC lor In:;urancr. I! you h2.vO', 
i«aclied I'our 65th birthday. (2) You an" eh9lblr. lor 

_________ 

L. (Oplional) Service ContraCI (10 whom pilid) --li!..4'l--------,.----- :\) _____ . ____ ~.·,__'_'V 

M. (Op\\O(l;:lI) Scrv·lce Coniraci (10 whom paidl __~;\ .____' ____ ~, _____J_(lo':.I,,yi) 
N. (Opliomrl) S~fVice Conrracl ito whom paid) __~'j.j..j,'.- __________ $ ____~___-2LLi,i,'1) 

. '0. \Opi'clfIal) Selv'c" Conlf<lc\ \10 wl10m $ ________~-£.t9L 

P." Prior Creelil or l.e'lSC" Balance paid by Selier 10 

_(sec·.downp<lyl~ienl and II~clc-in CiJ!culiJl;on) 

(Opiional) ,Gap Cont:OCI (10 whom paid)____ ~~Lf\.---_~___ 
.r~: (Option"l) Used Vehide·Co.1Iracl Cancellation Opiion AgreW)()lli \ \ 

cJisability il1suranc« only ii you <1I'C workln<j !()~,~V(.\ges . 
or prolit 30 hours" weei( or more on tile. bl(~ctlve -
Dille. (3) Oilly Ihe Primary Buyer IS clt\llbJe lor 
disabilil~ insllrance DISABILITY INSUii/\NCI: MI\X 

S_ Olher (.0 whom paid) --~rL~ .:'. .____ 
r-Of ------t~·;,·":~;~-----~·~--·---- ..-~----··-·----------·

Tot'l' Casl1 Price (A IhrOIJ{J11 51 
2. AmC~!I\t:7. Paid to Public Oflici(1l!i 

1\. Vehicle licen~e Fees 

3. n()9is\rijl.ion/Tr<lnslcrIT',lling Fees 

C. Caliiofl1iil Tire Fees 

l)' Other -----~t-f.;.7-.----
Tolal Oliiei;:rl Fees (A Ihrough 0) 

~). Amount Paid to JnSUf::1rICC Companies 

fTolill premi,"o. Irom Siniernent ollnSurillice column a -, bJ 

<1. CI:~_t~;t(-, EIY1;c;sions Ccrlific\ltion F«c or L1 Siale Emissionr, EX(!I11PHon fcc 
:.. !)ulJlotal (1 IhrOllgl1 'I) 

0. Tottll Downp~)yment 

A. Agreer} Tf.3dC-in Value 

Mod,,1 -·-+-:~;'i3-t:.~."''.'--------- Oclom -----~\-:i:~E;q~--
VIN ----.----~'"-,;",g;2HiSr;:t-7.--~'fl~;:"_:.\'",~~i!.!?;:M,----.---------.. __ 

B. less Prior Cr(:\lil or tease Balance (el 
C_ Net-Trarie-IIl(A less (3) (indiciJle if a negCllive number) 

,'0.. Del:.~'T0(1.i)ownpilYfm:n; 

Ma"T1\I~;:.~t\lr\!f·s· r-\(;~)a\e 
:-; 0I1ief-  ____-Bc.f-!;,----________________cc-_____.___ 

(;. Ca:;tl 

. ~ Total Downpa'lnl('nt (C Ihrough G) 

.(1/ negalive. ~nlt,r ,£ro on iiflp. GMd enr", Ihe amouM less Ihan ,elO as a posili'JC nnmber on line lP above) 
-I. /\mOlll1t Finanr.~,d 

-------sEi_lER AsSiSTED lOAN 
GUVW MAV BE I1EQUII\EO 1'0 PLEDGE SeCURITY FOR THE LOAN, liND 
Will DE OBLIGATED FOR m: INSlnlthlEHT PAYMENTS ON BOTH THIS 
HHAIL INSTAllMENT SALE CONTtlACT AtUl THe LOAN. 

AUTO BROKEH FEE DISCLOSURE 
If this contract reflects tile retail sale of a 
n~:w motor vehicle, the sale is not subjec: 
to a 1ee roceivf)cI by an (Jutobrol<er from liS 

unless ~he fol\o'Ning bOle is checl\!Ki: Pfoce(,d$ 01 LOClt1 rrom: --f.~hr-----
Amount $ ----_;;:-hpance Charge $ 

Total $ -.---__~~~;~,?yable in ---:-:-,T- 0 \\lame of autobro!,er receiving fee, if 
insli.ll!lTlent~; 01:]; .~. 'o' applicable: I 

-----~,\ 

~~~~;s Loan is.:~~~ _ --'*;-h.'.---------..---------..-- I 
SELU~~~ ftlGHT TO CANCEL I1l3uyer aile! Co-8uye~-Sign he;e. 11'(1 prOVisio;» 01 the Selle;', Fli9iltl~ Ci1r.I~el ;CCliOli ~;:;= 
li1£) bacl! glvinU Iho Sellcr the righllQ il Seller is unable 10 assig'1 Ihis COflll1\CI 10 alil1(llicial inslitulion will (lpply. 

Agmcmnnt 10 {\fbilra!cl: By signing below. you agree Ihal. plIfsuanllo the Arbilralic·n Provision on Ihe rewr:;e silje o! 
CO,W8C\. you;or we may eleCI 10 reSolve any dispule by neulral. binL/ing ilrbil!atio\1 ami nol by a court action. Sec 
Arbitration Provision lor Clddilional iniormalion the agreement 10 a..o;lr<1le_ 

x 

I 
NOT covm CONDITION~; FaF! WHICH YOU .1-iAVI;: 
SEEN A DOCTOR Oli Cl-lif-lOPHl\crOR IN THE, 
LAST 6 MONTHS (GeIer to "Tolal Disabililie:; NOi 
Coverco" in your pO:lcy lor cieiails) 
You wanllo buy the creelil insurance. 

~~:.-~~--. _._._--,._ ....-_.----
l3u)ler Sianil\l'l e I\n~ 

OPT!ONM. A gap coniracl [(l()Ui.r.anC(Wa· 
lioll COlllract) ;5 nor reqll;""I 10 olJla;1\ credil ;)ocl.:0;1; nOI lie. . 
pmvidcl1 l\nIes~, you si[Jn fJe'OW ;ulcI "yrec(o pal' Ihe eXlr;~:: 
charne.1I yOll choose 10 \)uy i\ nail cn:\lmd.-lhe charlie IS $h{)~n.. 
in ile'm10 ollhe IIcfll;Zali()" ol.AflIor.tnII:i:\ilflCCl1. Sei! :yo'" \),Ip): 
conlra(~llor(lel,liJ, Ol1lhe iCfmSillKI condilions itj)fovi(le~,::IHS'l 
il p~rll)l ihls cOl1lrac:. . .. , ,,-. '..; 

~_~~":-'_:_""~'~" ,-'_..~_._ ,<->?,:~:~: L.~; : -~' ~::.':::'.. :.Tenn ___;:.::;::.{~ Mos. _. o. ~__~ ._ 

NCllf\e 0: ;(>i.lp! Gpi'i1t;)i:i i 1':) ,U 
: wanl 10 h\.:y a ~pp con I ff)CI. ...• .' /,/ ··;·"})/il 
Suyer SifJn~-. )( 

OPTIONI\L SErNICE CONlfIACT{S) 'Iou 
purcl1ase Ihe service! con\r?CI(S) wrillen wilh Ihe 
compHny(ics) lor tile (erm(s) shown below for i\1{., 
shOWI! in item II<, IL. 1M, IN. ,mellor !O. 

11( Company ----l;J~'8i;j:;'-!.\;~;~~----..-.-,------- 
Term ___ ~{+";:_._._~ Mos. Of ,,__..~.,.,~~4:~;~J;}~::~i.~it.e~ ". 
II Company --)'J/.;~---.-----.------- _____....:.~.. 
Term ___:~~_,::~;;-~_ Mos, or _____,__:~;.,f;.¥;lcs 

1 M Company .-J::;\-;-.t:c~-.__•___ --: ____ .-:. '  __'--'-_ 

Term --,,;'7:{.~~,---- Mos. or ._________.____~,~·~.'J~i\G~; . 

iN C(.mpilny ..__;.;~.':.,;;;_--_----.-------,..--.-----'. 

Term ____;;.~/-:;;.--_- Mos. or -----~...-.-....-,.:.,i_., 

._.._---_._------------JrT10N_: pYou pay nO.nnanc," charge if the Amounl FinanceJ. item 7,_i5 11aicf in lull 011 or belo.-~~ --'ii/!i, __ , YP.ilf .•. ff ,SELLER'S INITIALS '.;:;::',:1, .., 

J. 	 EIGClrOnic Vehicle Heg:slwlion or Transler Ch;)fge 
(nOI a gove;nmelll<1i lec) (10 whom p;liCI)_. ,r:m;:t......_ 

K. 	 (0;.>lion81) Service COlllracl (10 w1\om p"id)~'EJMI~~~~~~ 

.. $ ____..:'5t,..tii;;(<'). i.' 

· $ __.~1::'-:1:Lt!.~E<) '. 

.! .. '1111~ M\lEliIiir; t'UI.:'--": .BAllll-flV 1iIl~:lJnm\l(:i; UMm; :'1H.illl0t;!llro I.IW'J iiilljt;'r ml WlH UV DIEI-:\, t!t:IM)N WHO r'!lilCW\!-~i::; ~1. IIU1Ii;U;'i:: '1UH i~;l; !I~\!Sl~f.w,:. ~:r.Ir.'I~~.;lj (;.;. \ 
idUl"JI.!Uli (::m~If:itl'Oi·I:'.IJtiANn: l'Ol!{;'1 ',lIU.I. et,vnlvcml r~:w!_'1 I'lCI,lI"n!.:l) Vli:HlCt.!i: "",nil, l!\'Blff (lr; r'\~ .,\{;(;nlnn, ';'Oll !;l"mlU CO-~!fI:.i:! ,\,.iB:: li·l:,!lt:l\i\~;t i\!.;;!.1.J"1. . . . . .

'J;fM;1"lI~M~: . 
i'';llll'm:!""..,· 1,()IJ!;V ifir,'" ill!)r r;OVi~~1 CI)UJ{;Ilm /J.IIIV/I\{-lt.; 011 BIJ!W fJ(""I'I~()1flOlll·-on Hit!. Bf:tllJ\t;f.:l!ill::rul C(I!;T!j HtU-mF 1fl:llli;U: ;In,\~\-. l:1fHI:ai~~;n,n,i·"fi~~! ~li,' 

NUl' m{1ll: r·IIi.i_ (;O'\Il'il/I\t.E. !)l,jl:'iB'J!I:I\t;1\t 1;t)VIJUl.(·;~~-FOll tOU.l!;IQl~ III~M;\GE MAV l":f: J\VA!!.I\1·jlI: -(0 'IOU ·mf-JI.~U(jU Willll f.'J!:!.IWI~"~l 1Ii:;l'('{1 i (~l ·.n!!'I!I~'l·I~;f- <:/:1 ~ "" :: 
t1oa~;:. !:n I!-Vn~:':l1;~""" .1';1.1, .'::,~.: ,,,~r,zVl:U':'~': \........:-.....IL .......... _ .... I."'_ ...'_~ •. .._ •• ~,.. .. . 
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; 

ProceedS 01 Loan Froill: _--!::.:-~_.w~__.____,___ . 
(,1. ... 1,,\ 

~o ~~ H~;'~ B~C •.~:lje(.! ~~y ;::.~! <H.n(1nrt).'\(~~· H"(';.nl ;JS 

unle~<> th;:; rol!(jw:n~J DOX :s c!wcl~~:f.\: 
Amounl $ ----.,C'-'i 
TOlai J; ________._,,,-;!;'!,,y"v'c o Name 01' alltcbrol~er mcei\lir,g ke, if 

applicable: 

sign here, Ihe provisions o! Ihe Seller's 
unable 10 i1ssign Ihls contr,lctto a financia, 

10 I\roll"'l"': you agree IIlal, pUlsuanllo Ihe Arbilralion on Ihe reverse sicle 
you or we may elecl 10 'esolve ~ny dispule by neulral, binding '1rbilralion 8ml nOI by a court·<lCl;Of1. 

""',,,,.,.,,,,,,, Provision for addilioni:ll informalion concerning.the agreemr.nl (0 arbitralr.. 

CONTHI\CT 
conlr~cl contains \hc cnlir~ '.1gfcGl'nenl bfiiW·CZI1 Y.I 
anel vs rE':,]\iI1\: to ti]is c;ol]lri:lCl: .Any CI;<1"ge ;'lO \. 
cantraeI must be in wriiing (loci bOil) l'Ol.l i1n~l· \ 
mll:;t sigl! it. 1';0 O(~l (;hang~:$ arc h~nClin~J: 

pay no. finance charge if lhe AmOllnl Financed, ilem 7, is pai(J in lull (In or bdc,re --'i"O."-+--..----- , Ve,,; 

:: 1\1\,' j\t:::~:J~~~,rr. vou s~u}~:u~ (;~}r.~·fl~{;·f'"it.f~l(~ 
Illl' ":JII'!!~;llli~J ll1ilil.U: l.l/i!liWV 1i\'~;tmJ\!\\Cl l!illliY~'; t'WjIJII)l'l) "'l um; ~\m;,f fiE ;;~[f t.I'i 1:'VU1'l PU·lS(Jf,1 ~mH :'!I!;\;IlN,:l:!~ /1 \i':t!:CU:. i~' -:;);1 III ~\: 

f.1i)~·Vi}:t.'1 t.:~;~ U;t ;.,'tt~' !~'~~'i:':i'L\'iCl~ ~~f)U!:1J 'J!!$U.. c:tjUEr,i t,lnllfi .\~~':~!{rfl ~\eo.~mRJ) Vt:[!~(:U~ IN'il~:~ tJ,n::~Jr 0 1
~R'bt ·~.\U~\lf\: 
vnUfl ,'t;L::;:"n l,'oun' lI;IIW i\:Or C(I'JHi r.:Ol.U~;K)I\! tlllrJU\GE 011 ~I)!.W "IffI' pnt\V!!)!: FOB FULL IIEI'!J\CUUiG\,Y I;()!;TS Hm Tm, IIHIWl.i. "'.l~\"·; :'"ilf:IlI',:;,.:n. ~. ·Wlnl~ 

W1f WM·, t'\!Ll (:O"U:!iI:,~i, Slli'i·UJ;li!;~ifi\l.. :;ovn:l\(i\,' rOtl C(l!.u~;ln[\' 1l1~:1!lI\";L 'IJIl!W m' 1\1IjIIUWU:·lO VOWW::fI!!l;,il V(!'.l';; Il~:j!ln\;\l;::: !,(:,\:(iil ~.:q f:mHj)i:jn!·:!~: ~;U.ui\1f 
m':til.nt I:nWD!Efl, \!iI',U:~;:; Ifflif:\1W\:il'. ~WI:r.!Flt'.Il, TlI:: 4~nI!EjIAGr: \'011 01111'.!1-1 ltHIOU/;,U·iW, H[!\IHl t'r:vn,cr; ~li\"I.V ·mf'. :1CI\\.i:>:, 1l:;;l!\U.; U;' ·,0 ·a~r: ,:',~'!.~;I!\'I:I· (), 
HlI: \IIIW/l,WI n!\tru'-lC:I.: tlI.:ll%tJ\lIIJn /IFfEu·n /I: I/Hil(:U:, !l\~.' ;JH:~,llU.'f·[ .:;~ 'I'~~:;U) !\III£) ~ ;01.[). . . , ", 

nH'; 1\IW~q; 0;:\\ HII.!. l:n!!lHi\I.';nww ;'"JII.l.'''r:f.w:cr vnu I~n:llo I,VHJT 0.' u~~;~; r;a )).,\1'11~f:El(l YOllE Vf~nICLE. ,0.) :~I-lm'u) GO:'fU.Cl nJll:: lrJ:;I,l·l:\\lin: 11("b\~r. ' 
i~ lL t'~U'iT~.~ ~ :·;Nt\~J. ~·~~~·,~.llt) A';~a\~O\It1U:,t:N ;(~ TC ~J\:I~; ~Fi~H;~~ "!t'~J)Ei~S'fI\t~jt ..~; .n tESt: :'lK!tC'. ~ UI\f =~~ .i'J'Y Tt~r~~~~ J\f;.~n .:, ~~\i~ ~U"}f\~!~. . . i ? 

:". 
:.~"r~~ :i'~ /' / / ,.' -, . '. ' .. 

_~---==:::-_--.---'~---.. --'------"...--------.--------- ~ --~~-==--::::::::::::===---=:.~ -----~--~-.:::::.=.::_..:.:.::.:_.::.._=:~_::...::.::r:-.:.-..::~..:. 
P,lyoll flgrceml;n!; S(~lIer relied on inlOrmalion from you and/or Ihe lienholder or lessor 01 yourtrade·in vehicle 10 '"rrive' allhe payoli amount slmwn iii ii~1l1 fin olll1c :Wmiz;;l!cn oj flllIounlJiii.wnfBCJ',jls,.!l1f 
"Prior Credll Or Lease Balance:' You undersland Ihat the amounl qU()lf~O is an e"limale. .., . ' \~'('.'. '~.):" ';

," t: -':"<, _'. ~. 
Sener agrees to pay 111C payoll amount shown in 6810 the lienholder or lessor ollhe Iradr-:·in vehicle; or its dcsignec..lllhe actual payoll amount is morc Ibn the amo;<l1! shown in !i11. you'ou!5Ip::y thc';Sllilr.i 
Ihe excess on demand. lithe aclual payol! amounl is less Ihanlhe amount shown in 6B, Seilerwil! rclunG to you any overage Seller receives lram your prior lienholder (lr If)sso!' Except uS slalerl in,tlle "Nml.CI:.: 
on the bad\ of Ihis r.onlracl, any assignee of 11115 conlracl will nol bG to pay the Prio; Credit or Lease Balance shown in 6B or any refund. . . .. ;'.. ,'
/'.. 

Buyer 

Nulice to buyer: (1) D9.not agreement belore 
in COI)Y of Ihis agreernent. 

___ 

Signolure X Co·Guyer Sigllnlure X 

it or iI it c:ontalns any blalll, spaces 10 be ill. (I..) 'Iou ilrc en;illed 10 a wmptHieiv filled 
Can prepay the lull illnOllnt due under this agreemcnlat any time. (il) 11 you {1~falJlt in thr. performance of your ub;i9<~H()ns 

_yndor this allreem~nl, !h~ In_a....:.Y,--be repossessed and YOLl may bl.! subiec, to sui! 3mlliability for the unpaid in(Je~lledness e~ic!~nccd by ill is '1l~~~:!:.!: 
II YOli h;we n complaint r.onc;:f!ling Ihis sale, YOli should try 10 resolvE: it wilh Ih~ seller. 

Complalll!s cOllcerning unfair or df.ceplive pr~(:lices or melhod~ by Ih!: seller may hI? referred to the city (It\omc\,, We rlislrit:: ~lIcrney, or an i;JvI':;li'.lalor lor H1;:: ;)p.lJ~rtmc:l; 

01 Motor Vehicles, or any combination Ihcrcof. . . . 

AIl!!I: Ihis contracl is signed, the seller may 1101 change th~ financing or pilymcnt lerms unless you uHre:;) in wrilin\) In ti1e C!l~Il[JC. VOIl c/o nol I];>vr. ;" "[jie'·: to ,mv eh',!)!Jc 

and II.s an IInlair or dp.ceptive praclice !or Ihe seller to make a llnilatNil,l-'chi1n[iC. . 


. ......;:..,··(':·,'";.,,,··-~.i~~,:...•.~" ' 
Bllyer Si!Jnillure X _..__:::::.....::..:...: / ..f _ Co·BlIyer Sign~turc)( ___.",,~\.___.__.•.______.____.__.._ ...-:._ .._:_"._._._..,:. 

The Anrwal Percentag(~ Hate may l.Je ru:jl~otia[J/e- WWJ th(~ Selif!l: Th~ Sf:Uer ;;·w.ia;,~;ig,rs i'Pli;:;-:{;."i<r.ii:r;.;c 
and rei.ain its righf to receive a par. of the Finance Charge. : 
._---._------ ----------- --.,..._------ YOI] ACFIEE TO TIlE TUiMS c<r THIS CON1R!,CT. YCH1EFU: IS NO COOLING·OFF PERIOD UNLESS VOU OBTAIN ACONTHACT C/\NCEltATION OPTION GONfIflMlll,l'\i AEFOHE YOU SIGI'IED nils CONTBI\Cl,\~ 
California law does not provi(le ior a"coolin9-oU" or oilier cancel/aliOn p~riod lor vehicle sales. lhereiore, you cannot laie, cancel this GAVE IT 10 YOlt, liNn YOU WEflE.F!lEE TO TME rl At, 
conlmct simplv because you chllllge your mind, (Ieciue lhe vehicle cosls too mUCh, or wish YOIl had acquired a(iilleren! v~hiclc.llfler ~Olt HEVIEW lI. YOU I\C\\NOWI.EDGi: Tt-IM yOU 'UNE:.f!I::f 
sign IlCI()w, YOlll11ay only canc~1 this conlract wilh Ihe ilgrcemcnl ollhc Sr.IIN or 101 legal callsc,5ltch as ,mud. However, Cali\omia law dnr.s BOTH SIDES or HHS CONTR!\CT, iNCLUDING.:n 
require (l seller 10 oller il 2·day contracl cancei!alion oplioll ollllsed vehicles wiih apurchase price of I~ss thall $40,000, subject 10 cp.ilain AfllllTH!I110N PHOVISION ON TI:f.IjEVr:R~;fS:[Ji:, IIfr-0r 
statutory conditions. Thisr.ontrilcl cance!laliull Ol)lion requiretnenl docs 110\ apl)ly to lim sale of a recrc~lional vehicle, amolorcyr.le, or an SIGNING nl:LOw. YOU CONFIfiM .THAT YOU ,IiEGElVEIl 
oU·highway molor vehicle suoject In idenli!icaiion undertalilQrnia Sec 1I1€ vehicle conlrad ctlllcellalion opliOli ~9rccll1enllo; cle\flils, COMPI.ETElY FlU.',:D.IN COpy WI:EN VO:l~t~N~Ug:, 

Buyer Signature X- Date ________ Co-8uyer !3iqnature X _.--=.-,;:_._____.___ Da!c'~ ..~~i~I::~d;,~i 
Co·Buyers and 01l1CI Owner, - a person who is responsible~fa 6~V;:i·q ii\~\nlire deb! AI1 other owner is h:p~;;ol1 whose rUlme IS on the titl~ 10 ;Iie ~~~;6i~) 'Ol;( I" 
does nol hewe to pay Ihe deb!, The other owner agrees to Ihe security inlerr.sl in Ihe vchicle given to US in lI)iS cooilacl ., .. 

", :~. ,! 

Olher Owntlr Signalure X _ AddresS .. ..'"-:. 

1-GUARANTY: To ii1crlice. us 10 selilhe veliicle 10 Buyer, each pers.on who signs as.B Gu,~anlor individually guaranlees Ihe paymenl of Ihis conlrac\. iT Buyer tails 10 pOly any money OWinn.
on 11115 conlracl, each Guarantor musl pay il when aslled. Each Gllaranlor WI" bE! liable fr)C Ihe lolaI amounl owing even il other per;;ons also sion a5 GU;'1fnllIOr, (Hid flven If Ouyer h,% .'~ 
complete dE!fensc 10 Guaranlor's dem;Jnd lor reimbursement. Each Gt'aranlor agrees 10 be ti,10tC even il WE' do one or more 01 Ihe [oIiOWIn!): ( I) Dive Ihe l3uy~ more 1.01(1 10 pay ~ln.e or mO:f•. 
pilymenls: 12) give a lull or- parlial release to any oilier Guaranlor; (3) release any seculily; (~) accept less from Ihe BUYl:r Ihen Ihe 101<11 amolll1l (lWII)g; or. l·'l olherwlse r(!,)cll ,I selllc01tl1t 
retaling to t 1is conliacl or extend llie coniraci. cach GlIalanlor acknowledges receipi o[ a completed copy of thiS crmlracl and guaranly allhc Inn!; of slomng. 
GUafilnlol w;lives notice 01 Dcceplance 01 this Guaranty. notice ollhe Buyer's non-paymenl, non'pE'llormaoce, and d8lallll; and notices olll1e "mounl owing at 1ll1y lime, ~t1d 01 ,my dp.lThln(1$ uponlhe Buy~'r.;. 

. . 
Guaranior X _______._______~~__ Date _____ Guaranlor X _______.___.____________ OalfL_.___': __ :":": 

Adtlres!l·_______~__________________Address ________ 

Till:::·.·· ./' 

.' <:>~~: .:::f~~ 
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SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES ,;. ", (:, i 
NOTICE OF CASE ASSIGNMENT - UNLIMITED CIVIL CASE (NON-CLAS~XTI.ON.) . .' 

Case Number . ~t;J (; 1 76 5 1 
.', .THlS FORM IS TO BE SERVED WITH THE SUMMONS AND COMPLAINT 

Your case is assigned for all purposes to the judicial officer indicated below (Local Rule 3.3(c». 'I:here is additional information on the reverse side ofthis form. 

ASSIGNED JUDGE DEPT ROOM : ASSIGNED JUDGE DEPT ROOM 

Han. Daniel Buckley I ~ 
: Hon. Michael Johnson 56 514 

Hon. Barbara A. Meiers 12 Hon. Ralph W. Dau 57 517636 : 

Hon. Terry A. Green 14 300 I i Hon. RolfM. Treu 58 516 

Hon. Richard Fruin 15 307 
\ 

Hon. Michael L Stem 62 600 I 

,,("Rita Miller ~~ 309 Hon. Mark Mooney 68 617 

/ 
It' 1{17../l/309Hon. Richard E. Rico Han. William F. Fahey 69 621 

-
Hon. Kevin C. Brazile 20 310 . Han. Soussan G. Bruguera 71 729. 

Hon. Robert L. Hess 24 314 I Hon. Ruth Ami Kwan 72 731 
, 

Han. Mary Ann Murphy 25 317 Han. Teresa Sanchez-Gordon 74 735 ..., 
.. ,~i;~ .. :. . 

IHan. Yvette M. Palazuelos 28 318 
.. 

Han. Barbara Scheper 30 400 
I 

Hon. Mary H. Strobel 32 406 Hon. Emilie H. Elias 324 CCW 

Hon. Maureen Duffy-Lewis 38 412 Hon. Elihu M. Berle* 323 CCW 

Han. Michelle R. Rosenblatt 40 414 OTHER 

Hon. Ronald M. Sohigian 41 417 
'-

Han. Holly E. Kendig 42 416 

Han. Mel Red Recana 45 529 

Hon. Debre Katz Weintraub 47 507 

Hon. Elizabeth Allen White 48 506 

Hon. Deirdre Hill 49 509 

Hon. John L. Segal 50 508 

Hon. Abraham Khan 51 511 
; . :;' 

'. 
; j • . !. 
. ' .. ' 

Hon. Susan Bryant·Deason 52 510 

Hon. Steven J. IGeifield 53 513 

Hon. Ernest M. Hiroshige 54 512 

Hon. Malcolm H. Mackey 55 515 
I 

" 

, 

: 

. . 
; 

': f t' 

\ : 
~ 

., 
i'., , 

'.'
I: 

,';,",1 : 

, .~ , 

: 

. ; . 
" ~. 

! f;l 

' , 
l' : ., 
.: i 

.: -,?, V~': 

, 
, '-I,',i 

, 

"Complex 
All cases designated as complex (other than class actions) are initially assigned to Judge Elihu M. Berle in Department 323 of the Cenlral Civil West Courthouse (600 S. 
Commonwealth Ave., Los Angeles 90005). This assignment is for the purpose of assessing whether Or not the case is complex within the meaning of California Rules of 
Court. rule 3.400. Depending on the outcome ofthat assessment, the case may be reassigned to one of the judges oithe Complex Litigation Program or reassigned 
randomly to acourt in the Central District. 

Given to the PJaintiffiCross-ComplainantlAttomey ofRecord on JOHN A. CLARKE, Executive Officer/Clerk 

LACIVCCH 190 (Rev. 01/12) NOTICE OF CASE ASSIGNMENT - Page 1of 2 
LASe Approved 05·06 
For Optional Use UNLIMITED CIVIL CASE 

-'. .Ii' 
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By , Deputy Clerk 

INSTRUCTIONS FOR HANDLING UNLIMITED CIVIL CASES 

The following critical provisions of the Chapter Three Rules, as applicable in the Central District, are summarized for your assistance. 

APPLlCATION 

The Chapter Three Rules were effective January 1, 1994. They apply to aU general civil cases. 

PRIORITY OVER OTHER RULES 

The Chapter Three Rules shall have priority over all other Local Rules to the extent the others are inconsistent. 

CHALLENGE TO ASSIGNED JUDGE 

A challenge under Code of Civil Procedure section 170.6 must be made within 15 days after notice of assignment for all purposes to, ' " "". i ; 

a judge, or if a party has not yet appeared, within IS days of the first appearance. ',,' , ',> ' .< i., 

TIME STANDARDS 
. " 
"I. ' 

Cases assigned to the Individual Calendaring Court will be subject to processing under the following time standards: ,'I' 

COMPLAINTS: All complaints shall be served within 60 days of filing and proof of service shall be filed within 90 days of filing, 

CROSS-COMPLAINTS: Without leave of court first being obtained, no cross-complaint may be filed by any party after their 

answer is filed. Cross-complaints shall be served within 30 days of the ftling date and a proof of service filed witbin 60 days of the 

filing date, 


A Status Conference will be scheduled by the assigned Independent Calendar Judge no later than 270 days after the filing of the 

complaint. Counsel must be fully prepared to discuss tbe following issues: alternative dispute resolution, bifurcation, settlement, 

trial date, and expert witnesses. 


FINAL STATUS CONFERENCE 

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 instru~tions, and 

. : .• !special jury instructions and special jury verdicts. These matters may be heard and resolved at this conference. At least 5 days;: ': ,
before this conference, counsel must also 'have exchanged lists of exhibits and witnesses and have submitted to the court a brief 
statement of the case to be read to the jury panel as required by Chapter Eight of the Los Angeles Superior Court Rules. 

;1 

::., 
SANCTIONS 

The court will impose appropriate sanctions for the failure or refusal to comply with Chapter Three Rules, orders made by the Court: . 

and time standards or deadlines established by the Court or by the Chapter Three Rules, Such sanctions may be on a party or if 

appropriate on counsel for the party. 


This is not a complete delineation of the Chapter Three Rnles, and adherence only to the above provisions is therefore 

not a guarantee against tbe imposition of sanctions under Trial Court Delay Reduction. Careful reading and 

compliance with the actual Chapter Rules is absolutely imperative. 


.': .: 

LACIV CCH 190 (Rev. 01112) NOTICE OF CASE ASSIGNMENT -
LASe Approved 05-06 
For Optional Use UNLIMITED CIVIL CASE 
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VOLUNTARY EFFICIENT LITIGATION STIPULATIONS 


SupertorCourto'CaUfomla
County of a.o. Ang.IM 

. Los AnallM County 
a.r Auoctetton 

LltlgaUon s.cuon 


lOll Ana.... County 
Bar Assodallon Labor and 
Employm.nt Law Section 

T'I C'''''-tl)!',·:.·., 
; :"! : ... ! , " ~. 

'J.~:~'C!.:.~ 

Con.umer Attorn.ya 
Association of LOtI Angel.. 

Southern Callfomla 
D.f1tn.. Couns.l 

---,;r:;w---
CI.()!;'_Jft 

AasOClaUon of 
Bu.ln... TnalLawyant 

CaUfomla Employm.nt 
LiIWy'''' AuoclaDon 

The Early Organizational Meeting Stipulation. Discovery 

Resolution Stipulation, and Motions in limine Stipulation are 

voluntary stipulations entered intoby the parties. The parties 
. 

may enter into one, two, or all three of the stipulations; 

however, they may not alter the stipulations as written, 

because the Court wants to ensure uniformity of application . 

These stipulations are meant to encourage cooperation 

between the parties and to assist in resolving issues in a 

manner that promotes economic case resolution and judicial 

efficiency. 

The following organizations endorse the goal of 

promoting efficiency in litigation and ask that counsel 

consider using these stipulations as a voluntary way to 

promote communications and procedures among counsel 

and with the court to fairly fe$olve issues in their cases . 

• l08 Angeles County Bar Association Litigation Section. 

• Los Angeles County Bar Association 

Labor and Employment Law Section. 

.Consumer Attorneys Association of Los Angeles • 

• Southern California Defense Counsel. 

+Association of Business Trial lawyers. 

.Callfomia Employment Lawyers AssocIation. 

.. 
: : . ";. '. 

,:,' " 1 

.. , 
:', i 

;

;'
J' 

, 

. ',,' 

.": .1 

~ ! 
. .., : " 

. ,I . 

t " 
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_ AN) AUlIUII:SIlf'An_ CIt 'AI!lYWIIMOUl' ~"_'r. ITA1'I __1I 
_Ioto."",,,~ 

TELEPHONE NO,: FAX NO, l0ptlon.): 
E-MAIL ADDRESS (Opllol'\ll): 

ATTORNEY FOR iN.",.}: 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF lOS ANGELES 
COURTHOUSE ACOAESS: 

PlAINTIFF: 

OEFEHDANT: 

.......... NUM8Ef\: 

STIPULA -rION - EARLY ORGANIZATIONAL MEETING 

: 
'" . \' 

J " . 

This stfpulatlon 1& Intended to encourage cooperation among the parties at an early stage In 
the litigation and to assist the parties In efficient case re,solutlon. 

, ; 

The parties agree that: 	 . '~ 

1. 	 The parties Commit to conduct an initial conference (In-person or via teleconference or via 
videoconference) within 15 days from the date this stipulation Is signed, to discuss end consider J :', i 

',I r
whether there cen be agmsm ent on ths following: 	 " t,' 

a. 	 Are motions to challenge the pleadings necessary? If the Issue can be resolved by 

amendment as of right. or If the Court would alloW leave to amend. could an amended 

complaint resolve most or all of the Issues a demurrer might otherwise raise? If so, the parties 

agree to work through pleading Issues so that a demurrer need only raise Issues they cannot 

resolve. Is the Issue that the defendant seeks to raise amenable to resolution on demurrer, or 

would some other type of motion be preferable? Could a voluntary targeted exchange of 

documents or Information by any party cure an uncertainty In the pleadings? 


b. 	 Initial mutual exchanges of documents at the "core- of the litigation. (For example, In an 

employment case, the employment records, personnel file and documents relating to the 

conduct In question could be considered ·core: In' a personal Injury case, an Incident or 

police report, medical records, and repair or maintenance records could be considered 

·core."); 

c. 	 Exchange of names and contact Information ofw/tnesses; 

d. 	 Any insurance agreement that may be available to satisfy part or a/l of a judgment, or to 

indemnify or reimburse for payments made to satlsl'y a judgment; 


e. 	 Exchange of any other information that might be helpful to facilitate understanding, handUng. 
• 1 . 	 ; _ 'f',or resolution of the case In a manner that preserves objections or privileges by agreement; , 
" 

'<. 'J

/ t' . 

f. 	 Controlling Issues of law that. If resolved early. wUI promote efficiency and economy in other 
. ',J'" , 

phases of the case. Also, when and how such I ssues can be presented to the Court; 

g. 	 Whether or when the case ,should be scheduled with a settlement officer, what discovery or 

court ruling on legal Issues Is reasonably required to make settlement discussions meaningful, 

and whether the parties wish to use a sitting ludge or a private mediatOr or other options as 


LACtV 2211 (rww) 
LASe ApplDVlld 04/11 STIPULATION - EARLY ORGANIZATIONAL MEETING Page 10r2 
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" 

; .: 

discussed In the ~A1tematlve ~ispute Resolution (ADR) (nformatlon Package- served with the 

complaint; 


h. 	 ComputaUon of damages, including documents not privileged or protected from disclosure, on 

which such computation Is based; 


I. 	 Whether the case Is suitable for the Expedited Jury Trial procedures (see Information at 

www.l,superlorcourtorq under ·eMr and then under -General Information"). 


2. 	 The time for a defending party to respond to a complaint or cross-complaint will be extended 
to for the complaint, and for the cross

(INSE~T DATE) 	 (INSERT DATE) 

complaint, which Is comprised of the 30 days to respond under Government Code § 6B616(b), ;: 
, ' ,:and the 30 days permitted by Code of Civil Procedure section 1054(a). good cause having 

.': I': ::",,'been found by the Civil Supervising Judge due to the case management benefits provided by , ' 

..t . . j,thIs Slfpulatlon. 	 ' 
",J ';::~':, {,~ 

3. 	 The parties will prepare a joint report tided -Joint Status Report Pursuant to InItial Conference 
and Eariy Organizational Meeting Stipulation, and If desired. a proposed order summarizing "'1 ' 

results of their meet and confer and advising the Court of any way It may assist the parties' 
efficient conduct or resoluUon of the case. The parties shall attach the Joint Status Report to 
the Case Management Conference statement, and file the documents when the CMC 
statement Is due. 

4. 	 References to ·days" mean calendar days, unless otherwise noted. If the date for performing 
any act pursuant fa this stipulation falls on a SabJrday, Sunday or Court holiday, then the time 
for performing that act shall be extended to the next Court day 

The following parties stipulate: 

Dale: ,. 

(TYPE OR PRINT NAME) (ATTORNEY FOR PLAINTIFF) 


Date: 
 ,. 

. ','(TYPE OR PRINT NAME) 	 (ATTORNEY FOR OEFENOAND . .' ,

Date: 	 ,,. 	 , 

:. ,,: 
. ."I 1. ~ .,:.

(TYPE OR PRINT NAME) (ATTORNEY FOR DEFENDANT) 
" ")';.~."

Data: ,. 

. ~.:r ",1 • 

(TYPE OR PRINT NAME) 	 (ATTORNEY FOR OEFENDAND 
' , 

Date: ,. 

(TYPE OR PRINT NAME) (ATTORNEY FOR ) 


Date: 
 ,. 

(TYPE OR PRINT NAME) 	 (ATTORNEY FOR ) 

Date: ,. 

(TYPE OR PRINT NAME) 	 (ATIORNEY FOR 

LACIV 229 (NW' STlPI:JLATlON - EARLY ORGAN'ZATIONAl MEETINGLASe ApproV'lld 04111 
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_ ANl..-tu.C....nCIIIN!:YCII ..o.II:T\'WITl1ClUT "nOllNl't: 
'T~fI __ .-...  .... CIoo\', , ... __ 

(. 

TElEPHONE NO,: fAX NO. (Optlond): 
E-MAIL ADDRESS (O:tIIIl): 

ATTORNf;V fOR .me): 

SUPERIOR COURT OF CALIFORNIA! COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PlAINTIFF: 

DEFENDANT: ; 

CI\SE~ 

STIPULATION - DISCOVERY RESOLUTION 

, 

< ,.,! . . , 

" 

, ',.'. 

This stipulation Is . Intended to provide a fast amt Informal resolution of discovery Issues 
through limited paperwork and an Informal conference with the Co.,.rt to aid In the 
resolution of the Issues. 

The parties agree that: 

1. 	 Prior to the discovery cut·off in this action, no discovery motion shall be filed or heard unless 
the moving party first makes a written request for an Infonnal Discovery Conference pursuant 
to the terms ofthis stipulation. . 

2. 	 At the Informal Discovery Co.nference the Court will consider the dispute presented by parties 
and determine whether it can be resolved informally. Nothing set forth herein will preclude a 
party from making a record at the conclusion of an Infonnal Discovery Conference, either 
orally or in writing. 

3. 	 Fonowlng a reasonable and good faith attempt at an infonnal resolution of each issue to be 
-I '.: 	 •presented, a party may request an Infonnal Discovery Conference pursuant to the following , 

, ,"!procedures: 	 '. . 
" 

',' ;:\ ~!', ' 

"" l'a. 	 The party requesting the Infonnal Discovery Conference will: 
. 	 . 

i. 	 File a Request for Informal Discovery Conference with the clerk's office on the 
approved fonn (copy attached) and deliver a courtesy, conformed copy to the 
assigned department; 

ii. 	 Include a brief summary of the dispute and specify the relief requested; and 

iii. 	 Serve the opposing party pursuant to any authorized or agreed method of service 
that ensures that the opposing party receives the Request for Informal Discovery 
Conference no later than the next court day following the filing. 

b. 	 Any Answer to a Request for Informal Discovery Conference must: 

f. 	 Also be filed on the approved form (copy attached); 

ii. 	 Incl4de a brief summary of why the requested relief should be denied; 
, :>; 	 : . 

, " '.:f 
LACIV 038 (IWWJ STIPULATION - DISCOVERY RESOLUnONLAse Approvlld 04/11 

. Pq2 1:l'f,~ ~:,::}~:'!;" '," 
.~.: , . 

. " 
:' .' 

'.. 
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iii. 	 Be filed within two (2) court days of receipt of the Request; and 

iv. 	 Be served on the opposing party pursuant to any authorized or agreed upon 
method of service that ensures that the opposing party receives the Answer no 
later than the next court day following the filing. 

c. 	 No other pleadings, includinU but not limited to exhibits, declarations, or attachments, will 

be accepted. 


d. 	 If the Court has not granted or denied the Request for lnfonnat Discovery Conference 

within ten (10) days following the filing of the Requost, then it shall be deemed to have 

been denied. If the Court acts on the Request. the parties will be notified whether the 

Request for Informal Discovery Conference has been granted or denied and, if granted, 

the date and time of the Informal Discovery Conference, which must be within twenty (20) 

days of the filing of the Request for Informal Discovery Conference. 


e. 	 If the conference Is not held within twenty (20) days of the filing of the Request for 

Informal Discovery Conference, unless extended by agreament of the parties and the 

Court. then the Request for the Informal Discovery Conference shall be deemed to have 

been denied at that time. 


4. 	 If (a) the Court has denied a conference or (b) one of the time deadlines above has expired , 
without the Court having acted or (c) the Informal Discovery Conference is concluded without 

; , 

resolving the dispute, then a party may file a discovery motion to address unresol.ved issues. 

, I • ~ 	 I':5. The parties hereby further agree that the lime for making a motion to compel or other.· . ',:
.' i:'

discovery motion is tolled from the date of filing of the Request for Informal Discovery 

Conference until (a) the request is denied or deemed denied or (b) twenty (20) days after the 

filing of the. Request for Informal Discovery Conference, whic,",ever is eartier, unless extended 

by Order of the Court. ' 


It is the understanding and intent Qf the parties that this stipulation shall. for each discovery 

dispute to which It applies. constitute a writing memorializing a "specific later date to which 

the propounding [or demanding or requesting} party and the responding party have agreed in 

writing," within the meaning of Code Civil Procedure sections 2030.300(c). 2031.320{c). and 

2033.290(c). 


6. 	 Nothing herein will preclude any party from applying ex parte for appropriate relief, including 
an order shortening time for a motion to be heard concerning discovery. 

7. 	 Any party may terminate this stipulation by giving twenty-one (21) days notice of intent to 
terminate the stipulation. 

8. 	 References to "days- mean calendar days, unless otherwise noted. Jf the date for performing 
any act pursuant to this stipulation falls on a Saturday, Sunday or Court holiday. then the time 

, ,
for performing that act shall be extended to the next Court day. ~,: .. .',. . 

, < ~,',' 

': . 
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L~ l~- ., 

' , 

.. 
.,I., , . 

! ,,' ;,' 

..', '.,' 
;' t: 

,
,:;.,)The j'oUowlng parties stipulate: 

.. 

Dale: 

("TYPE OR PRINT NAMEI (AlTORNEY FOR PlAINTifF) 

Date: 

(TYPE OR PRINT NAMEI (AlTORHEY FOR OEFENONiT) 

Date: 

(TYPE OR PRINT NAME) (AlTOFINEY FOR OEFENOANT) 

Date: 

(TYPE OR PRINT NAME) l"TTORHEY FOR DEFENDANT) 

Date: 

(TYPE OR PRINT NAME) (ATTORNEY FOR 

Date: .,, , 

(TYPE OR PRINT NNAE) (ATTORNEY FOR 

Date: , ' 

.~~ . ..;' ' '. 
:.' ~ ,1:(TYPE OR PRINT NAME, (ATTORNEY FOR '.: i: 

": ; 

'. ;' 
, .",' 
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.-NO __ QP AtlIlIIICY 011 'AII1"I'wrnioIn AnOllNlY: "~T[_~ 

"'__DIN... ,.. ...... 

TELEPHOHE NO.: FAX NO. (OpIioNl): 
E-MAIL ADDIU:.sS (Oplkmal): 

AnORNEV FOR IN_I: 

SUPERIOR COURT OF CALIFORNIA, COUNTY OF LOS ANGELES 
COURTHOUSE ADDRESS: 

PLAINTiff: 

DeFENDANT: 

INFORMAL DISCOVERY CONFERENCE ~_tlC"' 

(pursuant to the Discovery Resolution Sti~ulallon of the ~rties) 	 I ,.,1, , 

1. 	 This document relates to: o Request for Informal Discovery Conference o Answer to Request for Informal Discovery Conference 	 . :',1' 

2. 	 Df!adllne for Court to decide on Request: (In.ert date 10 calendar daY' following flllng'!)f . 
the Request). 

3. 	 Oeadllne for Court to hold Informal Discovery Conference: . (Insert dale 20 calendar 
dal/8 folowtng flllng of !tie AequUI). 

4. 	 FQr a Request for Infonnal Discovery Conferenca, brleflv describe the natura of the 
discovery dispute, Including tha facts and legal a,gumants at Issue. For an Answer to 
Roquest for Informal Discovery Conference, brtefh( describe why the Court should deny 
the requested discovery, Including the facta and legal arguments at Issue. 

" ...• 

: ...i 
J.t' : ," 

.' f~ • f • 

• 1 ;':' 

LACIV 094 (MW) INFORMAL DISCOVERY CONFERENCE 
LASC ApplDVlId 04/11 (pursuant to lila Discovery Resolution Stlpuratlon oftha parties) 

• j- • 
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MAW!! NO _1'1 0# AnOlDOEY OR PAIITY WITHOUf Ana.n "A""''''  ..._ ... a..., •• _ 

lCl.EPHOHE NO.: 'i'1V( NO. (Opllan.tll}: 
E-MAIl AOORJeSS (Opdollll):

ATTOANEY FOR ~_~ 

SUPERU)R COURT OF CAUFORNIAr COUNTY OF lOS ANGELES 
COURTHOUSE ADDRESS: 

PlAINTIFF: 

OEFEN~T: 

CASE NlJt.MlEil 

~jTIPULATION AND ORDER - MOTIONS IN LIMINE 

ThIs stipulation Is Intended to provide fast and Informal resolution of evidentiary 

Issues through diligent efforts to deffne and dIscuss such Issues and limit paperwork. 


The I,artles agree that: 

1. 	 At le~st __ days before the final status conference, each party will. provide aU other 

parties with a list containing a one paragraph explanation of each proposed motion In 

limine. Each one paragraph explanation must Identify the substance of a single proposed 

motion in limine and the grounds for the proposed motion. 


2. 	The parties thereafter will meet and confer, either In person or via teleconference or 

videoconference. concerning aU proposed motions In limine. In that meet and confer. the 

parties will determine: 


a. 	Whether the parties can stipulate to any of the proposed motions. If the parties so. ' ,
s~pulate. they may file a stipulation and proposed order with the Court. ",;;' " . " i, 

; .~: 
" !. 

b. 	 Whether any of the proposed motions can be briefed and submitted by means of a 
'.!' •

short joint statement of Issues. For each moHon which can be addressed by a short 
joint statement of issues, a short joint statement of issues must be flied with the Court 
10 days prfor to the final status conference. Each side's portion of the short joint 
statement of Issues may not exceed three p~ges. The parties will meet and confer to 
agree on a date and manner for exchanging the parties' respective portions of the' 
short joint statement of issues and the process for filing the short joint statement of 
issues. 

3. 	 All proposed motions In limine that are not either the subject of a stipulation or briefed via 
a nhort jOint statement of issues will be briefed and filed in accordance with the California 
RUles of Court and the Los Angeles Superior Court Rules. 

. ••1 

LACIV Of5 (naw) 	 , . 
STIPULATION AND ORDER - MOTIONS IN LIMINELASC Apptoved 04/11 	 Pago 1of2 ' .. : 
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, . 

, . r-- 1--
The following parties stipulate: 

Date: 
) 

(TYPE OR PRINT NAME) (ATIORNEV FOR PLAINTIFF) 
Dale: 

", , 

) 

(TYPE OR PRINT NAME) (ATIORNEY FOR DEFENDANT) , ',' 

Dale: 
' 

" ' :. '.: 
;) 

(TYPE OR PRJNT NAME) (ATIORNEY FOR DEFENDANT) . ,',',' 

Date: 
)

(TYPE OR PRINT NAME) (ATIORNEV FOR DEFENDANT) 

Date: 
)

(TYPE OR PRINT NAME) (ATIORNEY FOR 
Date: 

)

(TYPE OR. PRINT NAME) (ATIORNEY FOR 

Date: 

)

(TYPE OR PRINT NAME) (ATIORNEY FOR 

THE COURT SO ORDERS. 
, , 

Date: 
JUDICIAL OFFICER 

',.; 

, .': ';.1 
, , 

, !,' 

-', ; 

.... :' 

. , .. : 

LACIV 015 (new) STIPULATION AND ORDER - MOTIONS IN LIMINE LASC ApplOYed 04,,1 PallO 2of2 
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Case Print Report 
Case Number CAS-2362153-N7X2J7 

Case Opened Date 3/20/20132:00 PM 

Case Closed Date 3/26/2013 

Case Status Resolved 

Case Last Modified 3/26/2013 7:00 PM 

Responsible Team Tier 1 Inbound 

Case Classification Vehicle Concern> FIN Assist Request> CCT Criteria 

Customer Name

Customer Numb

1123 E 67TH ST 

LOS ANGELES 90001 

Email  

Dealer Airport Marina Ford 

VIN 1 FMCU03GX9K  

Year 2009 Make FORD 

Model ESCAPE Body Style U03 - XL T 4X2 4-DR 

Symptom 

Level 1 Start/Run/Move 

Level 2 Moving 

Level 3 Shift quality steady state 

Level 4 Intermittent 
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05563 

FordCRMAppUserAccount CRM 

Case Print Report 
Case Number CAS-2362153-N7X2J7 

Customer Says: Purchased February 8th 2009 ford Escape 10200 miles. Vehicle has been in shop 5 
times. Most recently on March 11 est. Harsh shifting is the issue and they cannot duplicate the 
issue according to customer. Customer states that no repairs were done for this since they cannot 
duplicate issue. Customer is talking to Robert SA 

Airport Marina Ford 
5880 Centinela Ave. 
Los Angeles. CA 90045 
(877) 999-9546 

Made OBC to DLR spoke to Robert SA who stated that they cannot duplicate the issue 

CRC ADVISED: I will escalate your caselrequest to our Ford Regional Customer Service Manager 
who works daily with your dealership's management team His name is Mark Coli. The Ford 
Regional Customer Service Manager has access to all Ford resources and will use these resources 
to assist you and your dealership regarding your situation. The Ford Regional Customer Service 
Manager will receive the information you have just provided me and will do a thorough review on 
your behalf. You can expect a phone call from your Customer Service Manager within 2 business 
days. The case ~umber that I have established f,?r you todax. is CAS-2362153. 

Carrie Boehm 3/21/2013 1:03 PM 

***CUST SAID*** 
===WANTS TO KNOW WHAT WARRANTIES HE HAS ON THE VEH===HE WAS ADVISED 
YESTERDAY THAT HE HAD 3 

***CRC ADVISED*** 
===ADVISED HIM OF THE 4 WARRANTIES ON HIS VEH( FACTORY POWERTRAIN. THE CPO 
PWERTRAIN AND PREMIUM CARE. AND THE PREMIUM CARE)===TOLD HIM ABOUT THE 
DEDUCTABLES AND THE RENTAL CAR COVERAGE===ALSO ADVISED HIM THAT HE WOULD 
GET A CALL BACK BY THE COB ON 03/22/13 IN REAGRDS TO THE CASE HE CALLED IN 
ABOUT ON 03/20/13 

Mark Coli 3/22/2013 3:12 PM 

*CSM MARK EXT 77749. AFTER REVIEW OF CASE NOTE, OASIS. AWS, GCQIS * OBC TO DLR 
'"SPOKE TO SIM LEONARD. WHO SAYS DLR COULD NOT VERIFY TRANS CONCERN, CUST 
WILL COME INTO DLR ONE DAY NEXT WEEK TO TEST DRIVE WITH SIM AND TECH IN 
EFFORT TO DEMONSTRATE CONCERN'" OBC TO CUST @ ( * SPOKE TO 

Y! WHO SUGGESTS CSM CALL CUST ON HIS CELL # *OBC TO CUST @ 
 '"LVM, GAVE CONTACT INFO AND CASE #. SET FlU FOR 03-25 
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Case Print Report 
Case Number CAS-2362153-N7X2J7 

Mark Coli ;3/22/2013 3:40 PM 

"CSM MARK EXT 77749,IBC FROM CUST. WHO SAYS THAT DLR KEEPS TELLING HIM 
NOTHING IS WRONG WITH THE VEH BUT CUST FEELS THE TRANS SHIFTING HARSH. SAYS 
IT IS WORSE ON FIRST START IN THE MORNING WHEN VEH IS COLD, CUST DOES NOT 
WANT TO GO BACK TO DLR ONLY TO BE TOLD THIS IS NORMAL, SAYS IT IS NOT NORMAL ,. 
CSM ADVISES OF OUR ROLE, EXPLAINED THAT BEFORE WE CAN AUTH DLRTO MAKE 
WARRANTY REPAIRS, DLR WOULD FIRST HAVE TO DUPLICATE CONCERN. CUSTWILL 
BRING VEH IN FOR TEST DRIVE, CSM TO WORK WITH DLR ON GETTING REPAIRS AND 
WILL FlU WITH CUST 

Mark Coli h/26/2013 6:59 PM 
:>,.", ~.~~~~ ~ -- -", ~,- or,,,,,,, """"~'_-''''",_n 

*CSM MARK EXT 77749, OBC TO CUST@ *CUST SAYS HE HAS NOT TAKEN VEH 
BACK IN. SAYS IT ONLY HAPPENS WHEN VEH IS COLD, SAYS HE TOOK IT IN BEFORE AND 
LEFT IT FOR TWO DAYS, SAYS DLR DID FIRST VERIFY ON COLD START THEN LATER THE 
VEH WAS FINE AND DLR MADE NO REPAIRS, CSM ADVISES THAT IF CUST DOES BRING 
VEH BACK IN AND WOULD LIKE ANY HELP FROM US , HE MAY CALL AT THAT TIME 
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Case Print Report 
Case Number CAS-2362153-N7X2J7 

Mark Coli '3/26/20136:53 PM 
c"~ 

fmc_transferescalate Transfer 1Escalate 

fmc _ closecase 

incidentresolution : Case Resolution 

Mark Coli 3/26/2013 7:00 PM 
:"

~'"'",'>'" 't"'o\>"-'C < 

Mark Coli 13/26/20137:00 PM , 
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Case Print Report 
Case Number MRS-17964434391415 80100001 

Case Opened Date 12/9/2009 11 :07 PM 

Case Closed Date 2/20/2010 

Case Status Resolved 

Case Last Modified 7/27/2012 4:52 PM 

Responsible Team Historical Team 

Case Classification MORS History> INQUIRY> ROADSIDE ASSISTANCE> 
ROADSIDE ASSISTANCE REQUEST-WARRANTY COVERED 

Customer Name  

Customer Number  

 

PLAYA DEL REY CA  

Email 

Dealer 

VIN 1FMCU03GX9K  

Year 2009 Make FORD 

Model ESCAPE Body Style U03 - XLT 4X2 4-DR 

Symptom 

Level 1 Maintenance/ Pre Delivery 

Level 2 Pre Delivery Check 

Level 3 Other 

Level 4 Other 
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Case Print Report 
Case Number MRS-17964434391415 80100001 

ROADSIDE 
ASSISTANCE-TOW
WHEEL LIFT 

DISPATCH COMPLETE 

ROADSIDE jCROSS COUNTRY SYSTEM1 SYSTEM1 2/20/20106:04:00 AM 
ASSISTANCE-TOW-IMOTOR CLUB 
WHEEL LlFTl 

'.-*"""'+'*'''~-''-:; 

DISPATCH SCHEDULED 
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ROMANO STANCROFF PC 

Consumer Protection Attorneys 

Steven G. Stancroff 
Mark P. Romano 
Karl P. Heil 
Gary L. Mermanson 
Adam E. Handy 

August 14,2013 

Ford Motor Company FCSD - Consumers Affairs 
16800 Executive Plaza Drive 
Suite 3N-333 
Mail Drop 3NE-B 
Dearborn, MI 48126-4207 

Re:  
2010 Ford Escape 
VIN 1FMCUODGIAK  

Dear SirlMadam: 

80 I West Ann Arhor Trail 
Suite 232 

Plymouth. MI 48170 
Telephone (734)207-3377 
Facsimile (734)207-3630 

www.Michigan-Lemon-Laws.com 
mromano@rslemonlaw.com 

C. '

...... --\,.W 
(Il 

UlC
:sa [T':t
§i5 rJ r""'r' 

.~ - -
,>"\0 G ,-"

Z 
'T,:::J:» 
:;>\0 -_. 
;.AN.-::- ~ 

Please be advised that this office represents the above named individual regarding claims 
against Ford Motor Company concerning defects with the above listed vehicle. This letter shall 
serve as notice of  claim. At this time, we have been authorized to attempt to 
resolve this matter without filing a lawsuit by submitting this claim to you. 

 has experienced numerous problems with this vehicle. The limited written 
warranty provides that Ford Motor Company or its authorized dealerships will repair or replace 
all parts found to be defective in factory-supplied materials or workmanship. It is my client's 
position that Ford Motor Company's inability to repair this vehicle is a violation ofthe Michigan 
Lemon Law and Magnuson-Moss Warranty Act. As such,  respectfully requests 
that Ford Motor Company comply with the above statutes and pay all attorney fees and costs. 

Please be further advised that all communication regarding this matter must be 
directed to my office. This offer and all of its contents are for settlement purposes only. Thank 
you for your time and attention. I look forward to hearing from you. 

Very truly yours 

Romano Stancroff PC 

-===;i32,~//l 
sreve;;lan~;of{ 
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