INFORMATION Redacted PURSUANT TO THE FREEDOM OF

INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6)

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

—

Spool Report Run Date :  08/09/2013
r Case Defails
Case D : Division : Honda - Auto Condition : Closed Open Date :  8/12/2008 12:19; 18 PM
‘ Case Originator : Aaron Prymus (Team HB) Sub Dwvision :  Satellite Center Status : Closed Close Date - 8/12/2008 12:35:42 PM
Case Owner:  Aaron Prymus (Team HB) Method : Queue : Days Open: 0 \
‘ Last Closed By : Aaron Prymus (Team HB) Point of Origin : Customer Wipbin :
Case Title : SRS FLOOR WIRE HARNESS [SSUE No. of Attachments : 0 {
Site / Contact Info . Product Info .
Site Name - j Unit Owner : } | ‘
Dealer No VIN Type / No No VIN/ [
Site Phone No. - | Model / Year . TSX /2004
Contact Name Model ID / Product Line
Day Phone No.

Evening Phone No.
Cell / Pager No.
Fax No_ -

Address
’ City / State / Zip ;

E Mail
\ Svc District / Sls District /

Current Dealer info :

["Current Dealer No /Name

Phone No,

Address :

City / State / Zip

Sve District / Sls District /

Warranty Labor Rate / Date : 4
Agent Name *

Comp Ind.

In Service Date :
Months In Use -
Engine Number
Originating Dealer No. / Name :
Seliing Dealer No. / Name :
Trim
No Of Doors
Transmission Code
‘ Exterior Color :
Factory Warranty Start / End Date -

I Miles / Hours -

l Factory Warranty Cancellation Date

HPPN/SC Coverage Start / End Date -

HPP/V/SC Canceliation Date :
Extended Warranty Start / End Date
‘ Extended Warranty Cancellation Date -

Previous Dealer Info :

Dealer #I Dealer Name I

3rd Party Info :

Agent Name | Comp H\ d.|

Party 1- Not Applicable
Party 2: Not Applicable

Party 3: Not Applicable
Party 4 : Not Applicable

Issues :

Status Issue Type 1 Issue Type 2 Labor Code Labor Code Desc ‘
Campaign Eligibility 752 SRS >

e 107 Tifle
Subcase Close
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date . 08/09/2013

Issue Details

Issue 1D : Disposifion: Taformation Condition : Closed Wipbin -~
Issue Originator . Aaron Prymus Type 1 Campaign Status - Subcase Close Open Date. #/12/2008 12:35.36 PM
Issue Owner - Aaron Prvmus Type 2. Eligibility Quevue - Close Date - §/12/2008 12:35.42 PM

Issue Title : |/ M P AGN - ELIGIBILITY

Coding Info : Solution / Linked Resolution Info .
)T Code 7 0esc . 7527 SRS esolgtion Title | — ]

Condition Code Desc Warn Light On 7524
Campaign Code / Desc:  /
Temperament Code - Cold
Resolutions | Provided [nformation
Component Category . 14 - Air Bags
Previously Published : NO

olution Title

: ; Parts Info :
Fire Indicator . NO
Rollover Indicator : NO Part No. I Part Uescnptlon l BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:

L |
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 08/09/2013

AMERICAN HONDA

Case History

case 0 [ GGG Case Title (| <5 1 OOR WIRE HARNESS 1SSUF:

**" CASE CREATE 8/12/2008 12,19 18 PM, aprymus
Contact T oty - N/A, Status = Solying
#*% CASE MODIFY 8/12/2008 1222:59 PM, apiymus
into WIP default and Status of Solving,
*** NOTES 8/12/2008 12:35:16 PM, aprymus, Action Type  Call from Customer
The client contact information was update:
The client did not have his VIN at the time Brree

The client called AHM because his Navigation system has been going on and off and his SRS light 1s flashing on the dash. The client stated that he heard
about the SRS Floor Wire Harness issue. The client wanted to know if he was affected by this campaign. [ informed the client that [ would need his
VIN to verify any campaign information. The client understood and stated that he will call back with the VIN. He required no further assistance. |
thanked him for calling and the call ended.
++* sUBCASE (| <= = 5122008 12.35:36 PM, aprymus
Created in WIP Default with Due Date 8/12/2008 12:35:36 PM.
*++ SUBCASHEEEGE st $/17/2008 12:35.42 PM. aprymus
Status = Solving, Resolution Code = Instruction Given
*4= CASE CLOSE 8/12/2008 12:35.42 PM. aprymus
Status = Closed, Resolution Code = Instruction Given, State = Open
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‘ CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

-

Run Date : 08/09/2013 ‘

Spooi Report
[
[ Case Defails
[CaselD Division : Acura - Auto Condition : Closed Open Date - 8/25/2010 10:05-15 AM
Case Originator - Kristine Cabanatan ( Team AC) Sub Drvision :  Customer Relations Status : Closed Close Date - 8/25/2010 11:43:56 AM
‘ Case Owner:  Kristine Cabanatan (Team AC) Method : Queue : Days Open - 0 ‘ }
‘ Last Closed By : Kristine Cabanatan ( Team AC) Point of Origin : Customer Wipbin :

Case Title _ CHECK AIRBAG SYSTEM LIGHT ON

No. of Attachments : 0

Site / Contact Info .

Product Info :

‘ Site Name -
Dealer No
’ Site Phone No. :
Contact Name :
Day Phone No.
Evening Phone No.
Cell / Pager No. :
Fax No. :
Address
City / State / Zip :
E Mail :
Svc District / SIs District -

Current Dealer Info :

Current Dealer No. / Name
Phone No.

Address :

City / State / Zip :

Svc District / Sls District /

|

]

|

[ Unit Owner

VIN Type / No. No VIN/
Model / Year TSX /2004
Model ID / Product Line /

Miles / Hours : 22,000

In Service Date
Months In Use -
Engine Number :
Originating Dealer No / Name
Selling Dealer No. / Name
Trim
No Of Deors
Transmission Code
' Exteror Color :
Factory Warranty Start / End Date -
Factory Warranty Canceliation Date :

HPP/VSC Coverage Start / End Date

‘ HPP//SC Cancellation Date -
Extended Warranty Start / End Date :

Av\\;ae:?r;\ltzrlr_]?or Rate / Date / S } ' Extended Warranty Cancellation Date
ieavtaiinaly | i J = |
Previous Dealer Info - 3rd Party Info :
' |Dealer #[ Dealer Name I Agent Name jComQ Ind] . =
‘ ‘{ Party 1: Not Applicable Party 3. Not Applicable
‘ Party 2: Not Applicable Party 4 : Not Applicable
L | |
SSues :
[Ssue 1D 7 Title : Status Issue Type T Issue Type 2 [abor Codg) LaborCode Desc |
| _RODUC Subcase Close Product Operation 752 SRS l
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CUSTOMER RELATIONSHIP MANAGEMENT 3YSTEM
AMERICAN HONDA

Spool Repart Run Date . 08/09/2013
Issue Details
m Dispositton Complaint Condltion ~ Closed Wipbin .
Issue Orginator : Kristine Cabanatan Type 1. Product Status . Subcase Close Open Date - 8/25/2010 11:42:37 AM
Issue Owner.  Kristine Cabanatan Type 2. Operation Queus Close Dale: 8/25/2010 11.43.55 AM
Issue Tite - | PRODUCT - OPERATION |
Coding Info : Solution / Linked Resolution Info :
Labor Code 7 Desc 7527 SRS Soiution 1D Resalution Title *
Condition Code Desc Warn Light On 7524 \ution Title
Campaign Code / Desc /
Temperament Code Please Specify
Resaolutions . Documented Concern, Referred to Dealer J
Component Category - 14 - Air Bags
Previously Published  NO
Fire Indicator , NO Parts Info :
Rollover Indicator : NO [ PatNo I Part Description [ BO Reason
Cosmetic / Sound Quality Indicator :  NO T
Dealer Coding:
= =
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date . 08/09/2013

Case History

case !0 ([ case Tite ([ ek ~1RBAG svsTEM LiGHT ON

*4* CASE CREATE 8/25/2010 10:05:15 AM. kcabanat
Contact = tority = N/A, Status = Solving
ik CASEM 09:00 AM, keabanat
into WIP default and Status of Solving,
*#% CASE MODIFY 8/25/2010 10'09 06 AM. keabanat
imto WIP default and Status of Solving,
***% CASE MODIFY 8/25/2010 10:09:07 AM, kcabanat
mto WIP default and Status of Solving,
*#= CASE MODIFY 8/25/2010 10:09 54 AM, keabanat
mto WIP delzult and Status of Solving,
*#% NOTES 8/25/2010 11.42,07 AM. keabanat, Action Type . Call from Customer

Chent - s contact information was verified,
Client didn t have VIN avarlable,

Client called to inquire it the seat belf warranty covers the issue with the  Chec): Airbay System  light corming on.
Chieut stated he 15 nat having an issile with the seaf belt buc if the ssue is due 1o the seat beltif it s covered under the seat belt [imited warranty

Client explained the light intermittently comes on and off
Chient explained he could bz driving with the light on and when he turns off the vehicle and then turn it on again it will be off.
Client hasn ¢ had the vehicle diagnose by the Acura dir

Lexplained to the client if the seatbelt is the issue that is causing the light to come on then it should be covered under the seat belt limied warranty.
I advised client to have the vehicle diagnose by the Acura dir to confirmed the issue and determine the corrective action.

I explained 1f he has any questions or concerns after the diagnosis to call ACS back,

I provided the case number

Client thanked me and the call was ended
¥ SUBCASE REATE 8/25/2010 11 42:37 AM, kcabanat
Created in WIP Default with Due Date 8/25/2010 11.42:37 AM
#** CASE MODIFY 8$/25/2010 11°42:45 AM., kcabanat
mto WIP default and Status of Solving.
*+* SIIRCASE LOSE 8/25/2010 11,43:55 AM, kcabanat
Status = Solving, Resolution Code = Instruction Given
*#% CASE CLOSE 8/25/2010 1):43.56 AM, kcabanat
Status ~ Closed, Resolution Code = [nstruction Given. State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/2013
Case Details
Case D B = Division - Fonda - Auto Condition - Closed Open Date - 5/30/2012 8,08.03 AM
Case Originator : Monica Mendoza (Team CD) Sub Division . Sateliite Center Status : Closed Close Date : 5/30/2012 10:05.39 AM
Case Owner:  Monica Mendoza (Tecam CD) Method Phone Queue : Days Open - 0
Last Closed By : Monica Mendoza (Team CD) Point of Origin : Customer Wipbin : ‘
Case Title _ SRS LIGHT CONCERNS No. of Attachments : 0
Site / Contact info - Product Info :
Site Name : ’ Unit Owner 14] ]
Dealer No VIN Type / No. US VIN / JH4CL95964
Site Phone No. Model / Year : TSX /2004
Contact Name : Model ID / Product Line : CL9594KW / B
Day Phone No. - Miles / Hours : 121,000
Evening Phone No in Service Date : 04/29/2003
Cell / Pager No_ Months In Use : 109
Fax No. : Engine Number : K24A21000506
Address Originating Dealer No. / Name :909992 / COMPANY CAR ADMINISTRATION
City / State / Zip TULSA, OK Selling Dealer No. / Name : 909992 / COMPANY CAR ADMINISTRATION
E Mail Trim : NAVI
Svc District / Sls District: ~ / No. Of Doors : 4
— Transmission Code : 6MT
Current Dealer Info : Exterior Color : BL
[ Current Dealer No / Name Factory Warranty Start / End Date :
\ Phone No ' Factory Warranty Canceliation Date :
Address HPP/N/SC Coverage Start 7 End Date :
City / State / Zip . . HPP/VSC Cancellation Date :
‘ a;,air[::tt;]T_ta/bilrsRZts;n/cééte B / } Extended Warranty Start / End Date :
e ‘ Extended Warranty Cancellation Date :
LAgent Name - Comp ind _]
Previous Dealer Info : 3rd Party Info :
[Deater #] Dealer Name | Agent Name | Comp Ind]
[ [ Party 1. Not Applicable Party 3: Not Applicable
‘ ’ Party 2. Not Applicable Party 4 : Not Applicable
Issues : 5 b—
| D / Tifle Staius ssue Type 1 [ssue Type 2 Labor Code1 Labor Code Desc
“ﬁ)uu Subcase Close Product Operation 757 [SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Run Date - 08/09/2013

Spool Report

Issue Details

Disposition: Information Condition : Cjosed Wipbin :
Type 1 Product Status . Subcase Close Open Date:  5/30/2012 10:05:32 AM
Queue : Close Date :  5/30/2012 10:05:39 AM

Issue D :
Issue Originator © Monica Mendoza

Issue Owner ; oza Type 2: Operation
' Issue Title - PRODUCT - OPERATION

Solution / Linked Resolution Info -

Coding Info :

Labor Code / Desc : 752 / SRS igetation 1D Resolution Titie ;
Condition Code Desc ~ Warn Light On 7524 olution Title :
Campaign Code / Desc: /
Temperament Code : Cold
Resolutions :  Provided Information
Component Category : 14 - Air Bags
Fljrevlwomc;.slytP‘.xblished : ;:‘]8 Parts Info :
ire Indicator :
Rollover Indicator ; NO Part No. | Part Description I BO Reason
Cosmetic / Sound Quality Indicator: NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMER'CAN HONDA Spool Report Run Date :

08/09/2013

Case HISIO!!

case D |GGG Case Tite - (RS L /GHT CONCERNS

#*% CASE CREATE 5/30/2012 8:08:03 AM, mmendoz1
Contact =_Pr|ority = NJA, Status = Solving.
% CASE MODIFY 5/30/2012 8:08:58 AM, mmendoz!
into WIP default and Status of Solving.
*** CASE MODIFY 5/30/2012 8:16:54 AM, mmendoz]
into WIP default and Status of Solving.
*** NOTES 5/30/2012 817:42 AM, mmendoz!, Action Type : Call from Customer
Vernified client information

The client stated he is calling in regards to seatbelt concerns. The client stated he contacted Carlton Acura, and was told there would be a $100 diagnosis
fee for the SRS light. The client was told it may have to do with the seat belt. The client stated he is seeking assistance with the cost of the diagnosis.
ladvised I will transfer his call to ACR for further assistance. The client understood, and required no further assistance.

=+ SUBCASE [ NEGEEE -« 7= 5/30/2012 10:05.32 AM, mmendozl
Created in WIP Default with Due Date 5/30/2012 10:05:32 AM,

**% CASE MODIFY 5/30/2012 10:05.37 AM, mmendozl
into WIP default and Status of Solving.

=<+ SUBCASE [N 1 OSE 5/30/2012 10:05:39 AM. mmendoz!
Status = Solving, Resolution Code = Instruction Given

*“* CASE CLOSE 5/30/2012 10-05.39 AM, mmendoz |
Status = Closed, Resolution Code = Instruction Given, State = Open
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{ AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Last Closed By : Jeninne Ortiz (Team AA)
‘ Case Title

Point of Origin : Customer

I si:s |/GHT CONCERN/SEATBELT WARRANTY

Wipbin :
No. of Attachments . 0 ‘

Spool Report Run Date :  08/09/2013
Case Details
Case D I Division : Acura - Auto Condition : Closed Open Date = 5/30/2012 8:17.04 AM
Case Originator : Jeninne Ortiz (Team AA) Sub Dwvision :  Customer Relations Status : Closed Close Date :  5/30/2012 9.22:16 AM
Case Owner:  Jeninne Ortiz (Team AA) Method : Phone Queue : Days Open. 0

Site / Contact Info :

Site Name :
Dealer No,

Site Phone No.
Contact Name
Day Phone No.
Evening Phone No
Cell / Pager No. .
Fax No

Address

City / State / Zip :
E Mail :

Sve District / Sls District

Product Info -

Current Dealer info :

] ["UnitOwner: m j
VIN Type / No. 5964C-
Model / Year - TSX /2004
Mode! ID / Product Line : CL9594KW /B
Miles / Hours ; 121,000
In Service Date : 04/29/2003
Months In Use ° 109
Engine Number : K24A21000506
Originating Dealer No_/ Name :909992 / COMPANY CAR ADMINISTRATION
Selling Dealer No. / Name : 909992 / COMPANY CAR ADMINISTRATION
Trim ; NAVI

J No. Of Doors : 4

Transmission Code : 6MT
Exterior Color : BL

" Current Dealer No / Name
Phone No.

Address

City / State / Zip :

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

|

N

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

HPP/SC Coverage Start / End Date :
HPP/VSC Cancellation Date

Extended Warranty Start / End Date
Extended Warranty Canceilation Date :

‘ 1 Agent Name : Comp Ind [
Previous Dealer Info : 3rd Party Info :
[Dealer # Dealer Name I Agent Name [Comp Ind] -~
‘ | | Party 1: Not Applicable Party 3: Not Applicable ‘
Party 2 Not Applicable Party 4 - Not Applicable 1
| L —t
Issues
LT Status Issue Type 1 Issue Type 2 Labor Codej Labor Code Desc
PRODUCT [Subcase Close Product Operation 752 SRS
Subcase Close Warranyy, Coverage
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

HONDA
AMERICAN Spool Report Run Date ' 08/09/2013
Issue Details
lswe”’ Disposition: Complamt Condition . Closed ~Wipbin
Issue Origi enine Orliz Type 1 Product Status Subcase Close Open Date = 5/30/2012 921:33 AM
Issue Owner Jeninne Oz Type 2 Operation Queue - Close Date ©  5/30/2012 921,48 AM
Issue Title - _PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .
Labor Code / Desc : 752 / SRS [Soitmon 10 Resolution Tiffe
Condition Code Desc ~ Warn Light On 7524 golutron Title
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Documented Concemn, Referred to Dealer, Provided Informarion
Component Category : 14 - Air Bags
Previously Published - NO Parts Info :
Fire Indicator . NO
Rollover Indicator : NO [ Fart No | Part Description | BO Reason
Cosmetic / Sound Quality indicator:  NO
Dealer Coding:
Issue Details
Issue ID . Disposition information Condition © Closed Wipbin ]
Issue Originator = Jeninne Oruz Type 1  Warranty Status Subcase Close Open Date :  5/30/20129:22:06 AM
Issue Owner - Jeninne Ortiz Type 2 - Coverage Queue Close Date © 5/30/2012 9;22:11 AM

Issue Title _ WARRANTY - COVERAGE

Coding Info :

Solution / Linked Resolution Info -

abor Code / Desc . /
Condition Code Desc
Campaign Code / Desc: /
Temperament Code * Please Specify
Resolutons -~ Provided [nformation

Component Category ' NA - Please Specify

Previously Published NO
Fire Indicator - NO
Rollover Indicator ; NO

Cosmetic / Sound Quality Indicator :
Dealer Coding

NO

sowton 1D Resolution Title =
olution Title :
Parts Info -
Part No | Part Descripfion | BU Reason
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AMERICAN HONDA

CUSTOMER RELATIONSHIF MANAGEMENT SYSTEM

Spool Report Run Date

08092013

care >

*** CASE CREATE 5/30/2012 817 04 AM. jortiz

Contact = Priority = N/A, Status = Solving.

**+= CASE MODIFY 5/30/2012 8 17-42 AM, jortiz
into WIP default and Status of Solving

“*' CASE MODIFY 5/30/2012 8 18:56 AM. jortiz
into WIP default and Status of Solving

**% CASE MODIFY </30/2012 8:19:01 AM, jortiz
into WIP default and Status of Solving.

=% CASE MODIFY 5/30/2012 8 19:02 AM, jortiz
into WIP default and Status of Solving

*&¥ CASE MODIFY 5/30/2012 8:19.03 AM, jortiz
into WIP default and Status of Solving

“** CASE MODIFY 5/302012 8:19:07 AM, jortiz
into WIP default and Status of Solving.

*=% CASE MODIFY 5/30/2012 8:19:08 AM, jortiz
into WIP default and Status of Solving.

¥ CASE MODIFY 5/3072012 8:19°11 AM, jortiz
into WIP default and Status of Solving.

#*% CASE MODIFY 5/30/2012 81911 AM. jortiz
into WIP default and Status of Solving,

*¥¥ CASE MODIFY 5/30/2012 81912 AM, jortiz
mie WIP default and Status of Solving,

#*% CASE MODIFY $/30/2012 8:19:13 AM, jortiz
into WIP default and Status of Solving.

*=< CASE MODIFY 5/30/2012 8:19"14 AM jortiz
into WIP default and Status of Solving,

44 CASE MODIFY 5/30/2012 8'19.15 AM, jortiz
into WIP default and Status of Solving,

#3% CASE MODIFY 5/30/2012 8:24:34 AM, jortiz
into WIP default and Status of Solving.

Case Title

#¥= NOTES 5/30/2012 9 21,04 AM, jortiz, Action Type . Call froin Cusiomer

The client was WT from Chino.

[ had the client re-verify the contact information again.
The client stated 99% of the time, the SRS light is NOT on

Case History

B G T CONCERN/SEATBELT WARRANTY

Butat only cotnes on when he pulls up to a fast food drive or at the toll road when he has to monentanly take off his seatbelt to reach in his pocket.
He said he will put the seatbelt back on and that 1s when the SRS light comes on and will not go away
He said he has to shut off and restart the car to make the SRS light go away; he started noticing this problem in March/April 2012
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|

CUSTOMER RELATIONSHIPF MANAGEMENT SYSTEM
Spool Report Run Date . 0B/09/2013

AMERICAN HONDA

Case Hislory
case D - [N Case Titie - [ s~ s L1117 CONCERN/SEATRELT WARRANTY

The client researched this concern online and 1t seems to be pretty universal that its the seatbelt buckle sensor.
He knows there 1s some type of warranty on the szatbelts but the dealer keeps saying they want to charge him.
I advised it is true that there Is a limited lifetime warranty on the seatbelts
However, many, many things may cause the SRS light to go off.
I advised that he would need 10 have this problem diagnosed by an Acura dealer, I advised they will disclose a diagnosis fee
The reason is because if the problem turns out be something not covered by the seatbelt warranty, he will have to pay for the diagnosis fee/repair
If the problem is covered by the seatbelt warranty, then he will not have to pay for the repair or diagnosis fee,
1 advised once they pull a code or find out the exact problem, then they can tell him if the repair is covered under the wartanty or not,
He understood and the call ended.
=¥ CASE MODIFY 5/30/2012 921:17 AM, jortiz
into WIP default and Staius of Solving
#*% SUBCASE "REATE 5/30/2012 9.21°33 AM, jortiz
Created in WIP Defaull with Due Date 5/30/2012 9:21:33 AM
*o+ SUBCASE ||| I os& 530201292148 Am, jortiz
Status = Solving, Resolution Code = Instruction Given
=+ SUBCASE | - A TF 5302012 922.06 AM, jortiz
Created m WIP Default with Due Date 5/30/2012 9:22:06 AM
= sucaSE NG Os: 530201292211 AM, joniz
Status = Solving, Resolution Code — Instruction Given
“*#* CASE CLOSE 5/30/2012 9:22:16 AM, jortiz
Status — Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case Title

01E - SRS LIGHT STAYS ON/BBB

Spool Report Run Date : 08/09/2013
Case Details
Fc’aselo—_ Division : Acura- Auto Condition : Closed Open Date - 2/26/2010 12:45.06 PM |
Case Originator : Amber Scott (1 eam AD) Sub Division .  Customer Relations Status : Closed Close Date : 3/1/2010 12:23:39 PM
Case Owner :©  Bryan Harrison (Team AB) Method - Mail Queue : Days Open - 3
Last Closed By . Bryan Harrison (Team AB) Point of Origin : Customer Wipbin -

No_ of Attachments . 0

Site / Contact Info :

Product Info .

Site Name :

Dealer No. :

Site Phone No. :
Contact Name :

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

Address

City / State / Zip :

UNION CITY, CA-
Svc District / Sis Disti

E Mail :

[ Unit Owner XXXXX XXXXX ADDR
VIN Type / No US VIN / JH4CL96824C
Model / Year TSX {2004 -
Model ID / Product Line - CL9684JW / B
Miles / Hours 71,682
In Service Date : 04/12/2003
Months In Use - 82

Engine Number K24A21000712
Originating Dealer No. / Name :251440 / JEFFREY ACURA
Selling Dealer No. / Name 251440/ JEFFREY ACURA

Current Dealer Info -

Trim BASE
No. Of Doors : 4

' | Transmission Code SAT
Exterior Color : SM

Current Dealer No. / Name : 251359 / ACURA OF PLEASANTON | | Factory Warranty Start/ End Date :
Phone No 925.-463-4700 Factory Warranty Canceliation Date :
Address : 4355 ROSEWOOD DRIVE HPPVSC Coverage Start/ End Date :
Clty / State /Z]D PLEASANTON, CA 94588 HPPN/SC Cancellation Date -
Sve Distact / Sis D'Sln‘d OIF ",( 0l Extended Warranty Start/ End Date :
pNamanty La'?"’ Rate /Date: $165.00 / . Extended Warranty Cancellation Date :
Agent Name : Comp Ind, ’ 1
Previous Dealer Info : 3rd Party Info :
Dealer # Dealer Name T Agent Name [Comgind] —— —
Party 1: Not Applicable Party 3: Not Applicable
Party 2: Not Applicable Party 4: Not Applicable
‘lssues H 1
[ [ssue TD7 Titie Status [Ssue Type 1 Issue Type 2 Labor Code [abor Code Desc
_- SERVICE - Subcase Close Service - Dealer Comeback 752 SRS

l Page # : 80




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date - 08/09/2013

Issue Details

Wm— Disposition. Complaint Condition = Closed Wipbin
‘ Issue Originator . Bryan Harrison Type 1. Service - Dealer Status Subcase Close Open Date : 3/1/2010 12.19:02 PM
Issue Owner : Bryan Harmison Type 2. Comeback Queue- Close Date :  3/1/2010 12:23:38 PM
Issue Title : _ SERVICE - DEALER - COMEBACK
L
Coding Info - Solution / Linked Resolution Info :
Cabor Code 7Desc . 7527 SRS olufion 1D Resolution Tifle -
Condition Code Desc Wamn Light On 7524 olution Title :
Campaign Code / Desc ./
Temperament Code Please Specify
Resolutions - Assist - Dealer Part
Component Category © 14 - Air Bags
Eoniouh P NG pars o
Rollover Indicator : NO [ Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Dale

08/09/2013

Case History
casein [ case fitle . ol [N <:s Guvstavs nneRi

*=* CASE CREATE 2/26/2010 124506 PM, ascott0]
Contact -nonly = N/A, Status = Solving,
“** CASE EXTENDED WARRANTY LOOKUP 2/26/2010 1245 24 PM, ucot0)
WARRANTY CHECK 02/26/2010 12 45,23 PM ascott0]
No data found for VIN.
*##¥ CASE CLAIMS LOOKUP 2/26/2010 12:4526 PM. ascott( ]
CLAIM CHECK 02/26/2010 12;:45:26 PM ascott0 ]
The following Claim History information was found
0; 2007-04-26; 251009; 109753; 510, 827199 : FRONT DOOR GLASS, RIGHT - REPLACE
7*% CASE CAMPAIGN LOOKUP 2/26/2010 12 4528 PM. ascott0l
CAMPAIGN CHECK 02/26/2010 12:45:28 PM ascottO1
The following Campaign information was found
04-026; P45;'04 TSX TRUNK WIRE; 11/19/04; FX;
06-050, Q27;-Z‘lass Action Acura; ; NU;
04-021; Q33; 03-04 RADIO DISPLAY: 10/01/08; FX;
07-016; Q36,
¥#2 CASE VSC LOOKUP 2/26/2010 12:45-29 PM, ascoit0]
VSC-CUC CHECK 02/26/2010 12:45:29 PM ascoti()]
No data found for VIN
*** CASE MODIFY 2/26/2010 12 46 37 PM, ascottQ[
nto WIP default and Status of Solving.
| = NOTES 2/26/2010 12:47 50 PM, ascottO 1, Action Type . Lener/Fax
BBB Call record recetved on 2/26/2010 & forwarded from Mediation.

The client states in his BBB Customer Claim Form that the SRS light stays on in his vehicle. He mdicates that a total of {2) repair attempts have
been made.
The client says that he would like for the money he paid to be refunded to him

Document given to the assigned CM for review.
=#= CASE MODIFY 2/26/2010 12:47 57 PM, ascott0 |
to WIP defauit and Status of Solving,
*== CASE MODIFY 2/26/2010 12:48:06 PM, ascott(
into WIP default and Status of Solving.
“¥% CASE DISPATCH 2/26/2010 1-00:24 PM_ ascottt) |
from WIP default to Queue Acura Team B
*#* CASE RULE ACTION 2/27/2010 1-00.24 PM, sa
Action Task - Current Owaer - 24 hrs of rule Queue Escalation fired
#¥* CASE RULE ACTION 2/28/2010 1.00:24 PM, sa
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report

Run Date :

08/09/2013

Case History
Case D : Case Titte:  O1E | SRS L1GHT STAYS ON/BBB
Action Task - owners supvsr - 48 hrs of rule Queue Escalat'on fired
*&% CASE YANKED 3/1/2010 10:42:15 AM_ bharriso
Yanked by bharriso into WIPbin default.
“** NOTES 3/1/2010 11'21:42 AM, bharriso, Action Type : Field Service
ACS left a message for DPSM Gary reviewing the case and requesting a return phone call.
+=> SUBCAS | REA & 37172010 12:19:02 PM, bharriso
Created in WIP Default with Due Date 3/1/2010 12:19:02 PM.
#** CASE EXTENDED WARRANTY LOOKUP 3/1/2010 12:19:07 PM, bharriso
WARRANTY CHECK 03/01/2010 12:19:07 PM bharriso
No data found for VIN.
**= CASE CLAIMS LOOKUP 3/1/2010 12:19:12 PM, bharriso
CLAIM CHECK 03/01/2010 12:19:11 PM bharriso
The following Claim History information was found
0; 2007-04-26; 251009; 109753, 510; 827199 ; FRONT DOOR GLASS, RIGHT - REPLACE.
*ex CASE CAMPAIGN LOOKUP 3/1/2010 12:19-16 PM, bharriso
CAMPAIGN CHECK 03/01/2010 12:19:16 PM bharriso
The following Campaign information was found

04-026; P45; | TRUNK WIRE; 11/19/04; FX;
06-050; Q27 lass Action Acura; ; NU;
04-021; Q33; 03-04 RADIO DISPLAY:; 10/01/08; FX;
07-016; Q36;

*** CASE VSC LOOKUP 3/1/2010 12:19:18 PM_ bharriso
VSC-CUC CHECK 03/01/2010 12:19:17 PM bharriso
No data found for VIN.

**#* NOTES 3/1/2010 12:20:47 PM, bharriso, Action Type : Dealer Communication
ATTN: SERVICE MANAGER

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

orr | tHecLos2

Client contacted Acura Client Services seeking assistance in the reimbursement of a recent SRS repair.
Please review internally

A representative from Acura will be contacting you shortly.

Thank you for your attention to this matter.

Bryan Harrison
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Case History
Case D : Case Tite :  01E - ks LicHT stavs oneBs

Acura Client Services
310.781.5078

**% NOTES 3/1/2010 12:20:57 PM, bharriso, Action Type : Dealer Communication
ATTN: EXCELL FACILITATOR

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

01E - mmacLoes2+

Client contacted Acura Client Services seeking assistance in the reimbursement of a recent SRS reparr.
Please review internally.

A representative from Acura will be contacting you shortly

Thank you for your attention to this matter.

Bryan Harrison
Acura Chent Services
310.781.5078

*#= NOTES 3/1/2010 12:23: 14 PM, bharriso, Action Type : Call to Customer
ACS made introductions and verified the Client's information.
Client stated that he has settled with the dealership and does not need Corp. Acura's assistance as the matter has been resolved.
Client stated thank you for the call, goodbye, and hung-up.

=% CASE MODIFY 3/1/2010 12:23:34 PM, bharriso

into WIP default and Status of Solving.
#o% SUBCASE _:LOSE 3/1/2010 12:23.38 PM_ bharriso

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 3/1/2010 12:23:39 PM, bharriso
Status = Closed, Resolution Code = [nstruction Given, State = Open
##* NOTES 4/1/2010 7:59:18 AM, bharriso, Action Type : Inbound DCS
CONTACTED ACURA DPSM TO SEE IF WARRANTY GOODWILL REIMBURSEMENT WOULD BE CONSIDERED.

DPSM AUTHORIZED WARRANTY GOODWILL REIMBURSEMENT
“#% COMMIT 4/1/2010 7:59:18 AM, bharnso, Action Type . External Commitment
[nbound DCS received from Dealer # 251359
“*= CASE FULFILL 4/5/2010 10:35.17 AM, bharriso

Fulfilled fo-due AN 2.,

Page # - 84




|

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date

Case Details

“Casein: N Division Acura - Auto Condition . Closed Open Date . /2872012 10.3539 AM
Case Onginator : Kharis Catchings (Team AD) Sub Division :  Customer Relations Status . Closed Close Date :  6/28/2012 12:13:30 PM
l Case Owner:  Kharis Catchings (Team AD) Method : Phone Queue Days Open: 0
Last Closed By : Kharis Catchings (Team AD) Point of Origin - Customer Wipbin

No. of Attachments - 0

Case Title — SRS LIGHT ON AND FAULTY SENSOR CONCERN

Site / Contact Info :

Site Name :

Dealer No. :

Site Phone No.
Contact Name :

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

Fax No.

Address

City / State / Zip :

E Mait :

Svc District / Sls District :

L=

Current Dealer Info :

ELLINGTON, CT

Product Info :

| [ Unit Qwner
VIN Type / No /TN /]
Model / Year I'SX /2004
Model! ID / Product Line : CL9684IW / B
Miles / Hours : 85,000

In Service Date 05/05/2003

Months In Use : 109

Engine Number : K24A21002822
Originating Dealer No. / Name :251472 / PARK ACURA

Selling Dealer No. / Name 251472/ PARK ACURA
Trim BASE
No Of Doors 4
— } Transmission Code SAT
Exterior Color : BL

Current Dealer No. / Name : 251084 / SCHALLER ACURA
Phone No 860-647-7077

Address 345 CENTER ST.

City / State / Zip ; MANCHESTER, CT 06040

Factory Warranty Start / End Date
Factory Warranty Cancellation Date
HPP/VSC Coverage Start / End Date :

HPPA/SC Cancelliation Date :

|

|

|

|

‘ Sv:: D'Sr Ct’/ . Dlsfr.c:‘ . DA ?0" Extended Warranty Start / End Date

Warranty Labor Rate /Date ; $11240  / Extended Warranty Canceliation Date
| Agent Name : Comp Ind L J
Previous Dealer Info : 3rd Party Info :
[Dealer #] Dealer Name I Agent Name [’Cm [ e -
[ | | Party 1: Not Applicable Party 3: Not Applicable ‘
‘ ‘ Party 2. Not Applicable Party 4 : Not Applicable
Issues : = _‘

IssueTD 7 Title Status Issue Type 1 issue Type 2 Labor Cod Labor Code Desc
P |Subcase Close Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Run Date :  08/09/2013

Spool Report

Issue Details
ssue D - Disposition. Complaint Condition : Closed Wipbin .
Issue Origmnator : Kharis Catchings Type 1 . Product Status Subcase Close Open Date :  6/28/2012 12:12:56 PM
Issue Owner Kharis Catchings Type 2: Operation Queue Close Date :  6/28/2012 12:13:30 PM

Issue Title : | NSNS R ODUCT - OPERATION

Coding Info :

Solution / Linked Resolution Info -

Labor Code / Desc - 752 / SRS

Condition Code Desc Warn Light On 7524
Campaign Code / Desc: /

Temperament Code : Please Specify
Resolutions . Documented Concern, Provided information. Referred to Dealer
Component Category : 14 - Air Bags
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Soluton 1D :
isolution Title

Resolufion

Title ™

Parts Info :

Part No

Part Description

BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM 7
AMERICAN HONDA
Spool Report Run Datz . 08/09/2013

Case History

CaseID: _ Case Title _-SRSI IGHT ON AND FAULTY SENSOR CONCERN

"« CASE CREATE 6/28/2012 10;35.39 AM, kcatchin
Contact = [ ority — N/A, Status = Solving.
*H%NOTES 6/28/2012 10:56.02 AM, keatchin, Action Type  Call from Customer
ACR updated client contact information

Best number 1o contact 1§ _

Client says that she purchased her vehicle in Feb 201 1 from Schaller Acura as a used vehicle. Client says that the SRS came on within = week ago. Client

says that she took the vehicle Schaller for diagnosis and informed the client that a microchip in the seat sensor thai fatled. Client says that they were initially
charged $106 for a diagnostic fee that Schaller waived because her husband got upset. Client says that she purchased a 3rd party warranty from Zurich and

they arc not covering the repair, Client says that she wanls to file a complaint because she feels that this component should not have failed. | asked the client

1f she'd had the opportunity to speak to the SM and she said that she'd spoken to the finance manager who apologized for the inconvenience Client says that
the finance manager told her that there wasn't anything else that Schaller could do. Client says that she contacted Zurich and says that they confirmed that

they were not going to cover the repair. I explained to the client that her complaint has been documented and recommended that she or her hushand spezk to the
SM to ger the answers she's seeking regarding why the sensor failed and ta see if there are any other accommodations Schaller could offer Client said she
would speak to the SM, thanked me and the call was ended.

=+ SUBCASE || =:A = 6222012 12:12:56 PM, keatchin
Created in WIP Default with Due Date 6/28/2012 12:12:56 PM.

e CASE MODIFY 6/28/2012 12:13:25 PM, kcatchin
into WIP defauit and Status of Solving

=+= SUBCASE [INNENEGEEE C L OSE 5/282012 12:13:30 PM, keatchin
Status - Solving, Resolution Cade = Instruction Given

*++% CASE CLOSE 6/28/2012 12:13:30 PM, keatchin
Status = Closed Resolution Code = Insiruction Given, State — Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

TR

Run Date : 08/09/2013 {

Case Defails

CaseID:
Case Originator : Jon Betancourth (Team Social)
Case Owner:  James Wong (Team AB)

Last Closed By : James Wong (Team AB)
Case Title 1C (TUSTIN/WEIR)

Division Acura - Auto Condition : Closed
Sub Division:  Customer Relations Status : Closed
Method : Phone Queue

Point of Origin : Customer Wipbin :

DEALER COMPLAINT

No. of Attachments :

OpenDale: 1/9/20071:40:10PM | ‘
Close Date . 3/5/2007 11:59:24 AM
Days Open. 55 ‘

0 [

L

Site / Contact Info -

Product Info :

Address

City / State / Zip :
E Mail :

Sve District / Sis District

SAN BERNARDINO, CA

Current Dealer Info .

Site Name - | Unit Owner _532

Dealer No VIN Type / No. - US VIN 7 JH4CL 96394l
Site Phone No Model / Year - TSX /2004

Contact Name Modei ID / Product Line : CL9684JW /B

Day Phone No. : Miles / Hours 60,000

Evening Phone No. In Service Date 04/17/2003

Cell / Pager No. Months In Use : 45

Fax No. Engine Number : K24A21002849

Selling Dealer No. / Name
Trim

No. Of Doors
Transmission Code
Exterior Color :

Originating Dealer No. / Name :251371 / CUSH ACURA OF ESCONDIDO

251179 / ACURA OF RIVERSIDE
BASE

4

SAT

SI

Current Dealer No. / Name :

Phone No. -

Address

City / State / Zip

Svc District / Sis District
Warranty Labor Rate / Date

251064 / DCH TUSTIN ACURA
714-669-9900
9 AUTO CENTER DRIVE
TUSTIN, CA 92782
01¢ 7 BO1

S13000 /

| Factory Warranty Start / End Date
Factory Warranty Canceliation Date
HPP/N/SC Coverage Start / End Date
HPPN/SC Cancellation Date :
Extended Warranty Start/ End Date

' Extended Warranty Cancellation Date

Agent Name Comp Ing.

| . S—

Previous Dealer Info . 3rd Party Info :
ealer ealer Name Agent Name Comp Ind.

351502 WEIR CANYON ACURA

Party 1: Not Applicable

Party 3: Not Applicable

—

ssues :

Party 2: Not Applicable Party 4 : Not Applicable
| |
Status Issue Type 1 Issue Type 2 Labor Codg Labor Code Desc
SALES [Subcase Close Sales - Dealer Experience
SERVIC]|Subcase Close Service - Dealer Experience 110 Uppsr Engine
Subcase Close Product Operanon 110 Upgper Engine
Subcase Close Product Operauon 752 SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Page #

14

Spool Report Run Date . 08/09/2013
Issues :
Issue [D 7 Title Status Issue Type 1 ISsue Type 2 Labor Codgl Labor Code Desc
Subcase Close ~[Product - ?)pcmnon 010 Radio, E() & CD
Subcase Close 'Product Operation a5 Front Damger
Subcase Close Product (peration 753 Odometer




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date © 08/09/2013
Issue Details
‘lm Disposition” Complaint Conaition © Closed ~ Wipbin )
Issue Origin, . James wong Type 1 Sales - Dealer Siatus Subcase Close Open Date  1/10/2007 8.37:38 AM
Issue Owner.  James Wong Type 2 © Experience Queue Close Date ©  2/9/2007 4,57,00 PM
Issue Title - - SALES - DEALER - EXPERIENCE
Coding Info : Solution / Linked Resolution Info - [
[ Lapor Code /Desc | | ‘] Soon1D.— Resolation Tifle - S '
Condttion Code Desc olution Title
Campaign Code / Desc / F ‘
Temperament Cade Please Specily
Resolutions ©  Documented Concern, Referred to Dealer ’
Component Calegory - NA - Please Specify
:?_rewously Published :  NO Parts Info :
Ire Indicator NO
Rollover Indicator * NO ‘ |_‘ Part No. | Part Descripfion I BO Reason
Cosmetic / Sound Quality Indicator = (O )
Dealer Coding- ‘
Issue Details
Issue D . Disposttion. Complaint Condition | Closed Wipbin
Issue Originator . James Wong Type 1. Service - Dealer Status - Subcase Close Open Date ©  1/10/2007 8.38:03 AM
| Issue Owner;  James Wong, Type 2 - Experience Queus Close Date : 2/9/2007 4:56:52 PM
[ssue Title : SERVICE - DEALER - EXPERIENCE

Coding Info -

[ Labor Cods / Desc : 1T07 Upper Engine
Condition Code Desc Noisy 1106
Campaign Code / Desc:  /
Temperament Code - Please Specify

Resolutions  Documented Concern, Repaired/Warranty
Component Category - 06 - Engine & Cooling Sys
Previously Published . NO

Fire indicator : NO
Rollover Indicator : NO
Cosmetic / Sound Quality Indicator :

Dealer Coding-

NO

Solution / Linked Resolution Info :
| gowmon 10 Resowtion Tite
olution Title :
Parts Info -
[ Parf No T Part Descriplicn | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date - 08/09/2013
Issue Defails
CTssee - T Disposition: Complaint Condition . Closed ‘Wlpbin: ﬂ
Issue Oniginator . James Wong Type 1: Product Status ©  Subcase Close Open Date ;.  2/9/2007 4:48:37 PM
Issue Owner . James Wong Type 2. Operauon Queue Close Date . 2/9/2007 4:56:56 PM
| Issue Title . PRODUCT - OPERATION
| —
Coding Info : Solution / Linked Resolution Info .

[~ LaporTode/ Desc 110/ Upper Engine

Condition Code Desc Noisy 1106

Campaign Code / Desc . /

Temperament Code Please Specify
Resolutions - Operates as Designed

Component Category . 06 - Engine & Cooling Sys
Previously Published . NO

Fire Indicator . NO

Rollover Indicator = NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

i olution 107 ‘Resolution Titie
olution Tit'e ;
Parts Info -
Part No Part Description BO Reason
, D

Issue Details

Cissee o I
Issue Originator | James Wong Type 1 Product
Issue Owner James Wong Type 2 Operation

Issue Title |- PRODUCT - OPERATION

Dispasition. Complaint

Condition ' Closed
Status | Subease Close
Queue |

Wipbin
Oven Date | 2/9/2007 4.49:16 PM
Close Dats . 2/9/2007 4:57-04 PM

Coding Info . Solution / Linked Resolution Info -
[ Labor Code / Desc 7327SRS SOIUfiGN D~ Resolution Tie -
Condition Code Desc Warn Light On 7524 igolution Title
Campaign Code / Desc: |
Temperament Code : Please Specify
Resolutions ©  Operates as Designed
Component Category : 14 - Awr Bags
Previously Published : NO
Fire lndnc;tor : NO Parts Info
Rollover Indicator : NO Fart No | Part Description [ 80 Reason
Cosmetic / Sound Quality Indicator :  NO
Dealer Coding.
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: CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date . 08/09/2013
ssue Defail
issue D I Disposition: Complaint Condition - Closed Wipbin -
Issue Onginator  James Wong Type 1: Product Status Subcase Close Open Date, 2/9/2007 4:50:10 PM
Issue Qwner James Wong Type 2. Operation Queue Close Date - 2/9/2007 4:57:08 PM
Issue Title _- PRODUCT . OpERATION
Coding Info : Solution / Linked Resolution Info -
| Laber Code / Desc . 010 / Radio, EQ & CD ofution 1D “Resalution Tile
Condition Code Desc  Poor Reep/Sound 0101 solution Title
Campaign Code / Desc
Temperament Code : Please Specify
Resalutions | Operates as Designed " |
Component Category . 11 - Electrical System
Previously Published ©: NO Parts Info :
Fire Indicator NO i
Rollover Indicator: NO Part No. I Part Descripfion [ BO Reasan
Cosmetic / Sound Quality Indicator;  NO
‘ Dealer Coding:
J

Issue Details

Cissae o Disposition: Complaint Conditon — Closed ~Wipbrri -

Issue Onginator . James Wong Type 1 Product Status Subcase Close Open Date . 292007 4.55-24 PM
lssue Owner James Wong Operation Queue - Close Date . 292007 457 12 PM

Issue Title . [ FRODUCT OPERATION

Coding Info : Solution / Linked Resolution Info .
[ Lapor Code 7 0est 4147 Front Damper ation 100 Resolution Title S—— —
Condition Code Desc Nowse 4143 —I olution Title
Campaign Code / Desc:
Temperament Coge Please Specify
Resoluticns Repatred/Warranty l
Component Category . 02 - Suspension System
Previously Published . NO
Fire Indic;tor: NO Foatls It :
Rollover Indicator = NO i RGN, | ESTpeSaIonon = BLANREERY
Cosmetic / Sound Quality Indicator : ~ NO
Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date = 08/09/2013
Issue Details |

[(Tssue 1D I Dispositicn; Complaint ~ Condition , Closed Wipbin

Issue Originator | James Wong Type 1 Product Status©  Subcase Close Open Date - 3/5/2007 11:59 05 AM

Issue Owner.  James Wong Type 2. Operation Queue - Close Date - 3/5/2007 11:59:24 AM

tssve T - "0 < - operaTON |
Coding Info - Solution / Linked Resolution Info -
Fta%? Code / Desc 753 7 Odometer solution 1D Resolufion Title

Condition Code Desc Any olution Title :

Campaign Code / Dasc: |

Temperament Code : Please Specify

Resolutions ;. Referred to Dealer \

Component Category - 11 - Electrical System o —

Previously Published :  NO .

Fire Indicator NO Patte: (il 5 —

Rollover Indicator : NO Part No [ Part Description | BU Reason

Cosmetic / Sound Quality Indicator:  NO [

Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA § 601 Repat R Diste

08/09/2013

Case Hisfory

e 00 Case Ttle - (C(TUSTINWEIR) || o:4cr comeramT

=*= CASE CREATE 1/9/2007 1,40 10 PM, jbelanco
Contact ~ [ "ot - /A, Staius = Solving,

SHCCASE MODIFY /242007 1°41 41 PM, jbetanco
into WP default and Status of Solving.

PEENOTES /92007 2.06:45 PM. jbetanco. Actton Type: Call from Customer
Customer bought her car in Sept. 2006 She had a due bill for repair of rims and also provide touch-up pamt for her AL time of purchase the Finance
Manager told her that if she wanted an alarm system she would have to purchase a specific atarm system that h¢ suggested  Alter a few wezks, she left the
General Manager messages on voicemal because she no longer wanted the slarm as well as she wanted them to take care of the due bill  The GM returned her
called and left & message lettmy her know that she could get her refund, but when she went (o the dealer nobody knew anything about the refund  She then
tried contacting the General Manager because of this and hasn't heard anything back  She has also tried contacting the Service Manager for this but has not
gotten a return call

This past weekend she took the car to the dealer without an appointment for these issues and also because she started to hear a ficking sound from both front
tires and a ticking noise when she makes left or right hand turns. They had the car for 6 hours and told her they could not diagnose the problem (Service
Associate- Matt Storm) because it took too long for them to do it over the weekend. Client wants these issues 1o be taken care of: the due bill, the
clicking noise, and get her car re-certified because the checklist is not completely checked off.  apologized to client for being mconvenienced and assured
I haye documented all of her concerns | informed her that I would dispatch the case to & CM to follow up with the dealer and her as well and she would
get areturn call as soon as pessible | provided the case # to the client, she thanked me and ended the cail

*#=% CASE MODIFY 1/9/2007 2:06:53 PM, betanco
into WIP default and Status of Solving.

*= NOTES 1/6/2007 2:07 58 PM. jbetanco, Action Type . Call from Customer
Client stated she would call back with the VIN #_ she did not have it ai the time

=% CASE MODIFY 1/9/2007 2:08:01 PM, jbetanco
into WIP default and Status of Solving

4 CASE MODIFY 1/9/2007 2:08 18 PM, jbetanco
into WIP default and Status of Solving

**% CASE DISPATCH 1/9/2007 2:08-d45 PM. jbetanco
from WIP default to Queue Acura Team B.

*&* CASE ACCEPT 1/9/2007 2:19-14 PM, jwong
from Queue Acura Team B to WIP defaull

“** CASE MODIFY 1/9/2007 5:00:36 PM, jwong
into WIP default and Status of Solving,

¥ COMMIT 1/9/2007 5:30:43 PM_jwong, Action Type  N/A

Call dealership 01/10/07

#** NOTES 1/9/2007 5.31:19 PM, jwong, Action Type  Call to Customer

*#*Call to client 1725 HRS“"_

Client indicated she was still at work @nd was unable to speak freely. | provided the ACS 800.382.2238 number with my extension 115297 to have
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date ' 080920113

Case History
Case ID Case Ttie  1C(TUSTIN/WER) [ o/ cr covPLANT
her call me back during normal busingss hours. [ asked the client to provide me with her VIN so | can further assist her

COMMIT: Call dealership 01/10/07 for investigation

#== SUBCASEIEGTNGEGEEE - E 1/10/2007 8.37:38 AM, jwong
Created m WIP Detault with Due Date 1/10/2007 837:38 AM.

v SUBCA S - - . ' 1/10/2007 8 3803 AM. jwong
Created in WIP Defauit with Dae Date 1/10/2007 8:38:03 AM

*#2 CASE MODIFY 1/10/2007 8:38:08 AM, jwong
into WIP default and Status of Solving.

*“* CASE FULFILL 1/11/2007 2 56:49 PM, ywony
Fulfilled for g uc ©/10/2007 10:00:00 AM

“*7 NOTES 1/11/2007 2:57:01 PM, jwong, Action Type  Call to Dealer
***Call to General Manager 1448 HRS*** (Eddie)

No answer, proceeded to |eave a voicemail message [ introduced myself as the RCM for his dealership and asked that he call me back regarding this client
[ provided my direct phone number and referenced the client's name  Message ended.
#FECASE MODIEY 1/12/2007 10:22:37 AM, jwong
into WIP 1C- | R v stows of sowving.
*EENOTES 1/17/2007 10:33:05 AM. jwong, Action Type : Call from Dealer
*#*(Call from Finance Manager REZA*** 1015 HRS
**Cost of Aftermarket Alarm** $498 88
*Reza provided the client's VIN®

Reza indicated the client was notified an attermarket alarm was installed on the vehcle for a shock sensor The client researched and discovered ACURA has
a standard alarm nstalled from the tactory and requested a refund on the aftermarket alarm  Reza indicated the client is requestimg a refund for the atiermarket
alam, however does not want to have the alarm removed. Reza indicated that he is willing to remove the alarm; however, & direet refund clisch cannot go to
the client because it was financed through AHFC  The "refund” amount of $498 88 would be applied to her loan from AHFC

I thanked Reza for hus assistance and advised him | would contact the client,
FEECOMMIT 11272007 2:01 41 PM, jwong, Action Type 1 N/A

Made to due 01/15/2007 12:00.00 AM
Follow e

= NOTES 1/12/2007 2:02:17 PM, jwong, Action Type - Call 1o Custome!
**=*Call to client 1356 IIRS“"‘F
*Chent returned my phone call and left voicemail message 1310 HRS*

No answer, proceeded to leave a voicemall message. T advised the client that | had spoken with the Finance Manager (Reza) at Weir Canyon Acura, 1 ;
advised the client that Reza indicated he 15 more than willing to remove the aftermarket alarm and apply the difference in cost to her AHFC loan. 1 asked 5
the client to contact me at 800,382.2238 Ext 115297 Message ended. '
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMER'CAN HONDA Spool Report Run Date -

08/09%2013

Case History

case 0 [N Case Tifle lC(TUSTfN.’WEIR)_l)EAI.FR COMPLAINT

*#¥ CASE CUC LOOKUP 1/12/2007 2:04 17 PM_ jwong
CUC CHECK 01/12/2007 02:04:17 PM jwong
The followine CUC information was found
CTIVE; 100000:46515.62000:2007-04-17;2010-04-17:,2006-09-03-2006-09-03,251502:,0,2006-09-30,2006-
S
*#= CASE VSC LOOKUP 1/12/2007 2;04:17 PM, jwong
VSC CHECK 01/12/2007 02:04:17 PM jwong
The following VSC informaton was found
005,00
= COMMIT 1/12/2007 2:29.18 PM. iwong. Action Type - 14
Call Dealership
% NOTES 1/12/2007 2:29:35 PM, jwony, Action Type © Call from Customer

“**Call from client 1400 HRS*"*

**Client has lost trust with Weir Canyon Acura; feels dealership has “brushed” her off regarding her complants. Client states she is not concerned about
the Ajarm at this point **

*Client wants her vehicle re-certified: I advised the client it is not possible to re-certify the vehicle as 1t has already been certified 1advised the

client that she can request WEIR CANYON or any ACURA dealership to inspect her vehicle, however there may be a cost involved *

Client states she will be taking the vehicle to SOUTH COAST ACURA for further inspection tomorrow regarding her clunk noise. 1 asked the client if

she had scheduled an appointient for her vehicie to be looked at, she indicated no. | advised the client that she should call SOUTH COAST ACURA to
schedule an appointment for inspecton/diagnosis as Saturdays can be very busy and may not be fully staffed 1 advised the client that M-F apporntments may
give the dealership more flexibility to diagnose and repair the vehicle. The client stated it is impossible to bring the vehicle in M-F, as she works 1n Gardena.
T'advised the client that there are Acura dealerships in the L.A. area that can also look at her complaint during the week. [ advised the client that

itis up to her when and where she wants to have her vehicle serviced / inspected.

I advised the client that | will continue to research her issue further and update her next week upon the pending investigation. Call ended
FHENOTES 1/15/2007 10:34.29 AM. jwong, Action Type - Field/DSM
**#Spoke with DPSM 1031 HRS*** (Bill)

Advised Bill that I have been attempting to contact the Servica Manager (Iim) and have not been abie to speak with um. Bill indicated the Seryice Manager

was In an accident and was in‘out of the dealership. Bill advised me to speak with BRAD JACKSON for any inguires I thanked Bill and the call ended
“* NOTES 1/15/2007 12:13:49 PM. jwong. Action Type : Call from Desler

***Call from Finance Manager Reza*** 1209 HRS

Reza asked if there were any other concerns wath the client. T advised Reza that (he client is not satisiied that the vehicle was certified properly and was
refused documentation. [ asked Rezaf he had the documentation regarding the certification of the vehicle; he indicated yes. | asked Reza to fax over the
certification paperwork for my review and as a copy for the client; he agreed, I provided the ACS FAX# 310.783.3535 | thanked him and the call
ended.

SrENOTES 1/15/2007 1:28:56 PM, )wong, Action Type . Note-General
Received Voicemail Message: Reza (Finance Manager) left message ar 1300 HRS indicating the client's vehicle is at the dealership today. Reza indicated
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case D N Case fide  1C(TUSTINWELR) | o:A! =R cOMPLAINT

he faxed over certification papenwork to ACS for review today,

***Cail to dealership*** 1322 HRS (Brad Jackson)
Not available. proceeded to leave yoicemail message. Iintroduced mysell and asked Brad to contact me regarding the client, | provided the VIN and chient's

name, Message ended.
*** CASE FULFILL 1/15/2007 1:29.17 PM, jwang
Fulfilled for ue 01/15/2007 12:00.00 AM.
"+ NOTES 1/15/2007 1:36'18 PM, jwong. Action Type . Note-General
Received Certification Paperwork from WEIR CANYON ACURA (faxed by Reza).

Paperwork fooks to be in order upon review

Called Reza to confirm receipt of Faxed certification 1335 HRS.
*#* CASE FULFILL 1/15/2007 1:38:22 PM, jwong

Fulfiiled fo e 01/15/2007 12:00 00 AM.
Sl COMM('W jwong, Action Type  N/A
Investigate with dealership if ne contact by 01/15/07
“*¥ NOTES 1/15/2007 2.04 58 PM. jwong, Action Type © 41 10 Cusiomer
***Call to client 1336 HRS***

***Vehicle was dropped off at the dealership on Saturday. Client has not called to chech on the status as she is waiting for a call back. [ advissd
the client that she should also follow up with the dewlership if she has not received any contact.

I'advised the client that I had reviewed the certification documentation and advised her that there are items on the checklist that do not apply to her vehicie
such as VTM. Distributor Cap & Rotor inspection etc. Iadvised the client that items that are not available or are specific o the vehicle cannot be checked
off as inspected as they do not exist. The client stated that she was never informed of that. 1 advised the client that the Finance Manager will be happy

to provide a copy of the certification documentation ro the client upon her request. | apologized for the client's experience and indicated that there may have
been a miscommunication with the dealership during her previous visits. The client stated "I think there was a lack of communication”. I assured the client
that WEIR CANYON ACURA has an excellent certification program and that her vehicle is indeed certified.

I advised the chient that if she does not feel confident thal the dealership is performing an adequate diagnosis / inspection on her vehicle, she can take 1t
to any ACURA dealership for repair The chent stated, "Why should | take 1t anywhere else when it is there problem” [ advised the client that it
15 Up 1o her where she wants to take the vehicle; | would not force her to go anywhere else.

I advised the client that | want to move forward 1 addressing her concerns and having the vehicle repaired  Without a proper diagnosis from the dealership;
we are in a holding pattem. The client was frustrated and stated she would continue to wait. Call ended
=+ CASE MODIFY 1/15/2007 2:20'12 PM_ jwong
into WIP |C- Bill Nottbusch and Status of Soiving
#*#* NOTES 1/15/2007 3:39:45 PM, jwong, Action Tvpe - Call from Dealer
***Call from Service Consultant*** 530 HRS (Brad)
LIPDATE:
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Case ID _ Case Tile (¢ (rusTINAWER) | = A R coveLANT

Struts will be replaced (making clunk sound)- Strut issue, SOP i tomorrow

Gurgle noise from engine- Tensioner 1ssug, SOP in tomorrow

Rotors Warped, Rotor thickness okay, pads at 50%- GW authorization per CR issued Auth#
Interior bulbs out- SOP in from last visit.

Brad indicated that the above issues will be covered under the 12/12 certified warranty except for the Brakes. 1 advised Brad that | will authorize a
I time goodwi |l brake job and issued him my Auth#. Iasked Brad to contact me when the vehicle is finished; he agreed and the call ended.

#¥* CASE FULFILL 1/15/2007 3:50:31 PM, jwong
Fulfilled for e 01/16/2007 12:00.00 AM
e COMMIT 1/15/2007 3-30:35 PM. iwong. Action Type : N/A
Foltow up with chent 01/17/07 afier repairs
PRENOTES 171572007 3:50-52 PM, jwong, Action Typs  Call 1o Customer
“¥=Call 1o client 1539 HRS"'_
I 'advised the client that her concerns will be addressed by the 12/12 Certified Warranty except for the brike issues, which | indicated [ would provide
a1 time Good Will repar for. | advised the client that if she still wanted to have the aftermarket alarm removed, she should contact Reza (Finance Manager).

The client asked about items on her due bill: Touch Up Paint and wheel scratch removal. 1 asked the client if she had presented the due bill at her time
of service; she indicated no, | advised her 1o contact Reza for assistance with her due bill, The client agreed and thanked me.

COMMIT" Follow up with chent 01/17/07
= CASE MODIFY COMMITMENT [/£7/2007 10:51-41 AM, jwony
with ue 01/19/2007 04-00.00 PM,
FEECOMMIT {/17/2007 10:51:46 AM, jwong, Action Type - N/A

Made tomﬂue 0171872007 03:51-:49 PM
Contact Service Manager [or follow up

e NOTES 1172007 10:52:26 AM. jwong, Action Tyvpe - Call to Dealer
=**Spoke with Service Manager 1047 HRS*** (Jim)

Vehicle s stili at dealership, repair stalus is unknown at this lime, Service Consultant Brad is not in today. Jim will follow up on status. [ advised
Jim that | have authorized a GW front brake service on the vehicle to eliminate her brake shimmy complaint. Call ended.

** ¥ NOTES 1/18/2007 3.04.24 PM, jwong, Action Type . Field/DSM
**¥Spoke with DPSM*** 01/18/07 (Bill)

Bill indicated that he road tested the vehiclé today to confirm repuirs were addressed
“** CASE FULFILL |/18/2007 304°41 PM. ywony

Fulfilled for ue 01/18/2007 03:51:49 PM
#EENOTES 11872007 3:08:4 PM. jwony, Action Type = Cali to Dealer

***Call to Finance Manger 1505 HRS*** (Reza)
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Not available: wil] attempt to call back at later ime
" NOTES 1/18/2007 3:17-28 PM, jwong, Action Type ; Call to Customer

**&Call to client 1510 HRS*"—

Spoke with chent and asked her 1f she had followed up with the dealership regarding her due bill. The client states she had not spoken with the Finance Manager
(Reza) and she cannot find her due bill. Tadvised the client that she can still speak with the Finance Manager 10 see if he has any information on file.

1 asked the client if she had been contacted by the dealership regarding the repairs on her vehicle. She indicated that the repairs have been completed and

1t was ready for pickup The client states she will pick up the vehicle tomorrow. | advised the client that the DPSM had road tested the vehicle after

the repairs and the vehicle 1s not exhibiting any problems at this time. The client thanked me for my assistance.

The client asked if she should contact me in the future for any problems [ advised her that she should be contacting an Acura dealership for assistance first
and if the dealership could not resolve ner i1ssue, she can contact ACS agam. The client understood and thanked me. Call ended

*== CASE FULFILL 1/18/2007 3.17-36 PM, jwong

Fulfilled rormue 01/19/2007 04:00.00 PM,
EECOMMIT T/T872: A2 PM, jwong. Action Type © N/A
Made to ue 01/22/2007 03:17-44 PM.

Call clierw1

#%* CASE FULFILL 1/22/2007 10:25:29 AM, jwong
Fulfilled f'o_ue 01/22/2007 03.17:44 PM,

T COMMIT 1/22/2007 10:27°44 AM_ jwong, Action Type . s

Follow up with client

A NOTES 1/22/2007 10:28:23 AM, jwonu, Action Type - Call to Customer
***Call 10 client 1025 HRS**+*

No answer, proceeded to leave a voicemal message [ asked the client to contact me regarding the repars to her vefucle. 1 provided the ACS 8004 and
my direct extenston 115297 Message ended

**C NOTES 1/22/2007 1:37:02 PM, jwong, Action Type | Note-Genezral
***Client left VM 1336 HRS=*+=*

Client returned phone call and asked me 10 contact her at 2 00 PM
*** CASE MODIFY COMMITMENT 1/22/2007 1.37.239 PM_jwong
with ue 01/22/2007 04:00-00 PM
= CASE FULFILL 1/22/2007 2:06:15 PM, ywong
Fulfilled for| ue 01/22/2007 04:00 00 PM
*= NOTES 112272007 2,17 M. jwong, Action Type  Cail to Cusiomet

*#=Call to chent 1405 HRS* '

Client states the problem with the gurgling noise 1s still present, engine noise (gurgle) has become louder. Client indicated the sieenng wheel 1s vibrating
when stopped at light or when parked. I asked the client if she had spoken with the dealership regarding the problems. Client states the Service Manager
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(Jim) asked the client to bring the vehicle back on the 30th for DPSM inspection.

Chent indicates the vehicle did not vibrate at all after dropping off vehicle initially | asked the chient to explain how ofien the problem occurs. The
client states the vehicle makes the Noise when cold; vibration from steening wheel occurs after driving / when the vehicle warms up

I advised the client that I will follow up with her as I continue to investigate. The client thanked me and the call ended
e COMMIT 142212007 2:27:37 PM, ywong, Action Type  N/A
Follow up with Client
“*« NOTES 1/22/2007 2;29:06 PM, jwong, Action Type = Field/DSM

**+Call to DPSM (Bill) 1417 HRS***

T'asked Bill 1f he had been contacted by the dealership regarding the client's issue. Bill indicated that he was not notified of any request for DPSM mspection,

Apprised Bill of the situation and indicated that the client was instructed to bring the vehicle back in on 1/30/07 to be inspected by the DPSM Bill
indicated that that he would contact the Service Manager (Jim) to have the vehicle inspected and repaired if there 15 a problem instead of waiting for the next
DPSM visit. 1 agreed and the call ended

“** CASEMODIFY 1/22/2007 4:01:10 PM, jwong
into WIP 1C- Bill Nottbusch and Status of Solving.

*EINQTES 1/23/2007 4.29-31 PM. jwong, Action Type © Call from Dealer
< Cali from Service Manager (Jim) 1627 HRS***

1 reviewed the situation with lim. [ verified with Jim that the client will be bringing vehicle in for inspection 01/30/07. 1 asked Jim to inspect
the vehicle with the client to attempt to duplicate the problem. Jim agreed and the call ended
*«* CASE MODIFY COMMITMENT 1/24/2007 2.40:42 PM, jwong
with S v 02/01/2007 03:00:00 PM
== NOTES 142572007 9:38:11 AM, jwong, Action Type : Call to Customey
¥¥¥Call to client 0932 HRS*** 310 965.7700 Ext 213

No answer, procezded to leave a voicemail message. | advised the client thar 1 have informed the DPSM of her compliant and will foltow up when the vehicle
has been dropped ofT for diagnosis / 1nspecuion.

=¥ENOTES 173172007 2:39:23 PM, jwong, Action Type - Call to Dealer
***Call to Service Manager™** 1437 HRS (Jim)

No answer, proceeded fo leave a voicemail message | asked Jim 10 contact me regarding the client for a siatus update. Message ended,
#*= NOTES 1/31/2007 2:45:53 PM_ jwong, Action Type - Ficld/DSM
***Call 1o DPSM (Bill) 1439 HRS***

Bill indicated the client never showed up for her appointment
% NOTES 1/31/2007 2:50.31 PM, jwong, Action Type | Call to Customer

+Call 0 client 1446 HR'S
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Case ID _ Case Title . 1C (TUsTINWEIR) | D5/ -cR COMPLAINT

Nu answer, proceeded to leave a voicemail message. | asked the client fo coniact me regarding her case and advised her that I am aware she was unable to
keep her appointment. [ provided the 800.382.2238 ACS phone number and my direct extension 115297 Message ended.
*#% NOTES 1/31/2007 4 08.08 PM, jwonyg. Action Type  Call from Customer
*#4Call from client 1521 HRS***
**+*Chient returmned my phone call***

Client states that the Service Manager (/im) indicated dropping off the vehicle without the DPSM present would not work, The clienl states that she is
getting the "run around”. The client states she wants the car bought back or traded out for a different vehicle, | advised the client that her request is
outside the scope of ACS. 1 reminded the client she can take the vehicle 1o any Acura dealership for inspection if she is dissatisfied with Weir Canyon
and she has continued to refuse Lo do so. The client states that she does not believe any ACURA dealership will treat her any better. I advised the
client that dealerships are like doctors, you can get different opinions on diagnostics. Techmicians can vary by skill level, just like doctors The client
refused to accept the analogy and continued to vent,

The client states she is disappointed because [ have not fixed her vehicle have only "talked" to her and the dealership, [ advised the client that I am

not n a field position where I can inspect vehicles and make repairs; Acura dealerships serve in this manner. The client continued to state that this has
been a waste of time calling ACURA. | apologized for the client's feelings and perceptions. | advised her that our goal 1s to get the vehicle repaired
and her cooperation is needed to do so. The client stated that she would take the vehicle to another dealership if' | could "guarantee" the vehicle will be
fixed; I advised the client that no guarantees can be made and the vehicle can only be fixed 1f a problem can be identified

[ suggested to the clicnt if she does take the vehicle Lo another dealership she should start with a clean slate and explain specifically what her concerns are
I'advised the client she should not express her complaints about Weir Canyon Acura at first with the new dealership so they ean ¢learly investigate her issue
The client disagreed and stated she would tell the dealership whatever she wanted

The chent stated she would call me back and tenminated the call
*&£ CASE VSC LOOKUP 1/31/2007 2:11 39 PM jwong
VSC CHECK 01/31/2007 04:11 39 PM jwong
The following VSC informatron was found
s 0,0:50.0
“*% CASE CUC LOOKUP 1/31/2007 4 11 39 PM, jwong
CUC CHECK 01/31/2007 04:11:39 PM jwong
The following CUC information was found
ACTIVE;100000;46515,62000,2007-04-17,2010-04-17:2003-04-17;2006-09-03,2006-09-03;251 502.2007-01-1
3,61136,2006-09-30.2006-09-05
¥R NOTES 1/31/2007 4,25.54 PM_jwong, Action Type - Freld/DSM
#*=*Call to DPSM (Biil) 1608 HRS***

Apprised Bill of the situation and the client's staiement regarding a buy back / trade out. | advised Bill of my comments fo (he client and (he client's
current position  8ill thanked me and the call ended

SFNOTES 2702007 1107 39 AM. abrownl_ Action Type - Call from Customer
The customer i5 calling (o requust to speak with her CM, T transfzrred the Gall at tie CM request
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*#FNOTES 2/172007 11:53:16 AM. jwong, Action Type  Call trom Customer

**+Call from client 1101 [RS***

**Call Warm transferred from CHINO**

**Client IRATE**

Chent states she spoke with the GM and was not satisfied  Client states she was advised by the GM to go to another dealership.

Client is demanding a guarantee that her vehicle will be fixed if she goes to another Acura dealership. | advised the client that there are NO GUARANTEES
in life and the vehicle cannot be repaired unless there is something wrong with it. [ advised the client that as long as a dealership can inspect, verify,

and identify a problem: repairs can be made. | advised the client that repairs cannot be made if there are no probiems found. The client continued to demean
ACURA and Weir Canyon Acura for not repairmg her vehicle, The client stated “All you have done is call people. I could have done that myself,

Sure, you paid for the brakes but | still don't think they work right"

1 asked the client if she wanted me to close her case since she felt that | was not assistmg her, she indicated no and stated still wanted help resolving
the issue

Client states she does not helieve her vehicle will be fixed at another dealership and wanted to know "what if" another Acura dealership can't fix the car.
[ advised the client that she has not taken the next step forward to having her vehicle repaired and there is nothing that can be donie until the car is inspected
I retterated to the client that she can have the vehicle 1aken to any Acura dealership she likes but problems cannot be fixed over the phone and it needs to

be inspected.

The client stares that she would take her vehicle to a dealership on Saturday. | asked her what dealership she plans to take the vehicle to: she did not
know [advised the client that she should make un sppointment and I would follos up with her on Monday. The client thanked me and the call ended
=** CASE MODIFY COMMITMENT 2/1/2007 12:22:27 PM_ jwony
with _uc 02/05/2007 03:00.00 PM
*e+ CASE MODIFY 2/5/2007 11:30,53 AM, jwong
into WIP 1C- Bill Nottbusch and Status of Solving,
=% NOTES 2/5/2007 11:34-38 AM, jwong, Action Type . Call from Customer
***Message received from client*** 0948 HRS

Client states vehicle 1s currently at TUSTIN ACURA  Client indieates the CD player / Radio is skipping and there is 4 light on the dashboard that
fashes. Client will be available via cell phonc{ I Messege ended,

FHENOTES 2/5/2007 11:38 36 AM. jwong, Action Type - Call to Dealer
***Cali to Service Manager 1135 HRS (Eric)***

No answer, proceeded to leave a voicemail message. Iashed Eri¢ o contact me regarding ihe client’s vehicle. T referenced the clienr's name and VIN
Message ended
FHENOTES 2/5/2007 12:29:13 PM, jwong, Action Type . Call 1o Customer

**++Call to clien?"" 1139 HRS
***Client 15 upsat any igerentt*
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Client verified that the vehicle is at the dealership to investigate the engine noise compliant
I asked the cltent to clarfy any additional problems.

Client states the radio skips when going over bumps, SRS light flashes when going over bumps

Client believes that the vehicle should not be having these problems if it was certified. [ advised the client that certification does not mean that the vehicle
will be free from all problems in the future. [ advised the client that the certified warranty is in place and thal is what is included when vehicles are deemed

"certified”.

Client s upsel that she has to pay $105 00 for a diagnosiic fee. [ advised the client that if repairs fall under the certified warranty, there would
be no charge incurred for the covered repairs.

Client wanls to have "proof” that the vehicle was certified. 1advised the client that the dealership would the entity that had any onginal paperwork. |
remmded the chent that the dealership was able to fax over the 150 Pt. check list to me and stated they were willing to provide a copy to her. | explained
to the client what documents were to be provided with a certified vehicle:

Owner's manual, Waranty Manuel, Car Fay, Anti-theft codes, SRS booklet. Mamntenance Journal, 150 pt, checklist

[ advised the client that repairs cannot be determined unul the dealership can diagnose and venify a problem 1 explained to the client (hit she needs to give
the new dealership (Tustin Acuiz) enough time 1o inspect the velucle [ advised ihe client that 1t 1s unfair to make any rush 1o judgment until the deatership
can properly diagnose the vehicle. 1advised the chienl that | have lefi a message for the Service Manager lo call me once there is an update

The client understood and the call ended.
##% CASE FULFILL 2/5/2007 12:29:21 PM, jwong

Fulfilled for [ G - 02/05/2007 03:00.00 PM
*A¥ COMMIT 2/5/2007 12:29:23 PM, jwong, Action Type @ N/A
Follow up with dealership.
*#¥ CASE CUC LOOKUP 2/5/2007 4-:08.52 PM, jwony,

CUC CHECK 02/03/2007 04:08.52 PM jwong

The followmg CUC information was found
CTIVE; 100000,4651562000:2007-04-17;2010.04-17.2003-04- | 7,2006-09-03;2006-09-03:251502,2007-01 -

3,61 136;2006-09-30:2006-09-05
*¥¥ CASE VSC LOOKUP 2/5/2007 4:08:52 PM, jwong
VSC CHECK 02/05/2007 04:08:52 PM jwong
The followmg VSC information was found
it 00,00
##ENOTES 2/5/2007 4,36.30 PM, jwong, Action Type -~ Call from Dealer
#¥*#Call from Service Manager (Eric)*** 1615 HRS

*Enic indicated there are no problems duplicated on the vehicle
*Enc indicated the chent feels the vehicle was in an accident, there no signs of a collision evident
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1) Idle rough --=> No problems found
2) SRS/ Static issue ---> No problems found
3) Noise from engine ----> No problems found. Only noise heard is a ticking sound from the Fuel Injectors which is a normal characteristic

1 asked Eric if there were any charges at this point, Fric indicated the client signed on 3 $105,00 diagnostics and an OIL. CHANGE. Eric stated
he may or may not charge for the diagnostics fe¢. | thanked Eric for his ime and the cajl ended.

4% NOTES 2/6/2007 1:34:46 PM, jwong, Action Type - Call to Dealer
**++Call to Service Manager (Eric) 1331 HRS*=**

Tasked Eric if the client has picked up her vehicle and what charges 1f any were applied Eric indicated he would check and call me back Call ended
*** CASE FULFILL 2/6/2007 1.35:22 PM. jwong
Fulfilled for v 02/06/2007 01:30.00 PM.
¥4 COMMIT 2/6/2007 1:35.25 PM. jwong, Action Type : N/A
Call t client
W CASE RULE ACTION 2/6/2007 1:40.10 PM, sa
Action owner - 30 days of rule Case Closure fired
FEF NQOTES 2/72007 1121254 AM, jwong, Action Typs: Call to Dealer
=**Call to Service Manager 1118 HRS*** (Eric)

No answer, proceeded 1o leave 4 voicemall message. [ asked Eric to contact me regarding ihis client and let me know if the vehicle has been picked up
! asked FEric (o contact me via my direct phone number  Message ended

*FNOTES 2/8/2007 10°23.37 AM, jwong, Action Type | Call te Dealer
“¥*Call 1o Service Manager (Eric)*** 1021 HRS (Not available)

Spoke with Service Consultant (Freddie) 1 ashed Freddie to check the client's history. Freddie indicated the client dropped off and picked up the vehicle
same day. No repairs performed except for an oil change. Client only charged for an oil change service. | thanked the Service Consultant and the call
ended.

*#% CASE FULFILL 2/8/2007 10.27:34 AM, jwong
Fulfilled for —due 02/67/2007 03:00:00 PM

FEECOMMIT 2/822007 10-27 38 AM. jworg, Action Type , N/A

Send letter if no response.

*¥* NOTES 2/8/2007 10:28:32 AM, jwong, Action Type - Cail to Customer

***Call to client 1024 HRS"‘_

No answer, proceeded 10 leave a voicemall message. |advised the client that | was aware Tustin Acura had inspected the vehicle and found no problems at
the time of service. [ asked the client to contact me for follow up. I provided the ACS 80D.382.2238 phone number and my direet extension | 15297
Message ended.

#¥% NOTES 2/9/2007 1 42,09 PM. jwong, Action Type © Call from Dealer
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***Spoke with Service Manager (Enic)***

Enc verified the vehicle had no abnormal problems detected and was only charged for an il change service. Client has not been in contact with the dealership
since, [ thanked Eric and the call ended.
*#ENOTES 2/9/2007 4 47:08 PM. jwong, Action Type - Note-Resolution
***No problems found with vehicle; verified by 2 dealerships®***
***Client has not returned phone cails***
*ISENDING 10 DAY LETTER and CLOSING CASE=#*

February 9. 2007

SAN BERNARDING, CA
Subject  Acura Chent Services Contact
2004 ACURA TSX VIN# JH4CL%894(-

Dear Ms-

Thank you for contacting Acura Client Services. On January 9, 2007, we received your request for assistance regarding concems with your Acura TSX.

Our office attempted to contact you by telephone, but we have not been successful in our attempts to reach you. I have been in contact with your most recent
servicing dealership DCH Tustin Acura who has indicated thete were no problems found on your vehicle and you have not returned for any additional issues. [f
you have any current issues with your Acura we would like to provide assistance with resolving them.

Agura Client Services can be reached at (800) 382-2238. Owr oftice hours are Monday through Friday. from & 0am to 5 00pm Pycific Standard
Time. We look forward (o hearing from you soon

If we do not hear from you within 10 days from the date of this letter, Acura will assume that your concerns have been addressed and you no longer require
our assistance

Sincerely,

James Wong
Agura Client Services

Reglonal C ase%
Case Number

¢ SUBCASE | R:ATE 292007 4:48 37 PM, jwong
Created in WIP Default with Due Date 2/9/2007 4 48.37 PM

“=* SUBCASE [ = A 7r 2/0/2007 4 49:16 PM, jwony
Cregted tn WIP Default with Due Date 2/9/2007 4 49 16 PM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

casei0 |GG Case Title

+++ SUBCASE [ NNEEG - 7= 2/9/2007 4 50:10 PM, jwong
Created 1in WIP Defauit with Due Date 2/9/2007 4:50.10 PM

= sUBCASE || NG ==~ 15 2/9/2007 4 55.24 PM, jwong
Created in WIP Default with Due Date 2/9/2007 4:55:24 PM.

#*% CASE MODIFY 2/9/2007 4 56:18 PM. jwong
nto WIP 1C- Bill Nottbusch and Status of Solving,

*++ SUBCASE [ C - OSE 2/9/2007 4:56.52 PM, jwong
Status = Solving, Resolution Code = Instruction Given

<= sUBCASEIGCGEEEEEE | OSE 2/9/2007 4:56:56 PM, jwong
Status = Solving, Resolution Code = Instruction Given

w+= SUBCASEIIIEGEGEGEEEEE  OsE 2/9/2007 4.57:00 PM, |wong

Stats = Solving, Resolution Code = Instruction Given

=+ SUBCASE [ NG | 5+ 2/9/2007 4:57 04 PM, jwong

Stawus = Solving, Resolution Code ~ Instruction Given
<=+ SUBCASE || T c oSk 2/9/2007 4:57:08 PM. jwone
Status = Solving, Resolution Code = [nstruction Given
» 9/2007 4:57:12 PM, 1wong

**% CASE CLOSE 2/9/2007 457 12 PM, twanyg
Status — Closed, Resotution Code = Insiruction Given, State = Open

7u% CASE REOPEN 2/19/2007 9:44:12 AM. jwong
with Conditzon of Open and Status of Solving

N NGTES 2/19/2007 9:535:22 AM, jwong, Action Type ; Call from Customer
**2Call from chient D943 FIRS*=*

Chent states there is a problem with the vehicle as the maintenance light flashes. | advised the client that the maintenance light on the vehicle flashes 1o
remind driver's of & maintenance due on a vehicle every 10,000 mudes. I advised the ciient to refer to her owners manual for a written explanation of

how the mamtenance light functions I advised the clhient that there 1s nothing wrong with the vehicle as determined by 2 ACURA dealerships. The client
states she does not believe the ACURA dealerships and indicated she would take the vehicle to an independent shop for inspection. [ advised the client that
independent service [acilities are NOT authorized to perform any warranty repairs, The client asked if her warranty would be void if she took the vehicle to
an independent shop. 1 advised the chient that if there is any damage caused by outside influence / poor workmanship from a repair facility, warranty can be

void. The client understood and the call ended.
FHHNOTES 2/19/2007 9:56 24 AM, jwong, Action Type  Note-Resolutien

***CLOSING CASE, NO PROBLEMS FOUND AFTER REPAIRS / SECOND INSPECTION FROM DEALERSHIP*#*

*¥% CASE CLOSE 2/19/2007 9:56:29 AM, ywong
Status = Closed. Resolution Code = Instruction Given, Siate = Open
rt* CASE REQPEN 3/5/2007 1 1:39-04 AM, jwong

1C(TUSTIN/WEIR) -_- DEALER COMPILAINT

Run Date = OR/09/2013 J
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Speool Report Run Date . 0B/09/2013

Casei0 [

with Condition of Open and Status of Solving

Case Histary

Case Title© 1€ (TUSTIN/WEIR) — DEALER COMPLAINT

HYNOTES 3/5,2007 11:5745 AM, jwong, Action Type ; Call from Customer
*F*NOTE REVIEW ALL PREVIOUS CASE NOTES/HISTORY, CLIENT HAS REQUESTED THE VEHICLE TO BE BOUGHT BACK

PREVIOUSLY ***

**%Call from client 1120 HRS***

Client claims she is having issues with the ODOMETER of the vehicle. Client states for every 0.7 milss driven, the ODOMETER counts 1.0 miles.
[ advised the client she can have the vehicle inspected at any ACURA dealership to determine if there 1s a problem to be resolved  Client asked if there
was o recall for her vehicle, [ advised the client there is no recalls currently on her vehicle. Call ended
s>+ SUBCASE| G <= 1 352007 11:59:05 AM. jwong
Created in WIP Defaul: with Due Date 3/5/2007 11 59:05 AM.

+#5 CASE CLOSE 3/5/2007 11:59-24 AM, jwong

Status = Closed, Resolution Code = Instruction Given, State = Open
*++ sUBCASE |GG Os: 3/5/2007 11:59:24 AM. jwong

Status = Solving, Resolution Code = Instruction Given
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0
| AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/2013
Case Details
caseiD: I Division - Honda - Auto Condirtion : Closed Open Date© 1/2972010 7:31:53 AM
Case Originator : Kelly Fuller (Team CA) Sub Division :  Satellite Center Status : Closed Close Date :  3/5/2010 8:08:31 AM
Case Owner Aaron Goldberg (Team CA) Method : Phone Queue : Days Open : 35
Last Closed By : Aaron Goldberg (Team CA) Point of Origin : Customer Wipbin :
| CaseTitle . 04H - Q33 RADIO DISPLAY WARRANTY LIAISON ASSISTA No. of Attachments : 0 ‘
Site / Contact Info : Product Info :
[ Site Name - ~ ] [ Unit Owner - 36 |
Dealer No. - VIN Type / No, : / X4 -
Site Phone No. : Model / Year TSX /2004
Contact Name : Model ID / Product Ling CL9684JW /B
Day Phone No Miles / Hours : 95,000
Evening Phone No. In Service Date 05/12/2003
Cell / Pager No. : Months In Use - 80
Fax No Engine Number : K24A21004320
Address Originating Dealer No. / Name *251003 / RICK CASE ACURA
City / State / Zip WESTON, FL Selling Dealer No. / Name : 251003 / RICK CASE ACURA
E Mail Trim BASE
Svc District / Sis District No Of Dcors * 4
\ * | Transmission Code S5AT
Current Dealer Info - Exterior Color : WH
[ Current Dealer No_/ Name - 251003 / RICK CASE ACURA Factory Waranty Start / End Date ;
Phone No 954.587-1111 Factory Warranty Cancellation Date -
Address : 875 NORTH STATE RD 7 HPP/N/SC Coverage Start / End Date
City / State / Z!p : PLANTATION, FL 33317 HPP//SC Cancellation Date :
Svc District / Sis District ; 04t/ D04 Extended Warranty Start/ End Date :
Warranty Labor Rate / Date : $130.00 /
Extended Warranty Cancellation Date .
Agent Name ; Comp Ind. .
Previous Dealer Info : 3rd Party Info .
|Dealer #| Dealer Name | Agent Name IComp Ind’]
[ Party 1: Not Applicable Party 3: Not Applicable ‘y
Party 2: Not Applicable Party 4 - Not Applicable
| L |
Issues .
D7 Tifle Staitus Tssue Type 1 Issue Type 2 Labor Code] Labor Code Desc
Subcase Close Campalgn ETiibility OTOTE4 RADIO PRINTED CIRCU
Subcase Close Campaign Eligibilit, OTOTE4 RADIO PRINTED CIRCU
Subcase Close Cﬁpalgn Fh:lblln:j 7370A3 SAFETY RECALL TSX
Subcase Close Campalgn F,h;lb)lhy T120A2 PRODUCT UPDATE MOI
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issues :

Issug 1D/ Title
PROD

Spool Report Run Date - 08/09/2013
Status Issue Type 1 Tssue Type 2 [Labor Codel Tabor Code Desc
Subcase Close Product Operation 752 ]SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date = 08/09/2013

Issue Defails
[TssueiD - Disposition: Information Condition - Closed Wipbin -
Issue Originator © Kelly Fuller Type 1: Campaign Status . Subease Close Open Date - 112972010 7-38:53 AM
Issue Owner Kelly Fuller Type 2. Eligbility Queue Close Date : 112972010 7.41.01 AM
Issue Title "AMPAIGN - ELIGIBILITY
Coding Info : ' Solution / Linked Resolution Info :
‘Labor Code /Dasc 010TE4 7 RADIO PRINTED CIRCUIT BOARD - REPTATE. | Bojufion [0 - Resolution Title
Condition Code Desc Radio Display 0101J Solution Title :
Campaign Code / Desc - (33 /03-04 RADIO DISPLAY
Temperament Cods Cold
Resolutions - Provided Information
Component Category - 11 - Electrical System 3
Previously Published - NO
Fire Indicator NO Parts Info : W b ,
Rollover Indicator : NO f Pari No, [ Part Description BO Resson
Cosmetic / Sound Quality Indicator:  NO 3017A-SEC-AQ] FRNTLIRCUIT BRD NOF APRICATE:
Dealer Coding:

Issue Details -
ssue D Disposiion Complaint Condltion : Ciosed ~ Wipbin - %]
Issue Originator : Aaron Goldberg Type 1 Campaign Status:  Subcase Close Open Date . 2/23/2010 12:16:00 PM
Issue Owner . Aaron Goldberg Type 2. Eligiblity Queue Close Date - 3/5/2010 8:08:31 AM
Issue Title . NN CAMPA(GN - ELIGIBILITY

Coding Info : Solution / Linked Resolution Info .
[ Lapor Code /" DEst OTUTES 7 RADIO PRINTED CIRCUIT BOARD - REPCACE | @olution 1D “Resolution Tiffe -
Condition Code Desc Radie Display 010U olution Title .
Campaign Code / Desc: Q33 /03-04 RADIO DISPLAY
Temperament Code ; Cotd
Resolutions ©  Documented Concem, Referred to Dealer
Component Category 11 - Electrical System
i d
R et b Fars it =
Rollover Indicator : NO Part No Part Description |8 BO Reason
Cosmetic / Sound Quality Indicator:  NO TOT7A-SEC-ATT PRNT CIRCUIT BRI Not Applicable
Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Issue D N

Spool Report Run Date ' 08/09/2013
[ssue Defails
“Disposition. [nformation Candition - Closed Wipbin
Type 1. Caapaign Status Subease Close Open Date:  2/23/2010 12 33-34 PM
Type 2. Elgibility Queue Close Date  3/5/2010 8 08.31 AM

| Issue Originator - Aaron Goldberg
Issue Owner ! Aaron Goldberg

| tssve Tite - C VPN - ELIGIBILITY

Coding Info :
Condition Code Desc Any 7370
Campaign Code / Desc™ P45/'04 TSX TRUNK WIRE
. Temperament Code ; Cold

Resolutions :  Provided Information, Referred to Dealer
Component Category : 11 - Electrical System

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

Cosmetic / Sound Quality Indicator: NO

Dealer Coding:

Labor Code / Desc : 7370A3/ SAFETY RECALL. TSX REAR WIRE HARNESS - [

Solution / Linked Resolution Info .

[Solution 1D Resaiunon Tife
golution Title
Parts Info :
Part NG. Part Descrigfion BO Reason
32TOR-SEA-AUD WIKE HARKNESS, RE. Not Apphcable

Issue Details

Cissue i Dispositicn' Information Condition = Closed Wipbin .
Issue Oniginator © Aaron Goldberg Type 1 Campaign Status Subcase Close Open Date  2/23/2010 (2:35:31 PM
Issue Owner Type 2 - Eligibility Queue - Close Date:  3/5/2010 8:08 31 AM
Issue Title : M CAMPAIGN - ELIGIBILITY

Coding Info : Solution / Linked Resolution Infa |

[ Labor Cade T Dest 7TZ0A 27 PRODUCT TIPDATE, MOTSTURE INHEADLIGHT]| Soldtion 1D ~ Resolution Title =
Conditton Code Desc Other 712X isolutron Title
Campaign Code / Desc ' Q36/04-05 TSX HID HEADLI
Temperament Code Cold
Resolutions | Provided Information, Reicrred to Deales
Component Category = 12 - Exterior Lighting
Prevtously Published - NO
Fite Incater NO Parts fnfo
Rollover Indicator : NO art Na a SCription BO Reason
Cosmetic / Sound Quality Indicator | NO IITOT-SEC-ATT NEADLIGHTUNTT, R ot Applicable
Dealer Coding
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date . 08/09/2013

Issue Details

Issue ID :
Issue Originator . Aaron Goldberg

Issue Owner . Aaron Goldber,
issue Title : i PRODUCT - OPERATION

Condition . Closed
Status Subcase Close

Queue

Disposition: Complaint
Type 1: Product
Type 2: Operation

Wipbin :
Open Date; 2/23/2010 1.01:14 PM
Close Date :  3/5/2010 8:08:31 AM

Coding Info :

Solution / Linked Resolution Info .

[ Labor Code /Desc : 752 / SRS

Condition Code Desc Wam Light On 7524
Campaign Code / Desc | /

Temperament Code Cold

Resolutions | Documented Concern
Component Category . 14 - Alr Bags
Previously Published .= NO

Fire Ingicator NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator -  NO

Dealer Coding:

| [Gottion 10 solution Tite -
solution Title
Parts Info :
PartNo /§ Part Descripfion | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report

Run Date :  08/09/2013

Case History

caseio [ GG case Tite  oafi [ R o> 2 010 oispi Ay WaRRaNTY Liaison AssisTANCE

*#= CASE CREATE 1/29/2010 731.53 AM, kfuller
Contact = Priority — N/A, Status = Solving,
#** CASE EXTENDED WARRANTY LOGKUP 1/26/2010 7.31:54 AM, kfuller
WARRANTY CHECK 01/29/2010 07:31:54 AM kfuller
No data found for VIN
**% CASE CLAIMS LOOKUP 1/29/2010 7:31:57 AM, kfuller
CLAIM CHECK 01/29/2010 07:31:57 AM kfuller
The following Claim History information was found
0,2007-11-21; 251003: 107400, 510, 000005 ; BATTERY - DEALER-INSTALLED REPLACEMENT
REPLACEMENT BATTERY SERVICE BULLETIN.
**% CASE CAMPAIGN LOOKUP 1/29/2010 7.32.04 AM. kfuiler
CAMPAIGN CHECK 01/29/2010 07:32:04 AM kfuller
The following Campaign information was found
04-026; P45, L@ TRUNK WIRE, | NU:
06-050; Q27, lass Action Acura: | NU,
04-021, Q33; 03-04 RADIOQ DISPLAY 04/16/07; F X,
07-016; Q36; 04-05 TSX
**¢ CASE VSC LOOKUP 1/29/2010 7.32.05 AM, kfuller
VSC-CUC CHECK 01/29/2010 07:32,05 AM kfuller
No data found for VIN.
% CASE MODIFY 1/29/2010 7.34.08 AM kfuller
into WIP default and Status of Solving.
“=FNOTES [/29/2010 7:38:19 AM. Kfuller, Action Type - Call from Customer

S/BH B&-016

The customer called regarding the radio display warranty extension. 1 updated owner information and checked for any outstanding campaigns. The customer statzd
the radio display was dim. He took the car to the Rick Case Acura and was told that they cannot replace the PC board again because it was replaced once.

He was told to contact Acura for assistance. The customer does not remember who he spoke with. [ advised the customer that the radio display is still

under warranty and should be covered whether or not the display has gone dim before or not. The customer thanked me. | thanked the customer  The call

ended
&= CASE CREATE 1/29/2010 7:38:53 AM. kfuller
Number | ;2 1od in WIP default with due date 01/30/2010 07,38:53 AM _
<=+ SUBCASE | CR:-ATE 1/29/2010 7:38:53 AM, kfuller, Action Type -
Created in WIP default with due date 01/30/2010 07:38:53 AM,
=+= SUBCASE | (0017 Y 1/29/2010 7.38:56 AM, kfuller
into WIP default and Status of Solving
#¥* CASE MODIFY 1/29/2010 7:41.00 AM. kfuller
into WIP default and Status of Solving

#++ SUBCASE {1 ¢ 1292010 7:41:01 AM kfulier

Status = Solving, Resolution Code = Insiruction Giyen
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report Run Date : 08/09/2013

Case History

Case D : _ Case Title:  04H _ Q33 RADIO DISPLAY WARRANTY LIAISON ASSISTANCE

#%% CASE CLOSE 1/29/2010 7:41:02 AM, kfuller
Status = Closed. Resolution Code = Instruction Given, State — Open
#+* CASE REOPEN 2/23/2010 10:25:05 AM, tmoss
with Condition of Open and Status of Solving.
*#4 CASE MODIFY 2/23/2010 10:25.12 AM. tmoss
into WIP default and Status of Solving.
*#% CASE EXTENDED WARRANTY LOOKUP 2/23/2010 10:33.51 AM, tmoss
WARRANTY CHECK 02/23/2010 10:33:51 AM tmoss
No data found for VIN,
##* CASE CLAIMS LOOKUP 2/23/2010 10:33:54 AM, tmoss

CLAIM CHECK 02/23/2010 10:33.54 AM tmoss
The following Claim History information was found
0; 2007-11-21; 251003, 107400; 510, 000005 ; BATTERY - DEALER-INSTALLED REPLACEMENT.  S/B# 88-016

REPLACEMENT BATTERY SERVICE BULLETIN,

*ex CASE CAMPAIGN LOOKUP 2/23/2010 10:34:01 AM, tmoss
CAMPAIGN CHECK 02/23/2010 10.34:01 AM tmoss
The following Campaign information was found

04-026; P45, " TRUNK WIRE; ; NU;
06-050; Q27 lass Action Acura; ; NU;
04-021; Q33; 03- DIO DISPLAY; 04/16/07; FX;

07-016; Q36; 04-05 TSX H
*=* CASE VSC LOOKUP 2/23/2010 10:34.04 AM, tmoss
VSC-CUC CHECK 02/23/2010 10:34:04 AM tmoss
No data found for VIN.
*** CASE CAMPAIGN LOOKUP 2/23/2010 10:34:15 AM, moss
CAMPAIGN CHECK (22/23/2010 10:34:15 AM tmoss
The following Campaign information was found
04-026; P45; '04 TSX TRUNK WIRE; ; NU,
06-050; Q27 1255 Action Acura; ; NU;
04-021; Q33; 03-04 RADIO DISPLAY: 04/16/07; FX;
07-016; Q36; 04-05 TSX H
*3% NOTES 2/23/2010 10:37:06 AM, tmoss, Action T Call from Customer
[ verified the clients contact information ﬂe

The client contacted ACS and stated that he wanted to Rick Case Acura, and he spoke with a SM Dave Marshall. He stated that he spoke with a Anders
Madson as well. He stated that he was told that they would order the part, and then stated that he was the contacted by the SA, and he was informed that

they could not repair the issue because the repair was already done He stated that he informed the dealership that he spoke with ACS and he was mformed the
repair should be covered. The client stated that he was told by Mr. Madson that he would need to call the customer back, because the SM would be taking
care of the issue_He then stated that he called the dealership since February the 10th and he still has not been contacted 1n regards to the repair. I informed

the customer that I would have to forward his case to a CM to work as a liaison between him and the dealershiy,
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Run Date . 08/09/2013

Spool Report

Case History

case 0 |G case Titie - 04t - I <33 RAD10 DISPLAY WARRANTY LIAISON ASSISTANCE

The client took the vehicle to Rick Case Acura on February 10, 2010. He spoke with the SM Dave Marahall, and a SA Anders Madson They informed
him that the repair would not be covered. He stated that his vehicle is with him at this time.

I informed the client that I would have to forward his case to a CM for liaison assistance. [ informed the clients that all cases are reviewed on a case
by case basis with no guarantees of assistance. He understood, no further assistance was needed, and the call ended.

The client is seeking assistance with the repair of his Radio Display.
The client took the vehicle to Rick Case Acura,
The case should be forwarded to Team CA.
**% CASE MODIFY 2/23/2010 10:37:22 AM, tmoss
into WIP default and Status of Solving.
**7 CASE ASSIGN 2/23/2010 10:37:39 AM, tmoss
o cchao, WIP  "p 0
**% CASE RULE ACTION 2/23/2010 10:37:39 AM, sa
Action Task Assignee of rule Assign Notification fired
*** NOTES 2/23/2010 10:37:40 AM, tmoss, Action Type : Call from Customer
**¥ CASE MODIFY 2/23/2010 11:37:57 AM, cchao
into WIP default and Status of Solving.
**% CASE DISPATCH 2/23/2010 11:38:12 AM, cchao
from WIP default to Queue Chino Team CA.
% CASE YANKED 2/23/2010 12:14:36 PM, agoldber
Yanked by agoldber into WIPbin default.
**~ CASE MODIFY 2/23/2010 12:14.50 PM, agoldber
into WIP default and Status of Solving.
*#* CASE EXTENDED WARRANTY LOOKUP 2/23/2010 12:14:52 PM, agoldber
WARRANTY CHECK 02/23/2010 12:14:52 PM agoldber
No data found for VIN.
##% CASE CLAIMS LOOKUP 2/23/2010 12:14:58 PM, agoldber

CLAIM CHECK 02/23/2010 12:14:58 PM agoldber
The following Claim History information was found
0; 2007-11-21; 251003; 107400; 510; 000005 ; BATTERY - DEALER-INSTALLED REPLACEMENT.  S/B# 88-016

REPLACEMENT BATTERY SERVICE BULLETIN.
*=** CASE CAMPAIGN LOOKUP 2/23/2010 12:15:01 PM, agoldber
CAMPAIGN CHECK 02/23/2010 12:15:01 PM agoldber
The following Campaign information was found
04-026; P45 TRUNK WIRE; ; NU;
06-050; Q27, lass Action Acura; ; NU;
04-021; Q33; 03-04 RADIO DISPLAY; 04/16/07; FX;

Page#: 183




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date - 08/09/2013

AMERICAN HONDA

Case Hislory
caseip [N Case Tite 0411 - [ - 3 2010 DISPLAY WARRANTY LIAISON ASSISTANCE
07-016; Q36; 04-05 TS
“®* CASE VSC LOOKUP 2/2372010 12.15-02 PM, agoldber
VSC-CUC CHECK 02/23/2010 12:15.02 PM agoldber
No data found for VIN
*++ CASE CREATE 2/23/2010 12:16:00 PM. agoldber
Number — N032010-01-2900181-2, Created in WIP default with due date 02/24/2010 12.16:00 PM
¥R SUBCASE NO32010-01-2900181-2 CREATE 2/232010 12'16:00 PM. agoldber, Action Type -
Created in WIP default with due date 02/24/2010 12:16:00 PM,
*** NOTES 2/23/2010 12:33. 10 PM, agoldber. Action Type - Call to Dealer
I called Rick Case Acura and spoke with Service Manager Dave Marshall regarding client s request for assistance with a dim/dark radio display [ asked
Dave if he was aware that the warranty extension on the radio display can be submitted multiple times within the time/mileage parameters should a failure of the
same component occur Dave Stated that he was unaware that he can submit the warranty claim multipie times. | advised Dave that the warranty extension on
the radio display dim/dark concer is valid for 7/105k m1., whichever occurs first. Dave stated that he had contacted his DPSM and was awaiting a confirmation
regarding this, however Has not yet heard back. [ advised Dave that for a warranty extension, this involves a straight warranty claim and DPSM authorization
is unnecessary. Dave understood. Dave stated that he will make sure parts are in stock and will contact client. | advised Dave that in addition to the
radio display warranty extenston, client s vehicle has an QOPEN recall on the TSX trunk wire, and a PUD on the TSX HID Headhghts. | asked if
Dave would ensure that those campaigns are satisfied as well. He stated that he would [ asked1f he could contact Parts and obtain a parts availability
status, or asked if I should Dave stated that he would and will contact me with an update. [ provided my contact information and olfice hours. [ thanked
Dave for his assistance and call ended. .
*¥v CASE CREATE 2/23/2010 12:33:34 PM, agoldber
Number - || < < i WiP defavit with due date 02/24/2010 12:33;34 PM..

v« SUBCASE [NNNGEEE - 7= 2/23/2010 12-33:34 PM, agoldber, Action Type -
Created in WIP default with due date 02/24/2010 12:33:34 PM.

=** CASE CREATE 22372010 12:35.31 PM, agoldber
Nomber = |G <2 tcd in WIP default with due date 02/24/2010 12:35:31 PM.,
==+ SUBCASE NG i A = 223/2010 12:35:31 PM, agoldber, Action Type
Created in WIP default with due date 02/24/2010 12:35:3] PM.
*%2 CASE MODIFY 2/23/2010 [2:35:49 PM, agoldber
nto WIP default and Status of Solving
=#+ CASE MODIFY 2/23/2010 12/52:54 PM. agoldber
into WIP default and Siatus of Solving,
==+ SUBCASE [IINEGEGEEEEE - -~ - 2/23/2010 1:01:14 PM, agoldber
Created in WIP Default with Due Date 2/23/2010 1:01:14 PM
**¥= NOTES 2/23/2010 1:06.59 PM, agoldber, Action Type  Call to Customer

[ called client at his daytime number and spoke with Mr T introduced myself as chent s case manager assigned to review his request for assistance
to have his vehicle s dim/dark radio display setviced un ranty extension on the radio display. [ verified all client contact imformation in CRMS.

[ advised chent that prior to my contact with him, [ callzd Rick Case Acura and spoke with Service Manager Dave Marshall regarding the client! « concern
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date = N8/0%/2013
Case History
~ Case D. I Case Title . 04H - - 053 RADIO DISPLAY WARRANTY LIAISON ASSISTANCE

with the radio display. 1advised client that I informed Dave that even though the radio display had been repaired previously under the warranty extension,
should the radio display be dim or dark again and the vehicle is within the time/mileage period of the warranty extension. the dealership is able to perform the
same repair free of charge to client under the warranty extension. Iadvised client that SM Dave advised me that he will ensure that the required parts are
ordered and will contact client once the part arrives to have client return to dealership. Tinformed client about the TSX Trunk Wire recall and headlight

PUD. Tnformed client that Dave is aware of those OPEN campaigns as well and will ensure that parts are available when client returns to dealership,

Client appreciated the assistance provided. Client stated that he typically has vehicle serviced at Rick Case Honda since they are closer to his home, however
through their recommendation, took vehicle to Rick Case Acura for the radio display concern and to have his SRS light diagnosed. Client stated that the Honda
store advised client that the SRS light is on due to a faulty driver seatbelt buckle. He stated that Rick Case Acura supposadly diagnosed the SRS system,

and advised client that there was nothing wrong with the SRS system. Client stated that he was under the impression that the seat belt warranty is liferime

on his vehicle. Iadvised clientthat this is correct [ advised client that s SRS system may not function properly if the SRS light is on. |

advised client that there are no campaigns on the SRS system on his vehicle, theretore any repait may be client. s responsibility, other than the hietime seatbolt
warranty, Client understood. He stated that he will have Rick Case Acura look at the SRS system again

I advised client that I do intend on contacting him for a status update within the next few husiness days. | provided my contact information and office hours.
| apologized for any inconventence. Client appreciated the assistance | advised client that he could expect 4 call from someone at Rick Case Acura regarding
his request for assistance Chent approved, we thanked each other and call ended

2 NOTES 2/23/2010 | 14,57 PM. agoldber. Action Type | Field FYi
DPSM for (D4H) was contacted as an FYT regardmg this client, s case

=% COMMIT 2/23/2010 115 14 PM, agoldber, Action Type - N/A

call dir/chient re: Q33, P45, Q36 campaigns appt” (2nd atiempt)

=+ CASE MODIFY 2/23/2010 1 2216 PM, agoldber
into WIP Warking and Status of Solving.

“ERNOTES 22472010 10:05-51 AM. agoldber, Action Type © Field Return Call
DPSM for (04H) left me a message advising me that he spoke with Service Manager Dave al Rick Case Acwra and asked thal they complete all OPEN campaigns
when client retarns to dealership DPSM stated that Dave advised him that he will ensure that all OPEN campaigns are satisfied TIPSM thanked me for
bringing this to his attention.

& NOTES 2/25/2010 7:13:11 AM, agoldber, Action Type = Call ta Customer
1 attempted (o contacl client at daytime/evening number and reached a female respondent who afier saying  Hello?  and me asking for Mr.- the respondent
disconnected call immediately 1attempted a second call, and was disconnected again | will attempt to contact client again another day.

*EHNOTES 2/25/2010 7:20:41 AM, agoldber, Action Type - Call to Dealer
I called Rick Case Acura and spoke with Service Manager Dave for a status update. Dave stated that he knows that all the parts for clieat velicle s three
campaigns have been ordered and knows that his Advisor Anders contacted client already. He staied that SA Anders is m training and should be retuming tomorrow
and he would have a better idea on the status with the client. Dave stated thal he believes perhaps that the client may have been advised to hold off of appointment
until such time all parts come in, however he does not know for sure. [ thanked Dave for his assistance and call ended.

*#% CASE FULFILL 2/25/2010 7 20:52 AM, agoldber
Fulfilled for| ue 02/25/2010 12:00.00 AM,

=== COMMIT 2/15/2010 7 20'33 AM, azoldber, Action Type  N/A

call dirchient re’ Q33 P45, Q36 campaigns appt? {3rd attempt)

¥ CASE RULE ACTION 2/26/2010 7°-31:53 AM _sz
Action owner - 30 days of rule Case Closuse fired
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CUSTOMER RELATIONSHIP MAMAGEMENT B8YSTEM

AMERICAN HONDA

Spool Repart

Run Date *

0R/09/2013

Case History

case 0 [ NG case Tite: 0t - | - @33 RADIC DISPLAY WARRANTY LIAISON ASSISTANCE

**ENOTES 3/1/2010 71528 AM, agoldber, Action Type . Call to Dealer

i attempted to contact Rick Case Acura Service a couple of ttimes and was unsuccessful reaching anyone in Service: T was on hold an extended peniod of tune

without anyone picking up the line.
=% NOTES 3/1/2010 7.16:49 AM, agoldber, Action Type . Call w Customer
| attempted to contact client at daytime/evening number and the line just rang without voicemail.
#*+ CASE FULFILL 3/1/2010 7:17-45 AM, agoldber
Fulfilled for{ R - 03/01/2010 12:00:00 AM
% COMMIT 3/1/2010 7.17-56 AM, agoldber, Acuon Type : N/A
call dir/client re: 33, P45. Q36 campaigns appt? (4th attempt)
#=#= CASE CLAIMS LOOKUP 3/3/2010 7:06:43 AM, agoldber

CLAIM CHECK 03/03/2010 07:06:43 AM agoldber
The following Claim History information was found

0; 2007-11-21, 251003; 107400; 510; 000005 ; BATTERY - DEALER-INSTALLED REPLACEMENT

REPLACEMENT BATTERY SERVICE BULLETIN.
4% CASE CAMPAIGN LOOKUP 3/3/2010 7:06:48 AM, agoldber
CAMPAIGN CHECK 03/03/2010 07:06:48 AM agoldber
The following Campaign information was found
04-026; P45: 4 TRUNK WIRE. : NU;
06-050; Q27, Class Action Acura: , NU;
04-021;Q33; 03-04 RADIO DISPLAY: 04/16/07; FX,
07-016; Q36, 04-05 TS
=5 NOTES 3/3/2010 7:28; 12 AM. agoldber, Action Type - Call to Dealer

S/B1 88016

I called Rick Case Acura and speke with Service Advisor Anders for a status update at the request of Service Manager Dave, Anders stated that he had
ordered the radio display circurt board to complete the warranty extension repair at the request of Service Manager Dave atter ACS escalation. Anders slated
that the radio display board is in at this time. He stated that they currently have in stock the parts necessary to complete the headlight PUD, and at our
request, Anders stated that they ordered the parts necessary to satisfy the trunk wire hamess recall. He stated that the wire harness recall parts can be In

as early as tomorrow, 3/04, Anders stated that the last time he spoke with client was to advise client that he would be contacted again once all parts arrive
Anders verilied that he has client s correct contact information. 1 thanked Anders for his assistance and call ended.

“4= CASE MODIFY 3/3/2010 7 32:22 AM, agoldber

tnto WIP Working and Status of Solving,
“r* NOTES 3/3/2010 7:34:15 AM, agoldber, Action Type - Call to Customer

I attempted to contact client at daytime/zvening number and the line just rang without vorcemail
45 NOTES 3/3/2010 7:36:26 AM. agoldber, Action Type : Note-General

I visited www, whitepages,com in an attempt to locate an alternate phone number for client and found only one number, [ the same number as

recorded in CRMS,

| will make ong FINAL attempt 10 contact client in a couple of business days,
#*% CASE FULFILL 3/3/2010 7:36:51 AM, agoldber

Fulfilled for (N 1< 03/03/2010 12:00:00 AM.
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0y CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date - 08/09/2013

Case Hi

case D [ Case Title 04 | N <3 ~ADIO DISPLAY WARRANTY LIAISON ASSISTANCE

P COMMIT 3/3/2010 7:36:52 AM. agoldber, Action Tvpe : N/A
call chient re; Q33, P4S, Q36 campaigns appt? (FINAL attempt)
»ENOTES 3/5/2010 8:02 18 AM, ayoldber, Action Type © Call to Customer
i artempted to contact client at daytime/evening number and the line just rang without voicemail
*** NOTES 3/3/2010 8:07:57 AM, agoldber. Action Type . Note-Resolution
Client contacted ACS requesting liaison assistance with having a failed radio display replaced under the radio display warranty extension, at the same time of
having the moisture in headlight PUD and trunk wire recall satisfied.
Other than the first call to client, [ have been unable to speak with him since for any updates. | venfied that the phone number on account for client 15
the same number that the dealership and whitepages.com web site has
Service Manager Dave, SA Anders and DPSM have all been involved, and per Anders, clieat will be contacted once all parts are in stock. I will close
case at this time pending future correspondence from client.
++ s0BCASE [ NG L os: 352010 8:08:31 AM. agoldber
Status — Solving, Resolution Code = Instruction Given
=+ SUBCASE I . OSE 3/5/2010 8:08:31 AM, agoldber
Status = Solving, Resolution Code = Instruction Given
**% CASE CLOSE 3/5/2010 8.08,31 AM, agoldber
Status = Closed. Resolution Code = Instruction Given. State = Open
+o# SUBCASE CLOSE 3/5/2070 8 08 31 AM, agoldber
Status = Solving, Resolution Code — Instruction Given
== SUBCASE I (|- OSE 3/5/2010 8:08:31 AM. agoldber
Status = Selving, Resolution Code = Instruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Run Date : 08/09/2013

Case Il I Division
Casea Originator - Dopald Roberts (Team AD) Sub Division
Case Dwner James Wong (Team AB) Method

Last Closed By = James Won,
Case Title IE-(SUNNYVALE

Site / Contact Info !

7 Point of Origin
_ CLUTCH PEDAL ISSUE

Spool Repaort

Case Details
Acura - Auto Condition * Clased
Customer Relations Status Closed
Phone Queue
Customer Wipbin

No of Attachments ©

Open Date: 2/22/2007 10.5439 AM |
Close Date - 3/20/2007 9:13:02 AM (
Days Open . 26

Product Info -

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

Address

City / State / Zip : SARATOGA, CA
E Mail :

Sve District / Sls District

Current Dealer Info

Trim

Site Name Unit Owner

Dealer No VIN Type / No.

Site Phone No. : Model | Year .

Contact Name : Madel 1D / Product Line
Miles / Hours

In Service Date .
Months [n Use

Enging Number
Originating Dealer No, / Name ;251074 / SUNNYVALE ACURA
Selling Dealer No, / Name 251074 / SUNNYVALE ACURA

No Of Doors :

— Transmission Code

Current Dealer No. / Name -251539 / ACURA OF FREMONT

Phone No. : 510-431-2500
Address : 5700 CUSHING PARKWAY
City / State / Zip ; FREMONT, CA 94538

Sve District / Sls District 018/ DO
Warranty Labor Rate / Date © §17500 /

Exteriar Color :
Factory Warranty Start / End Date
Factory Warranty Cancellation Date
HPP/NSC Ceverage Start / End Date -

HPP/VSC Cancellation Date

Extended Warranty Start / End Date
Extended Warranty Cancellaticn Date

US VIN /’JH4CL‘)5‘J34(-
TSX /2004

CL9594KW /B

43000

05/10/2003

45

K24A21004533

NAVI
4
aMT
SM

31 |

l Agent Name Comp Ind. ]
Previous Dealer Info : 3rd Party Info
Dealer #[ Dealer Name ] Agent Name lComp Ind. -
— e Party 1 Not Applicable Party 3 © Not Applicable
Party 2 Not Applicable Party 4  Not Applicable
| —
Issues :
[ 107 Tite = Status 1SSue Type 1 Issue Type2 Labor Code] ~  Lapbor Code Désc
Subcase Close Product Operation 211 Clutch hy draulic
Subcase Close Product Operation 752 SRS

5

v
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

~Labor Code 7/ Desc 21T/ Clutch aydraulic
Condition Code Desc Any 2110
Campalgn Code / Desc:  /
Temperament Code Please Specify
Resolutions . Repaired/Warranty

| Component Category © 10 - Power Train

Previously Published ' NO

Fire Indicator NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator: NO
Dealer Coding

Spoo' Repon Run Date © 08/09/2013
= ___________|ssucDetails
Issue 10 Disposition- Complaint Condition . Closed Wipbin -
Issue Originator . James Wong Type 1 Product Status | Subcase Close OpenDate  2/22/2007 12.26.05 PM
Issue Owner James Wong Type 2 Operation Queus Close Date 3/20/2007 9 12:58 AM
Issue Title ! _ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .

| Boution 10, Resolution Tife”
olution Title
Parts Info :
[ Part No I Part Descriztion ] BOD Reason

Issue Details

[Tssve D N
Issue Onginator . James Wong Type 1 Product
Issue Owner James Wong Type 2 © Operation

Issue Title . _ PRODUCT - OPERATION

Disposition: Complaint

Wiobin -
Open Date -
Close Date -

Condition ;
Status -
Queue

Closed
Subcase Close

31202007 9 12:39 AM
3/20/2007 9.13:01 AM

Coding Info :

Solution / Linked Resolution Info

Labor Code / Desc . 752/ SRS

Condition Cade Desc Warn Light On 7524
Campaign Code / Desc. /
Temperament Code : Please Specily
Resolulions - Repaired/Warranty
Component Category © 14 - Air Bags
Previously Published : NO

Fire Indicator * NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO
Dealer Coding

| ation 10— Resalution Title
solution Title

Parts Info :

Fart No l Pari Description I

BO Reason
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CUSTONER RELATIONSHiP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Regort Run Date

UG RI ) I

Case History

Case ID :_ Case Tile-  |E 4SUNNYVALE)-_CLI‘TCH PRDAL ISSUE

b#% CASE CREATE 2/22/2007 1(:54-39 AM, droberts
Contact = Prionity = N/A, Status — Solving
FHEONOTES 2/22/2007 11:06.41 AM, droberis. Action Type © Cali from Customer
Client called Clutch Client took it to the dealer twice before and now the dealer had him call here. They have replaced the clutch pedal twice,
The clutch makes a grinding noise when he lets the cluich out slowly. Client had to take the car 1n 4 or 5 times the last time and 3 times this time.
Dealer has run out of things they can replace and they called Acura and did not get any farther Dealer states that it is a Clutch pedal issue. Client stated
that it was March 14th of 04 10000 miles and the second time at about 30000 miles
1 advised the client thal I was not sure what we could do for him since the dealer already called our tech department. I advised the client that | would pass
the case on and gave him his case #, | advised the client that it would be one to two days befora some one got back to him. Client understood and the call

ended
=*% CASE MODIFY 2222007 11:06:47 AM, droberts
into WIP default and Status of Solving,
4k CASE MODIFY 2/22/2007 11:06:52 AM, drobents
into WIP default and Status of Solving.
*** CASE MODIFY 2/22/2007 11-06'52 AM, droberns
into WIP default and Status of Solving
k% CASE DISPATCH 2/22/2007 1106.38 AM. droberts
from WIP defaull to Queue Acura Team B,
=5 NOTES 2/22/2007 11:07 31 AM. droberts. Action Type - Cal} from Customer
Client talked to SA James
*4* NOTES 2/22/2007 12:24.08 PM, jwong, Action Type = Call to Customer
***Call to chent 1209 HRS***

I introduced myself to the client. The client states after releasing the clutch pedal 2/3 there is a rubbing / gnnding sound, similar to an "old spring"

noise. Client states thete have been multiple repairs to attempt to resolve the 1ssue. | asked the client when the last visit occurred; he indicated 2 weeks
aio. 'The dealership replaced the clutch pedal assembly, however the noise returned in 2 days. The noise oceurs usually in Ist gear since he is releasing
the clutch more slowly. The client states he can fecl resistance / unsmooth pedal operation "clicking" when reieasing the pedal. Client states this occurs
mostly when the vehicle is cold (Morning / Evening). Client states the problem occurs for the fist 10 minutes of driving; afier the vehicle is driven during
the day the noise s gone

Client advised by SUNNYVALE ACURA (James) to contact ACS directly after speaking 1o him on the phone today. Service consultant indicated there js
nothing that can be done for the chent.

*&= CASE ACCEPT 2/22/2007 12:24 29 PM. jwony
{tom Queue Acura Team B to WIP | E- Gary Barr,

“** CASE MODIFY 2/22/2007 12,24:55 PM, jwong

into WIP 1E- Gary Barr an olving.
*#% SUBCASE REATE 2/22/2007 |2 26:05 PM, jwong

Created in WIP Default with Due Date 2/22/2007 12:26:05 PM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Case History
case 0. [ NNGTcNGNG Case Title:  |E(SUNNYVALE)- puuu- C'!.TCH PEDAL [SSUE

¥4 CASE MODIFY 2/22/2007 1226.07 PM, jwong
into WIP 1E- Gary Barr and Status of Salving

*FH NOTES 2/22/2007 3.28.03 PM, jwong, Action 1¥pe = Figld/DSM
***Advised DPSM (Gary) of the situation***

Gary indicated he would be meating with the dealership on MONDAY 02/26/07, but wilf not be available to meet with clients. Gary stated he would address
the issue of referrals 1o ACS and the clieat's concern with the dealership. [ thanked Gary and the call ended.

¥ NOTES 2/22/2007 3 32:24 PM_jwong, Action Type  Call to Dealer
=**Call to dealership 1528 HRS***

No answer, proceeded 1o leave a voicemall message: | referenced the client’s VIN, NAME and COMPLAINT. 1 asked Tony to contact me regarding
this clienl via my direct line  Message ended

SEECOMMIT 2722/2007 3:32°30 PM. jwong. Action Type | N/A

Follow up with dealership if no response

FHENOTES 272302007 2:45: 11 PM, jwong. Action Type ¢4l Lo Deaier
**Call 10 Service Manager 1413 HRS* % (Tony)

Tapprised Tony of the situation and asked him to review the history of the complant Tony indicaled that multiple repairs had been made. | advised Tony
of the chient's experience when he contacted the dealership yesterday. Tony indicated he would follow up with the client and the service consultant 1 advised
Tony that I will let the client know he will be contacted by the dealership directly  Tony thanked me and the call ended.

*EENOTES 2/23/2007 2:30:51 PM. jwong, Action Type = Call 10 Customer

**2Call (o client 1446 HRS***

Na answer, proceeded to leave a voicemail message. | advised the client that I had spoken with the Service Manager ( Tony) and he will be tollowing up
with the client directly. | asked the client to contact me if he had any questions or concemns. | provided the ACS 800.382.2238 phone number and
my direct extension 115297 Message ended.

*== CASE FULFILL 2/23/2007 2:50:57 PM, jwong
Fulfilled fo (GG 1 02/23/2007 10:00:00 AM.

“*% COMMIT 2/23/2007 2:50:59 PM, jwong, Action Type - N/A

Follow up with dealership / client

#2% CASE FULFILL 2/28/2007 9:06:40 AM, jwong
Fulfilled for e 02/27/2007 02:00:00 PM

FEECOMMIT 272872 R . Jwong, Action Type N/A

Foilow up with client If no response.

*#% NOTES 2/28/2007 9:07.20 AM. ywong, Action TYPE 41 10 (" ustomol

*=*Call 1o client 0902 HRS““'—

No answer; proceeded to leave a yoicemail message. [ asked the client to contact me regarding his issue (appointment / inspection with dealership). | provided
the ACS 800.382 2238 phone number and my direct extension for contact. Message ended.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Epool Report Run Date : 08/09/2013

AMERICAN HONDA

Case History
case 0. |GGG Case Title IEJSUNNYVALE)_ CLUTCH PEDAL ISSUE

A NOTES 2/28/2007 9:12.19 AM, jwong, Action Type = Call 10 Dealer
*¥*Call 1o Service Manager 0909 FIRS**+

No answer, proceeded 1o leave a voicemail message. [ asked Tony ta contact me regarding the client's issue. | advised Tony 1 was inquiring if the vehicle
had been inspected or if an appointment had been made Message ended.
**¥ CASE CLAIMS LOOKUP 2/28/2007 10:17-45 AM., jwong
CLAIM CHECK 02/28/2007 10:17:45 AM jwong
The following Claim History information was found
0; 2004-04-14; 251074; 135609; 510: 726120 , BRAKE LIGHT SWITCH - REPLACE
EENOTES 2/282007 10:20°54 AM, jwong. Action Type : Call from Customer
***Call from clicnt 1013 HRS***

Client states an appointment has been set for next Tuesday 03/06/07 to inspect the clutch 1ssue. Client is also bringing in the vehicle for an SRS

/ AIR BAG WARNING LIGHT coming on intermitiently (3rd time repair attempt). Client indicates there have been multiple repairs to the SRS system
(wire hamess, etc.). | verified on the chient's claim history a list of SRS related repairs. Client will be provided with @ loan vehicle during the
diagnosis/ repair visit. [ advised the client | would follow up with hirm and the dealership next week when the vehicle is at the dealership. [asked the
client to contact me should he have any addtional concerns n the meantime, The client thanked me and the call ended

=4» CASE FULFILL 3/2/2007 8:52:55 AM, jwong

Fulfilled forWdue 03/01/2007 02.00 00 PM.
= NOTES 37122007 1250°05 PM. ywong, Action Type  Call to Dealer

***Spoke to Service Manager (Tony) 12274%=

Tony indicated the vehicle is still in the shop. Vehicle is being repaired for RATTLE NOISES and is being invesngated for the client's clutch pedal
noise complant. Tony indicated the clutch pedal noise may be normal. Tony indicated he will be contacting the client when the vehicle is ready. for pickup.
Call ended.

“** CASE MODIFY 3/12/2007 12:32:36 PM, jwong
into WIP 1E- Gary Barr and Status of Solving.
¥ COMMIT 3/12/2007 1-21:52 PM, jwong, Action Type  ~j/a
Follow up wrth dealership / client.
5 NOTES 3/12/2007 4:57:39 PM. ywong, Action Type © Call to Dealer
***NOTE: Advised by DPSM (Gary) that Paul (SM from Acura of Stevens Creek) is the new Service Manager at the dealership ==#

***(Call 10 Service Manager (Paul j*** 1646 HRS

No answer; I proceeded (0 leave a voicemail message. [ asked Paul to contact me regarding this client's case. | referenced the clent's NAMLE, and
COMPLAINT. 1 advised Paul (hat I have been workmg with Tony regarding the carrent ACS cases and wanted to gethim up to speed Message ended

*wh CASE FULFILL 3/13/2007 94416 AM. jwong

Fulfilled R)—due D3/15/2007 11,00.00 AM.

#*%= NOTES 3/15/2007 6;50:25 AM_jwong, Action Type - Call to Customer
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA ool Rt Run Date - (R/09/2013

Case History

Case ID E Case Title IE-(SUNNYVALE)-_ CLUTCH PEDAL ISSUE
#=+Call to client 0943 HRS**

| asked the client if he had been 1n contact with his dealership regarding the repairs to his vehicle. The client stated he was updated by the dealership regarding
his complaints yesterday or the day befure and is awaiting repair completion [ advised the client that I will follow up with the dealership and contact him
with any new information that arises The client thanked me and the call ended
5= NOTES 3/15/2007 10:01:37 AM, jwong, Action Type = Call to Dealer
***Call 1o dealership (Tony/Paul) 0956 HRS***

---> Tony not avilable; atlempted (o connect with Paul (Service Manager),

No aaswer. proceeded to leave & voicemail message [ asked Paul to contact me regarding the client's vehicle. 1 provided my direct phone number for contuct
Message ended
== CASE MODIFY 371522007 16:22:15 AM, ywang
into WIP 1E- Gary Barr and Status of Solving
0 NOTES 3/15/2007 19:35 25 AM, jwong. Action [ype - Call from Customer
*=+Call from Service Manager (Paul)*** 1023 HRS

Paul indicated the technician i1s currently test dnving the vehicle and will contact me |ater with an update.
HHE COMMIT 5/15/2007 10:35:39 AM, jwoni. Action Type - N/A
Foliow up with dealership 1T no response.
“#¢ CASE FULFILL 3/16/2007 9:29:00 AM, jwong
Fulfitled o v 03/16/2007 10:00.00 AM.
*¥= NOTES 3/16/2007 9:29 07 AM, jwonyg, Action Type  Call 1o Dealer
***Call to Service Manager (Paul) 0925 HRS*#* 408 733.2400

No answer; proceeded 1o leave a voicemail message. | asked Paul to contact me regarding the status of tepairs. Message ended
** COMMIT 3/16/2007 9:29: 18 AM, jwong, Action Type © N/A
Contact Dealership if no response.
*** NOTES 3/16/2007 10:02:58 AM, jwong, Action Type ' Call from Dealer

*¥&Call from Service Manager (Paul) 0943%*#
#**Clutch Master Cylinder replaced for pedal click noise***

Paul indicated the client's vehicle had been picked up last night and the client was reassured that ACURA would stand behind the problem (pedal click noise)
if it happened agam [ thanked Paul and the call ended.

== NOTES 3/16/2007 10°06:32 AM, jwong. Action Type = Call to Cusiomer
#=4Call to client 1003 HRS“*

Client indicated that his vehicle had NOT been picked up @nd he has not been in contact with the dealership | zpologzized to the client and advised him that
T would be contacting the dealership. Cull ended
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date :

08/09/2013

Case History
casz 1D - | Case Title :  1E-(SUNNYVALE)- ||} CLU'7CH PEDAL ISSUE

=*2 NOTES 3/16/2007 10:09:57 AM, jwong, Action Type . Call to Dealer
“*¥Call to Service Manager (Paul) 1006 HRS**=

No answer; proceeded to leave a voicemail message [ advised Paul that the client has NOT picked up his vehicie and was unaware of the status on his repairs.
| asked Paul to contact me. Message ended.
4% CASE MODIFY COMMITMENT 3/16/2007 10:10:36 AM, jwong
witr: [ - 03/16/2007 02:45.00 PM.
*#% NOTES 3/19/2007 3.57 17 PM, jwong, Aclion Type  Call {tum Desler
***Call from Service Manager (Paul) 1552 HRS*¥*

OPDS atit 1s being nstalled today  Cluwch master replaced. Client scheduled to pick up tomorrow
R NOTES 3/19/2007 4.16:05 PM, jwong, Achion Type - Call to Cusiomer

*#+Call 1o chent 1611 IIRS**‘_

I advised the client that the dealership indicated the OPDS sensor was being installed and the clutch master cylinder had been replaced. The client indicated
that the dealership (Tony) advised that they will contact bim when the vehicle was ready. The client thanked me and indicated he would call me if there was
anything else be needed. Call ended.
=+ NOTES 3 20/2007 9'11:43 AM, ywong, Action Type ; Note-Resolution
RESOLUTION. Client's vehicle repaired  Client will contact ACS 1f there are any issues that anse
“o# SUBCASE (I = ATE 3/20/2007 9 12-39 AM, jwope
Created in WIP Default with Due Date 3/20/2007 9 12:39 AM.
*=2 SUBCASE ' L OSE 3/20/2007 9:12:38 AM. jwong
Status = Solving, Resolution Code = [nstruction Given
~=+ SURCASE [HNNEGEEEE | OS5 3/20/2007 9'13-01 AM. jwony
Status ~ Solving, Resolution Code - Instruction Given
*#* CASE CLOSE 3/20/2007 9:13:02 AM, Jwong
Status = Closed, Resolution Code = Instruction Geven, State - Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date . 08/09/2013
Case Details
Case ID Division : Acura - Auto Condition - Closed Dpen Date - 2/2012012 10:46 07 AM
Case Originator : Kristine Cabanatan (Team AC) Sub Division :  Customer Relations Status Closed Close Date - 3/1/2012 43423 PM
Case Owner Khans Catchings (Team AD) Method : Phone Queue ! Days Open : 10
Last Closed By - Kharis Catchings (Team AD) Point of Origin : Customer Wiphin :

| CaseTille [EEEG—NNN BATTERY/SRS INDICATOR ISSUE
|

No of Attachments . 0

Site / Cantact Info :

Site Name
| Dealer No
Site Phane No,
Contact Name
Day Phane No
Evening Phone No
Cell / Pager No
Fax No. :
Address
City / State / Zip :
E Mail

Sve District / Sls Distnct

Product Info :

Current Dealer Info :

Phone No
Address
City / State / Zip :

| Current Deaier No / Name

Sve District / Sis District
Warranty Labor Rate / Date

Unit Owner * WO

VIN Type / No 7 JH4 24L-
Model / Year TSX /2004

Model ID / Product Line CL9694KW /B

Miles / Hours 58,000

In Service Date 06/06/2003

Moenths In Use 104

Engine Number K24A21007151
Qriginating Dealer No. / Name :251081 / MIKE HARVEY ACURA
Selling Dealer No. / Name : 251074 / SUNNYVALE ACURA

Trim: NAVI
No Of Doors : 4
Transmission Code SAT
Exterior Color WH

Factory Warranty Start / End Date
Factary Warranty Cancellation Date
HPP/VSC Coverage Start / End Date
HPP/VSC Canceilation Date

Extended Warranty Start / End Date
Extended Warranty Cancellstion Date

Agent Name Comp Ind |
Previous Dealer Infa : % 3rd Party Infa -
|Dea!sr #I Dealer Name ]_ Agent Name [Comp Ind. —
{ Party 1= Not Applicable Party 3 Not Applicable
[ Party 2: Not Applicabie Party 4 - Not Applicable
II'ssues 3 I 2
y Issue 1D/ Tifle Status Issue Type T Issue Type 2 [Cabor Codg| Cabor Code Desc |
E_T)R:DUC Subcase Close Product peration 710 Battery

PRODUC [ Subcase Close Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date -~ 08/09/2013

-

1Ssue Details

Issue ID : Disposition. Complaint Condition : Closed Wipbin !
Issue Originater - Kristine Cabanatan Type 1  Product Status Subcase Close Open Date - 2/20/2012 1:45:53 PM
Issue Owner . Knstine Cabanatan Type 2: Operation Queue . Close Date - 2/20/2012 1:46:40 PM
Issue Title : RODIUCT - OPERATION
Coding Info : Solution / Linked Resolution Info -
Caoor Code 7 Desc 710/ Ballery [galltion 1D Resofution Tile
Condition Code Desc 12V Bartery 7101 isalution Title
Campaign Code / Desc  /
Temperament Code Please Specity
Resolutions :  Documented Concem, Referred (o Dealer
Component Category - 11 - Elsctrical System - o :
Previously Publisned . NO "
Fire Indicator NO Parts. Infa ;
Rollover Indicator : NO Part No T Part Description | BO Reason
Cosmetic / Sound Quality indicator:  NO
Dealer Coding:
1
Issue Details
Issue D Disposifion: Complaint Candilien : Closed Wipbin ———
Issue Onginator : Kristine Cabanatan Type 1. Product Stalus Subcase Close Open Date ;  2/20/2012 1-46:16 PM
Issue Owner Kristine Cabanatan Type 2 . Operation Queue - Close Date © 2/20/2012 1.46.41 PM
issue Tite - R O C " - OPERATION
Coding Info : Solution / Linked Resolution Info -
Labor Code 7 Desc  7527SRS [solution 1D~ ~Resolttion Title — o
Condition Code Desc Warn Light On 7524 ioluton Title
Campaign Code / Desc. /
Temperament Code : Please Specify
Resolutions :  Referred to Dealer
Component Category . 14 - A Bags
Previously Published . NO
Fire Indicator NO Paris 1619 4
Rollover Indicator : NO Part No | Fart Description | BO Reason
Cosmetic / Sound Quality Indicator: N0
Dealer Coding'
) Vi
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Bheotagbie Run Date © 0%/09/2013

Case History

Case D _ Case Tile (I S 11 ER Y/SRS INDICATOR ISSUE
%4 CASE CREATE 2/20/2012 10°46:07 AM, kcabanat
Contact = oy - N/A. Status = Solvine,
=X CASE MODIFY 2/20/2012 |0 4937 AM, kcabanai
into WIP default and Status of Solving
= CASE MODIFY 2/20/2012 10:54:42 AM, keabanar
into WIP default and Status of Solving,
A NOTES 272072012 11:03:47 AM, keabanat, Action Type ' (a1 from £ ustomer
ACR accepted WT Honda Call Center

Chent s contact mformation was venfied

Client called regarding an issue with the battery and also the SRS Indicator light remams on.

Client stated she has had the battery replaced 3-4 times.
Client recently had the battery replaced on Feb 3rd by Honda Redwood City.
Client then had it replace 10 months hefore by Triple A and then 8 months before by Honda Redwood City

Client stated recently she has been having an tssue with staring the vehicle

Client stated she would drive the vehicle one day and the following day the vehicle won  tstart

Client stated there was a time she drove to the grocery slore. vehicle was parked for 30 mins, came back and the vehicle wan 1t start
Client stated the indicators come on, and when she starts the vehicle there isa  terrible sound  (hat she can  t deseribe

Client also stated intermittently the SRS indicator light will remain on.
Client has to turn on and off the vehicle for the SRS light to turn off

Client stated she wanted 10 see iff Acura knows why she 1s having a problem

[ apologized to the client regarding her concem
| explamed to the client ACR 1s not a tech call center and advised client 10 haye the vehicle visually inspected by the Acura dir 1o conftrmed the 1ssue and

determine the corrective aciion

Client thanked me and the call was ended.

o3 QURCASTEGEGEEEE - - - 7= 2202012 194253 PM, keabanat
Created in WIP Defaulr with Due Date 2/20/2012 1-45:53 PM

“#% SUBCASE "REATE 2/20,2012 146 16 PM, hcabanat
Created in WIP Default with Due Date 2/20/2012 1 4616 PM

w2+ SUBCASE NG ! OSE 22012012 114640 PM keabanat
Status - Solying, Resolution Code - Instruction Given

#** CASE CLOSE 2/20/2012 1 45:41 PM, keabanat
Sratus = Closed, Resolution Code = Instruction Given Staie — Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date '

081092013

Case History

case D [NNNEGEGN Case Tite (] B~ T TR Y/SRS INDICATOR ISSUE

*++ SUBCASE || C1-OS: 2/20/2012 1-46:41 PM, keabanat
Status = Solving, Resolution Code = [nstruction Given

“#% CASE REOPEN 3/1/2012 4.16:29 PM, keatchin
with Condition of Open and Status of Solving

=2 NOTES 3/1/2012 4:34; 19 PM. kcaichin, Action Type . Call from Customer
ACR verified client contact information

Client states that she's calling to follow up on her previous call regarding the condition of her vehicle

Client states she's now experiencing a problem starting the vehicle and it makes a grinding noise that comes from under the hood

Client states that she usually starts that vehicle with her foot on the brake pedal but started trying to start the vehicle by pressing the accerlator pedal
Cilent states that she knows the GM at Acura of Redwood City and has not gone there Lo have a diagnosis

ACR expressed understanding for the client's concern
ACR advised the client that ACR would like to assist the clienr with ther concern but cannot provide techincal assistance over the phone
ACR adivsed the client that the best resource for her to use 1s 1o make an appointment for wspecnon at her local Acura dealer

Chent thanked ACR and the call was ended
**= CASE MODIFY 3/1/2012 4,34.21 PM_ kcaichin
mto WIP default and Status of Solving.
#*¥ CASE CLOSE 3/1/2017 4.34:23 PM, keatchin
Status = Closed. Resolution Code * Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool

Report Run Date ; 08/09/2013

Case Defalls

Case ID . Division Honda - Auto Condition : Closed Open Date - 6/18/20104.26.57PM |
Case Onginator | Waderia Lambert (Team CB) Sub Division :  Salelhte Center Status Closed Close Date: 6/18/2010 4.33:38 PM
Case Owner Wadena Lambert (Team CB) Metnod Phone Queue Days Open 0
Last Closed By : Wadena Lambert (Team CB) Point of Origin - Customes Wipbin
Case Title _SRS LIGHT ON No of Attachments = 0
Site / Contact Info . Product Info :
Site Name Unit Owner _.55
Dealer No VIN Type / No US VIN/ JH4CL~75854C-
Site Phone No Model / Year TSX /3004
Contact Name | Model ID / Product Line . CLOS84IW / B
Day Phone No. | Miles / Hours 75,000
Evening Phone No In Service Date 06/21/2003
Cell / Pager No Months In Use - 84
Fax No. : Engine Number K24A21009525
Address Originating Dealer No, / Name . 251092 / HINSHAW'S ACURA
City / State / Zip : WAILUKU, HI Selling Dezler No / Name 251092 / HINSHAW'S ACUIRA
E Mail Trim BASE
Sve District / Sls District ; No. Of Doors 4
— Transmission Code 6MT
Current Dealer Info : Exterior Color BEK
Current Dealer No / Name o Factory Warranty Start / End Date .
Phone No Factory Wamranty Cancellation Date
‘ Address HPP/SC Coverage Start / End Date -
City / State /Zip. HPP//SC Cancellation Date
e Lieifict s cix s . / Extended Warranty Start/ End Date :
WeemkgLabenyle  Dats Extended Warranty Cancellation Date
Agent Name ; Comp Ind Halls |
Previous Dealer Info 3rd Party Info .
Dealer #[ Dealer Name ]’ “Agent Name [Comp Tnd =
Party 1 Nt Applicable Party 3: Not Applicable
|| PatyZ: wNot Applicable Party 4 ©  Not Apphcable
ssues ! o ] - =
i Issue |D/ Tifle Status Issue Type T [ssue Type 2 abarCodel ~ [=bor Code Desc
g. PRODUCT |Subcase Close Produet Operation 753 [SKS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Tssue Detalls
Issue 1D [ Disposition: Information Condition . Closed Wipbin :
Issue Originator : Waderia Lambert Type 1 Product Status Subcase Close Open Date *©  6/18/2010 4:33:30 PM
Issue Owner : Waderia Lambert Type 2: Operation Queve- Close Date . 6/18/2010 4:33:38 PM
| Issue Title (M - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
[ [3Bor Code /'Desc . 7527 SRS Salution 1D esoution Tie
\ Condition Code Desc Warn Light On 7524 golution Title
Campaign Code / Desc ./
Temperament Code . Cold
( Resoluteons - Documented Concern, Provided information
Component Categary . 14 - Air Bags gt
Previously Published : NO )
i Fire Indicator : NO Ts Info 3 A e e
Rollover Indicator : NO | Part Na. [ Fart Description [ BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Cading
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Eo i Rbaare Run Date . 08/03/2013

Case History

case 0 [ Cass Title - <7< 11017 O

*#% CASE CREATE 6/18/2010 4:26:57 PM. wlambert
Contact = Pricrity = N/A, Status = Solving.
#** CASE EXTENDED WARRANTY LOOKUP 6/18/2010 4,26°39 PM, wlambert
WARRANTY CHECK 06/18/2010 04,26:59 PM wlambert
No data found for VIN
*#2 CASE CLAIMS LOOKUP 6/18/2010 4.27:02 PM. wlambert
CLAIM CHECK 06/18/2010 04:27:02 PM wlambert
The following Claim History information was found
0, 2007-06-15; 251533; 118581; 510, 7120A2 ; PRODUCT UPDATE- MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL
METAL CLIPS, AND ADIUST THE HOOD (BOTH SIDES).
" CASE CAMPAIGN LOOKUP 6/18/2010 4 2704 PM. wlamben
CAMPAIGN CHECK 06/18/2010 04:27.04 PM wlambert
The following Campaign information was found
04-026; P45, '04 TSX TRUNK WIRE; 03/01/05, FX,
06-050, Q27-Class Action Acura, - .
04-021; Q33; 03-04 RADIO DISPLAY: :;
07-016; Q36; 04-05 TSX HI
#** CASE VSC LOOKUP 6/18/2010 4:27:06 PM. wiambert
VSC-CUC CHECK 06/18/2010 04:27.06 PM wlambert
No data found for VIN,
=% CASE MODIFY 6/18/2010 2710 PM. wlamben
into WIP default and Status of Solving.
“¥* CASE MODIFY 6/18/2010 4:30:29 PM, wlambert
mto WIP default and Status of Solving,
*#% NOTES 6/18/2010 4.32:49 PM, wlambert, Action Type . Cail from Customer
The chent called to report the SRS light 1s on. The chent wanted to know if the seat belt has anything to do with the light

The client s contact informarion was verified

The client was advised the seat belt1s pan of the SRS system. The client was advised the vehicle should be inspected art the Acura dealership. The client
was advised if the problem with the SRS light falls under the seat belt warranty than the inspection ee is covered The client was advised about the pawer
steering hose recall. I asked if the client needed additional assistance and the client dechned,

s+ SUBCASE|| G cReATE 6182010 3:33 30 PM, wiambert

| Crealted in WIP Default with Due Date 6/18/2010 4:33:30 PM.
=*= CASE MODIFY 6/18/2010 4:33:36 PM. wlambent

nto WIP default and Status of Solving.

»» SUBCASE G C 055 6/15/2010 4:33.38 PM, wlambert

Staws = Solving, Resolution Code = Instruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Dats : 08/09/2013

Case Histom
Case ID - I Case Tite - (N s=s L\GHT ON

*#¥% CASE CLOSE 6/18/2010 4.33:38 PM, wlambert
Status — Closed, Resolution Code = Instruction Given, State = Opcn
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l éUSTOMER RELATIONSHIF MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date

08/09/2013

Case ID Division
Case Originator ; Richard Miller (Team AD) Sub Division ;
Case Owner:  Richard Miller (Team AD) Method

Case Details

Acura - Auto

Phone

Last Closed By - Richard Miller (Team AD) Point of Ongin - Customet
| | CeseTite _SRS UNIT/COMPRESSOR/CLUTCH CONCERNS

Customer Relations

Condition , Closed Open Date
Status . Closed Close Date
Queus - Days Open . 0
Wipbin

No. of Attachments : 0

AN120099:41:31 AM
102009 10:12:25 AM

Site / Contact Infa .

Product Info :

Cell / Pager No
Fax No
Address

City / State | Zip
E Mail

Svc District / Sls District

Current Dealer Info

Current Dealer No, / Name 251367 / ACURA CARLAND

Phone No 770-623-9211
| Address: 3403 SATELLITE BL,
City / State / Zip - DULUTH, GA 10096
' Sve District / Sls District 04C / B04
Warranty Labor Rate / Date © $12000  /

LAgem Name : Comp Ind

|
|
=

| Site Name ‘ Unit Owner [ =
Dealer No ViN Type / No US VIN/ JI~HCI.‘9;\8X~‘L’-
‘ Site Phohe No Mode! / Year IS¥ /2004
Contact Name Madel ID / Product Lipe CLO9584IW /B
Day Phone No Miles / Hours : 72,388
Evering Phone No In Service Date 08/16/2003

Months In Use 73

Engine Number K24A21013524
Originating Dealer No, / Name . / PYE ACURA
Selling Dealer No. f Name :  / PYE ACURA

Trim BASE
No. Of Doors - 4
Transmission Code 6MT
Exterior Color GR

Factory Warranty Start / End Date
Factory Warranty Cancellation Date
HPP/NSC Coverage Start ! End Dale
HPP/VSC Canceliation Date

Extended Warranty Start/ End Date
Extended Warranty Cancellation Date

Previous Dealer Info :

Deafer #] Deaier Name | Agent Name

3rd Party Info :

- l(fomp nd. | '

\

Party 3= Not Applicable
Farty 4 : Not Applicable

Party 1
Party 2 :

Not Applicable
Not Applicable

‘ [Ssue JD7 Title

Status Issue Tye 1 [ssue Ty &2 Labor Code Labor Code Desc
PRODUCT| Subcase Close Product Operation 7”2 SRS
PRODUCT| Subcase Closc Product ijuauon 614 AICC OmpTEsSor
PRODUCT| Subcase Clase Product Operation 210 Clutch
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date - 08/09/2013
[ssue Defails
Issue ID Disposition: Complaint Condition + Closed Wipbin -
Issue Originator . Richard Miller Type 1 Product Status Subcase Close Open Date . 9/10/2009 10.04:48 AM
Issue Owner - Richard Miller Type 2 Operation Queue Close Date : 9/10/2009 10:05.11 AM
Issue Title - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .

Labor Code 7 Desc - 752 TSRS

Condition Code Desc
Campaign Code / Desc
Temperament Code
Resolutions .
Component Category
Previously Published
Fire Indicator
Rollover Indicator :

Wam Light On 7524

$ 14

Please Specify

Documentied Concern. Provided Information, Referred to Dealer

14 - Air Bags
NO
NO
NO

Cosmetic /| Sound Quality Indicator:  NO

Zolotion 10 - "Resolufian Title

| Polution Title

Parts Info :

Pari No. ]

Pari Description

l BU Reas=on

Dealer Coding:
Issue Details
Issue ID Dispositicn: Complaint Condition © Closed Wipbin R
Issue Originator @ Richard Miller Type 1. Product Status Subcase Close Open Date = 9/10/2009 10:11 13 AM
Issue Owner Richard Miller Type 2. Operation Queue Close Date : 9/10/2009 10.11:29 AM
issue Title - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .

Labor Code 7 Desc 6147 AJC Compressor Saoraton 10 Resaolution Title ~
Condition Code Desc Any 6140 'solutjon Title
Campaign Code / Desc {
Temperament Code - Please Specify
Resolutions . Referred to Dealer, Documented Congcern, Provided [nformation
Companant Category : |3 - Visibility
Previously Published  NO
Fire Indicator - NO Pars o+, )
Rollover Indicator : NO ~ Part No. l Part DEWIDflOn I plJ Reason
Cosmetic / Sound Quality Indicator :  NO
Dealer Coding:
[
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date - 08/09/2013
Tssue Detalls
issue (0 [ NG Disposition: Complaint Condition . Closed Wipbin -
Issue Originator . Richard Milier Type 1! Product Status Subcase Close Open Date :  9/10/2009 10:12:00 AM
Issue Owner : Richard Miller Type 2. Operation Queve Close Date :  9/10/2009 10:12:19 AM
tssue Title (N »roDpUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .
Labor Code / Desc :210/ Clutch golution 107, Resolution Tille
Condition Code Desc ~ Other210X solution Title :
Campaign Code / Desc . /
Temperament Code Please Specify
Resolutions :  Documented Concern, Provided Information, Assist Denied ‘
Component Category : 10 - Power Tran [
Previously Published . NO Pants: Isifo © ‘
Fire Indicator . NO . Desero
Rollover Indicator : NO Part No. | A esapIan l 4 Surisapay ‘
Cosmetic / Sound Quality Indicator:  N(I
Dealer Cading:
|
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date - 08/09/2013
Case History
CaselD: _ Case Tite : [ SRS UN!T/COMPRESSOR/CLUTCH CONCERNS

% CASE CREATE 9/10/2009 9.41:31 AM, rmiller
Contact = iority ~ N/A, Status ~ Solving,
*#* CASE EXTENDED WARRANTY LOOKUP 9/10/2009 9:41:33 AM. rmiller
WARRANTY CHECK 09/10/2009 09:41:33 AM rmiller
No data found for VIN.
*¥% CASE CLAIMS LOOKUP 9/10/2009 9:41 41 AM, rmiller
CLAIM CHECK 09/10/2009 09:41:40 AM rmiller
The following Claim History information was found
0; 2007-03-17; 25104 1; 676502; 510, 123505 ;| PROGRAMMED FUEL INJECTION (PGM-FI) CODES/OPERATING DATA
- RETRIEVE OR CLEAR CODES WITH THE HONDA DIAGNOSTI
#*% CASE CAMPAIGN LOOKUP 9/10/2009 9-41:45 AM, rmiller
CAMPAIGN CHECK 09/10/2009 09:41:45 AM rmiller
The following Campaign information was found

04-026; P45, rRUNK WIRE; 09/20/05; FX;
06-050; Q27, Class Action Acura; ; ;

04-021; Q33; 03-04 RADIO DISPLAY:; 04/16/07; FX;
07-016; Q36; 04-

**¢ CASE VSC LOOKUP 9/10/2009 9:41:48 AM, rm;)
VSC CHECK (9/10/2009 09:41:48 AM rmiller
The following VSC information was found
s 0:0;50.0

##% CASE CUC LOOKUP 9/10/2009 9:41:48 AM, rmiller
CUC CHECK 09/10/2009 09:41:48 AM rmiller

information was found
ACTIVE;105000,32175:65100;2007-08-16;2010-08-16;,2006-05-05;2006-05-05;251041;;,0;2006-05-31,2006

**= CASE CAMPAIGN LOOKUP 9/10/2009 9:51:38 AM, rmiller
CAMPAIGN CHECK 09/10/2009 09:51:38 AM rmiller
The following Campaign information was found

04-026; P45; ! TRUNK WIRE; 09/20/05; FX;
06-050; Q27, lass Action Acura, ; |
04-021; Q33; 03- DIO DISPLAY; 04/16/07; FX,

07-016; Q36; 04-
##* NOTES 9/10/2009 10:04:08 AM, rmiller, Action Type : Call from Customer
Verified contact information.
He states he purchased the vehicle on September 5th '09. 5 days ago.
Mr. J_a!led ACS stating he went to Acura Carland 2 days ago because the A/C stopped blowing cold air and making a squeaking noise. He states his
friend, Matt, is a Master Tech at the dealer. No Invoice was created for the Diagnosis. Matt told the client the A/C Compressor needs to be replaced
Matt also told the client the SRS light is also on and the unit needs to be replaced. Client was quoted $400/part for the Compressor and $424/part
for the SRS Unit. Matt said he can do the repair after hours.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date :  08/09/2013

Case History
case D (NG Case Tite : ([ SRS UN!T/COMPRESSOR/CLUTCH CONCERNS

Client s frustrated stating he saved up his "life savings", $10,000, and now he is having numerous issues with this vehicle.

Also, he states sometimes the clutch gets stuck and pops when pushing it down, No diagnosis.

Client states he has owned 6 Acura/Hondas. Client said he seen online to call Acura for Goodwill Service.

I apologized for the inconvenience and frustration.

[ verified with the client the vehicle is out of it's 4/50 warranty, He understood. | verified the vehicle was purchased as-is 5 days ago so there is

no saying how long these issue has been going on. He understood and agreed. I informed the client if he is looking for assistance he will first need to take
the vehicle into a dealer for a "formal" diagnosis. A Invoice will need to be generated. He will need to speak to a SA and then SM requesting assistance.

I informed there is no guarantee due to the vehicle being out of warranty and he purchasing it as-is. I also informed the clutch is a wear and tear item that
carries no warranty, He understood and thanked me.

I provided the case number for reference if there is any further concerns.

Client thanked me and needed no further assistance. Cali ended
¥* CASE MODIFY 9/10/2009 10:04:28 AM, rmiller
into WIP default and Status of Solving.

sk SUBC.‘»\SIIFREA'!'E 9/10/2009 10:04-48 AM_ rmiller
P Default with Due Date 9/10/2009 10.04:48 AM

Created in W
** SUBCASE LOSE 9/10/2009 10:05:11 AM, rmiller

Status = Solving, Resolution Code = Instruction Given

== SUBCASE | I CREATE 9102009 10:11-13 AM, rmiller
Created in WIP Default with Due Date 9/10/2009 10:11.13 AM.

«xx SUBCASE (| OSk 9/10/2009 10:11.29 AM. rmiller
Status = Solving, Resolution Code = Instruction Given

=+« SUBCASE [ A TE 9102009 10:12:00 AM, rmiller
Created in WIP Default with Due Date 9/10/2009 10.12:00 AM

#xx SUBCASE LOSE 9/10/2009 10:12:19 AM, rmiller
Status = Solving, Resolution Code ~ Instruction Given

% CASE MODIFY 9/10/2009 10:12:21 AM, rmiller
into WIP defauit and Status of Solving.

=** CASE CLOSE 9/10/2009 10:12:25 AM, rmiller
Status = Closed Resolution Code = Instruction Given, State = Open

*
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case Det;ils
[CaseD: Division : Honda - Auto Condition : Closed Open Date :  5/18/2011 10:55:01 AM
Case Orginator : Erica Ashley (Team CK) Sub Division :  Satellite Center Status : Closed Close Date : 5/18/2011 11.03:16 AM
Case Owner:  Erica Ashley (Team CK) Method : Phone Queue : Days Open: 0
Last Closed By : Erica Ashley (Team CK) Porint of Origin - Customer Wipbin
Case Title . - AIRBAG LIGHT No, of Attachments . 0
Site / Contact Info : Product Info .
Site Name : | Unit Owner : _l 229
Dealer No. VIN Type / No. : us viN/ sH4cLo6ss4C N
Site Phone No Model / Year : TSX /2004
Contact Name : Model ID / Product Line : CL9684JW /B
Day Phone No. Miles / Hours : 40,000
Evening Phone No. : In Service Date : 09/16/2003
Cell / Pager No. Months In Use : 92
Fax No. : Engine Number : K24A21016617
Address Originating Dealer No. / Name :251156 / PFLUEGER ACURA
City / State /Zip. HONOLULU, HI | Selling Dealer No. / Name : 251156 / PELUEGER ACURA
E Mail : Trim BASE
Svc District / Sls District : No. Of Doors 4
- Transmission Code : SAT
Current Dealer Info . Exterior Color - GC

Current Dealer No_ / Name

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

Phone No. -
Address : HPP/N/SC Coverage Start / End Date :
City / State / Zip . )
Sve District / Sls District: ~ / HPPIVSC Cancellation Date '
Warranty Labor Rate / Date : / Extended Warranty Start / End Date :
Agent Name Comp Ind Extended Warranty Cancellation Date :
Previous Dealer Info : 3rd Party iInfo -
Dealer #] Dealer Name | Agent Name [Comp Ind.
Party 1 Not Applicable Party 3: Not Applicable
Party 2: Not Applicable Party 4 © Not Applicable
|
ssues :
[ssue ID 7 Title Status [ssue Type 1 Issue Type 2 [Cabor Codel ~ Labor Code Desc
- PRO |Subcase Close Product Operation 752 SRS
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AMERICAN HONDA

CUSTOMER RELAT!ONSHIP MANAGEMENT SYSTEM
Spool Report Run Dat=: 08/09/2013

Issue D :
Issue Originator . Erica Ashley

Issue Owner Erica_Ashle
issue Tite . R

—Tssue Detals

Disposition: Information

Type 2: Operation
- PRODUCT - OPERATION

Condition : Closed Wipbin ;
Status:  Subcase Close Open Date: 5/18/2011 10:58:03 AM
Queue : Close Date - 5/18/2011 11:03:16 AM

Coding Info :

Labor Code /Desc . 7527 SKS

;

Campaign Code / Desc:  /
Temperament Code : Cold
Resolutions - Provided Information

Previously Published - NO
Fire Indicator - NO
Rollover Indicator : NO
Cosmetic / Sound Quality Indicator :

Dealer Coding:

Component Category . 14 - Arr Bags

Condition Code Desc Warn Light On 7524

NO

Solution / Linked Resolution Info :

Soluton 1D: Resolution Title -

solution Title -

Parts Info .

[ Part No. | Part Descrigtion | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Case History
case 0. [ NG Case Titie [ A|REAG LIGHT

**% CASE CREATE 5/18/2011 10:55:01 AM, eashley
Contact — [ Priority — N/A, Status — Solving,
**% CASE MODIFY 5/18/2011 10:55:39 AM, eashley
into WIP default and Status of Solving.
¥ CASE MODIFY 5/18/2011 10:55 40 AM, eashley
into WIP defauit and Status of Solving.
¢ CASE MODIFY 5/18/2011 10:55:41 AM, eashley
into WIP default and Status of Solving,
«#+ SUBCASE || I CREATE 51182011 10:5803 AM, eashiey
Created in WIP Default with Due Date 5/18/2011 10:58:03 AM
*ex CASE MODIFY 5/18/2011 10:58:09 AM, eashley
into WIP default and Status of Solving
% NOTES 5/18/2011 11:03:04 AM, eashley, Action Type = Call from Customer

The client contact was verified (name, address, phone _

40000k miles.

The client called about the airbag light came on, on the display and he believe it be related to the side curtain airbag. He bought the vehicle in 2003
and was just wondering about coverage. [ told him that there is no warranyt coverage and any diagnosis/repair will be at his expense The exception would
be if the seat belt itself is defective where there would be a lifetime warranty.

I ended the call thanking the client for calling AHM when there were no other inquiries.
*** CASE MODIFY 5/18/2011 11:03:07 AM, eashley
into WIP default and Status of Solving,
=% CASE MODIFY 5/18/2011 11:03:12 AM, eashley
into WIP default and Status of Solving.
*** SUBCASE CLOSE 5/18/2011 11-03:16 AM, eashley
Status = Solving, Resolution Code = Instruction Given
*#* CASE CLOSE 5/18/2011 11:03:16 AM, eashley
Status ~ Closed, Resolution Cede — Instructron Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date :  08/09/2013

Case Details

[caseo NN
Case Originator : Waderia Lambert (Team CB)

Case Owner Waderia Lambert (Team CB)
Last Closed By : Waderia Lambert (Team CB)
Case Title -

Division : Honda . Auto Condition : Closed Open Date - 6/9/2010 2:43-28 PM
Sub Division :  Satellite Center Status Closed Close Date - 6/9/2010 2.49.56 PM
Method : Phone Queue Days Open. 0

Point of Origin : Customer Wipbin :

_ DEALERSHIP LOCATION

No. of Attachments: 0

Site / Contact Info :

Product Info -

Celi / Pager No.
Fax No. :
Address

City / State / Zip
E Maii :

Svc District / Sls Distri 7

Engine Number :

Selling Dealer No. / Name
Trim :
No. Of Doors :

Transmission Code -

Current Dealer Info :

Exterior Color :

Phone No 281-821-1100

I’Currem Dealer No. / Name : 251036 / GILLMAN ACURA

Address -

18002 NORTH FREEWAY

Site Name - Unmit Owner : [ BB
Dealer No. VIN Type / No. US VIN/ JH4CLoss s«
Site Phone No. : Model / Year TSX { 2004
Contact Name : Model ID / Product Line CL9684IJW / B
Day Phone No Miles / Hours ° 84,000
Evening Phone No. : In Service Date : 09/29/2003
Months In Use - 81

K24A21017115

Originating Dealer No. / Name :251078 / STERLING MCCALL ACURA

251078 / STERLING MCCALL ACURA
BASE

4

SAT

SL

Factory Warranty Start/ End Date -
Factory Warranty Cancellation Date .
HPP/VSC Coverage Start / End Date

City / State / Zip HOUSTON, TX 77073 HPP/NSC Cancellation Date
Svc District / SIs District : ()()L.. / B06 Extended Warranty Start/ End Date -
Warranty Labor Rate / Date - $126 72  / 4
Extended Warranty Cancellation Date :
Agent Name : Comp Ind,
Previous Dealer Info : 3rd Party Info -
Dealer #I Dealer Name [ Agent Name | Comp Ind. - S
) ) - Party 1. Not Applicable Party 3: Not Applicable
Party 2. Net Applicable Party 4 © Not Applicable
|
Issues : ;
1D 7 Title Status Issue Type 1 Issue Type 2 Labor Codg| Labor Code Desc
DEALERLO |Subcase Close Dealer Location Locate /Info
CAMPAIGN  |Subcase Close Campaign Ehgibility 152 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 08/09/2013
Issue Defalls
Issue D : Disposition: [nformation Condition : Closed Wipbin :
Issue Originator . Waderia Lambert Type 1 Dealer Location Status : Subcase Close Open Date :  6/9/2010 2:47:03 PM
| Issue Owner . Waderia Lambert Type 2: Locate/ Info Queue Close Date :  6/9/2010 2:49:56 PM
‘ Issue Title : DEALER LOCATION - LOCATE / INFO
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : / sofution 10 Resolution Tile ™
Condition Code Desc golution Title :

Campaign Code / Desc: /
Temperament Code : Cold
Resolutions :  Documented Concern, Provided Information

Component Category : NR - No Category Found

tssue Title : || A VveA iGN - ELiGIBILITY

Previously Published : NO Parts Info .
Fire Indicator : NO .
Rollover Indlcator : NO ; Part No. 1 Part Description | BO Reason
Cosmetic / Sound Quality Indicator :  NO
Dealer Coding:
Issue Details
Issue 1D : m Disposition. information “Condition : Closed Wipbin -
Issue Originator : eria Lambert Type 1: Campaign Status:  Subcase Close Open Date: 6/9/20102:49:28 PM
Issue Owner . Waderia Lambert Type 2 Eligibility Queve Close Date : 6/9/2010 2:49:56 PM

Coding Info : Solution / Linked Resolution Info -
[ Labor Code 7Desc 7527 SRS GolutionTD Resolution Tifle :
Condition Code Desc Warn Light On 7524 isolution Title :
Campaign Code / Desc: /
Temperament Code : Cold

Resolutions :  Documented Concern, Provided Information

Component Category : 14 - Air Bags
Previously Published . NO

Fire Indicator - NO Parts Info :

Rollover Indicator . NO Part No | Part Description I BO Reason
Cosmetic / Sound Quality Indicator:  NO

Deaier Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case History
case D :  [INNEGEGEE Case Titie : [ P:ALERSHIP LOCATION

#** CASE CREATE 6/9/2010 2°43:28 PM, wlambert
Contact = | Priority = N/A, Status = Solving.
##% CASE EXTENDED WARRANTY LOOKUP 6/9/2010 2:43:31 PM. wlambert
WARRANTY CHECK 06/09/2010 02:43:31 PM wlambert
No data found for VIN
¢ CASE CLAIMS LOOKUP 6/9/2010 2:43:33 PM, wlambert
CLAIM CHECK 06/09/2010 02:43-33 PM wlambert
The following Claim History information was found
0; 2007-08-21; 251004; 336204; 510; 712103 ; HEADLIGHT UNIT, LEFT. INCLUDES; AIM HEADLIGHTS. S/B#
04-041
w3 CASE CAMPAIGN LOOKUP 6/9/2010 2:43:40 PM, wlambert
CAMPAIGN CHECK 06/09/2010 02:43.40 PM wlambert
The following Campaign information was found
04-026; P45;WTRUNK WIRE; 11/03/04; FX;
06-050; Q27 lass Action Acura; ;
04-021, Q33; 03-04 RADIO DISPLAY; 08/23/07; FX;
07-016; Q36 04
#5% CASE VSC LOOKUP 6/9/2010 2:43.42 PM, wlambert

VSC CHECK 06/09/2010 02:43:42 PM wlambert
" : ; s found
002227364;AC1;ACURA CERTIFIED PRE-OWNED UPSELL PLAN;CANCELLED;2007-07-02;2005-02-12;2

10-09-28;100000; ,251078;0.00
== CASE CUC LOOKUP 6/9/2010 2:43:42 PM. wlambert
CUC CHECK 06/09/2010 02:43:42 PM wlambert

s found
mmw& 105000;13670,65100;2007-09-29;2010-09-29;;2005-02-12;2005-02-12;251078;,0,2005-

*¥% CASE MODIFY 6/9/2010 2:43:48 PM, wlambert
into WIP default and Status of Solving.

*** NOTES 6/9/2010 2:45:24 PM, wlambert, Action Type : Call from Customer
The customer received a notice regarding the power steering recall. The customer would like to know the nearest dealership in order to have the recall completed.

The customer s contact information was verified
[ provided the customer the phone number to Gillman Acura and that number was 281-821-1100.

The customer was asked if they needed additional assistance and the customer declined.
**. CASE MODIFY 6/9/2010 2:45.33 PM, wlambert
into WIP default and Status of Solving.
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CUSTOMER RELATIONSH!P MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date :

08/09/2013

Case History

cese 0 || case Title: [l - DEALERSHIP LOCATION

#** NOTES 6/9/2010 2:46:41 PM, wlambert, Action Type . Note-General

The client stated the SRS light is on The client wanted to know if the vehicle part of SRS recall. The client was advised the vehicle is not part of

the recall.

s=+ SUBCASE [N =4 TE 6/9/2010 2:47.03 PM, wlambert
Created in WIP Default with Due Date 6/9/2010 2:47:03 PM.

s SUBCASE [NGGEGEEE R -A 5 6/9/2010 2:49:28 PM, wlambert
Created 1n WIP Default with Due Date 6/9/2010 2:49:28 PM.

##% SUBCASE mwse 6/9/2010 2:49:56 PM, wlambert
Status = Solving, Resolution ¢ — Instruction Given

=2 SUBCASE G L OSE 6/9/2010 2:49.56 PM, wlambert

Status - Solving, Resolution Code = Instruction Given
*#* CASE CLOSE 6/9/2010 2:49:56 PM, wlambert
Status = Closed, Resolution Code = Instruction Given, State -= Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date ; 08/09/2013
Case Details
[ Casei Division Acura - Auto Condition : Closed Open Date: 3/11/2013 8:48 48 AM
Case Originator - Adnian Provenza { Team AB) Sub Division :  Customer Relations Status . Closed Close Date : 3/18/2013 8.31:34 AM
Case Owner:  Andrew Harrison (Team AB) Method : Phone Queue : Days Open : 7
Last Closed By : Andrew Harrison (Team AB) Point of Origin : Customer Wipbin
Case Title - 6C - - REIMBURSEMENT SEAT BELT BUCKLE No. of Attachments : | ‘
Site / Contact Info . Product Info .
Site Name : Unit Owner : 704 ‘
Dealer No. VIN Type / No. US VIN/ JH4CL96884(_
Site Phone No. : Model / Year : TSX /2004
Contact Name : Model ID / Product Line CL9684JW / B
Day Phone No Miles / Hours . 116,000
Evening Phone No. : In Service Date : 12/04/2003
Cell / Pager No Months In Use : 111

Fax No. :
Address

City / State / Zip :
E Mail -

Svc District / Sls District :

AUSTIN, TX

Current Dealer Info :

’ Current Dealer No. / Name : 251518 / STERLING ACURA OF AUSTIN
Phone No. : 512-691-3800

Address 4801 IH-35 SOUTH

City / State / Zip : AUSTIN, TX 78744

Svc District / Sls District 06C / B06

Warranty Labor Rate / Date : $93.00  /

Engine Number - K24A21021699
Originating Dealer No. / Name :251470 / VANDERGRIFF ACURA
Selling Dealer No. / Name : 251416 / MAC CHURCHILL ACURA

Trim : BASE
No. Of Doors : 4
Transmission Code SAT
Exterior Color : RE

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date

HPPAN/SC Coverage Start / End Date :
HPP/N/SC Cancellation Date ;

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

Agent Nam® Comp Ind.

o e = — ol — e

Previous Dealer Info : 3rd Party Info :
[Dealer #| Deaier Name | Agent Name [Compnd]| ]

| Party 1: Not Applicable Party 3: Not Applicable
Party 2 © Not Applicable Party 4 :  Not Applicable '
Issues :

Issue ID7 Title Status Issue Type T Issue Type Z [abor Codq [abor Code Desc ]
-PRODUCT  |Subcase Close Product Operation 752 |SRS ]
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Run Date : 08/09/2013

Spool Report
Issue Defaills
Issue (D : Disposition: Complaint Condition - Closed Wipbin :
Issue Originator : Andrew Harrison Type 1: Product Status . Subcase Close Open Date: 3/11/2013 4:23:47 PM
Issue Owner : ison Type 2: Operation Queue : Close Date : 3/18/2013 8:31:34 AM
Issue Title : - PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info -
" Labor Code / Desc *752 / SRS Solution D™ Resaluton Title - ]
Condition Code Desc ~ Warn Light On 7524 Solution Title ;
Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Assist - AHM 100%
Component Category © 14 - Air Bags
Previously Published : NO Parts Info -
:;"ﬁ '"d";'ig;r:t i, gg ™ PariNo. I Part Description BO Reason
orover indlcator : 0 04816.SEC-A12ZC — BUCKLE SET*YRZA0CF Not Applicable
Cosmetic / Sound Quality Indicator: N : =
Dealer Coding.
Check Req Info : -
ecK Requisiion No_ - T2387
Pnmary Amount :  $75.13 isgf:sl:ame '
Incidental Type 1/ Amount : Not Applicable / $0.00 it /Sta.t | 710 -
© AUSTIN, T
Incidental Type 2 / Amount - Not Applicable / $0.00 g;ﬁ-lpaigneTer:wpplate # SI.OX
Total Amount : $75.13
Contention Code - 01201
Approved By : fswartwo Defect Code - 03214
Approval Date : 3/13/2013 = =
Status - PROCESSED Category ; Seeuae
" i = = . 2
Check No. - 2020237 Failed Part # : 04816-SEC-A122C
Check Date - 3/15/2013
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History
case I0: NG Case Title:  6C I REMBURSEMENT SEAT BELT BUCKLE
**% CASE CREATE 3/11/2013 8:48.48 AM, aproven
Contact - Priority — N/A, Status = Solving
**¥ NOTES 3/11/2013 8.52:38 AM, aproven, Action Type : Call from Customer

Transfer call from Chino
Client is calling ACR because he would like reimbursement for seat belt buckle replacement The SRS light would come on randomly when sitting and buckling

belt, light at times would stay on and at times not. Client took it to the dealership and they told him that they were not able to communicate with SRS system
and would charge him $300 for diagnosis to find out why there was no communication.
Client purchased seat belt buckle from dealership. He replaced it himself and now the problem is gone. He diagnosed it himself. Replaced belt buckle and verified
cause of failure by checking continuity that was stated in the seat belt buckle box. Client purchased the part brand new at Sterling Acura in Austin, TX
*** CASE MODIFY 3/11/2013 8:55:20 AM, aproven
into WIP default and Status of Solving
“#2 CASE DISPATCH 3/11/2013 8:55:30 AM, aproven
from WIP default to Queue Acura Team B.
kex CASE MODIFY 3/11/2013 8:55 35 AM, aproven
into WIP default and Status of Solving.
*+% CASE ACCEPT 3/11/2013 10:23:28 AM, aharriso
from Queue Acura Team B to WIP default.
%= COMMIT 3/11/2013 10:34:33 AM, aharriso, Action type: N/A
client
&% CASE MODIFY 3/11/2013 10:34:48 AM, aharriso
into WIP default and Status of Solving.
4% NOTES 3/11/2013 10:55:50 AM, aharriso, Action Type - Call to Dealer
I spohe to the SA at the dir. He stated that the client came into the dir in December with the SRS hight on. He stated they did a slight diagnostic
and the onboard unit would not communicate with the diagnostic tool and further diagnostic was required. He stated that the client declined anything further at
that point. [ asked him if it was determined what part was bad and the SA stated there is no way of determining that [ thanked him.
=% NOTES 3/11/2013 11:05:51 AM, aharriso, Action Type : Call to Customer
[ left the client a VM stating to fax/email in the invoice for the part. [ provided the email and fax number. 1 provided my contact information and asked
for a call back.
*¥% CASE MODIFY 3/11/2013 11:05:53 AM, aharriso
into WIP default and Status of Solving.
#*% CASE FULFILL 3/11/2013 11:05:58 AM, aharriso
Fulfilled fo_due 03/11/2013 12:00:00 PM.
FOE COMMIT 3/11/2013 11:05:59 AM, aharriso, Action Type : N/A
client?
e CASE MODIFY 3/11/2013 11:06:12 AM, aharriso
into WIP default and Status of Solving,
#** CASE MODIFY 3/11/2013 1:51:12 PM, aharriso
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA ﬁ‘
Run Date : 08/09/2013

Spool Report

Case History

case 0. [ EGGTGNGNGE Case Tite - 6C - [ RF'VBURSEMENT SEAT BELT BUCKLE

into WIP default and Status of Solving.
**= NOTES 3/11/2013 1:59:51 PM, pbongco, Action Type . Letter/Fax
On 03/11/13 ACR received a I-page fax from the cltent regarding previous issue
**4 CASE ADD ATTACHMENT 3/11/2013 2:00:27 PM. crmsuser
Added attatchment ScanDoc 1 with path "f\ahmlorlO\crmsgcandoc'\ScanDoc_Fina!\._l .PDF
*F NOTES 3/11/2013 2:55:09 PM, aharriso, Action Type : Call to Customer
I spoke to the client regarding the issue I asked the client how he arrived at the diagnosis that he did. The client stated that the seatbelt sign would
be intermittent and even if the seatbelt was not buckled. He stated he did his research and tested the seatbelt. The client stated he was not getting continuity
between the points of contacted in the seatbelt. The client stated now that he has replaced 1t, everything has been working fine. The client stated that
he was unimpressed with the dir s ability to fix the issue. He stated they just hooked up the system to it and was not willing to do anything else about it.
I advised the client that this is not covered under warranty because 1t is an electrical component. [ advised the client that Acura would be willing to cover
the cost of the seat belt buckle for him of $75.13. The client thanked me and I verified his address and stated the check would be mailed on Friday.
The client needed no further assistance
**% CASE FULFILL 3/11/2013 2:55:35 PM, aharriso
Fulfilled for [ vc 03/12/2013 12.00:00 PM
*#=% COMMIT 3/11/2013 2:55.36 PM, aharriso, Action Type : N/A
checkreq
#++ CASE MODIFY 3/11/2013 2:55:48 PM, aharriso
into WIP default and Status of Solving.
==+ SUBCASE || 5~ & 311172013 4:23.47 PM. aharriso
Created in WIP Default with Due Date 3/11/2013 4:23:47 PM.
#** CASE MODIFY 3/11/2013 4:26:52 PM, aharriso
into WIP Reimbursments and Status of Selving.
*** suBCASE I | 5°A T CH 3/11/2013 4.27.37 PM, aharriso
from WIP default to Queue Ck Req - Swartwout.
o4 CASE MODIFY 3/11/2013 4:27:55 PM, aharriso
into WIP Reimbursments and Status of Solving.
=¥ CASE MODIFY 3/11/2013 4:28:21 PM, aharriso
into WIP Reimbursments and Status of Solving.
*#% CASE FULFILL 3/11/2013 4:29.28 PM, aharriso

Fulfilled for ue 03/11/2013 04:00:00 PM.
#2* COMMIT 3/11/2013 4:29:34 PM, aharriso, Action Type =~ VA
mail check

ik CASE MODIFY 3/11/2013 4:29:47 PM, aharriso
into WIP Reimbursments and Status of Solving.

+++ suBCASE (|GGG 132013 1206:53 PM, fswartwo. Action Type -
Check Requistion for 75.13 $ submitted
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :

08/09/2013

Case History
Case Title: 6C _ REIMBURSEMENT SEAT BELT BUCKLE

cese 0 N

Check Requistion for 75.13 § submitted by fswartwo

% SUBCASE RETURN 3/13/2013 12;07.08 PM, fswartwo
from Queue Ck Req - Swartwout to WIP Reimbursments.

*== CASE MODIFY COMMITMENT 3/14/2013 3:56:13 PM_ aharriso
with_due 03/15/2013 03-00:00 PM.

*#% NOTES 3/15/2013 4:01:36 PM, aharriso, Action Type : Letter/Fax
March 15,2013

Re. 2004 Acura TSX

VIN JH4CL96884(-

Dear Mr -

Acura Client Relations hasgagesdaggeimburse you, in the interest of customer satisfaction, for the seat buckle you paid for out of pocket on March 6, 2013
Plcase find enclosed chec n the amount of $75 13. We apologize for any inconvenience involved in this matter, but are pleased to be able
to offer our assistance_Please feel free to contact our office, should the need arise, through our toll-free number, 1-800-382-2238 ext 114623

Thank you for your patience in this matter.
Sincerely,

Andrew Harrison
Acura Client Relations
Case Number

=% CASE MODIFY 3/15/2013 4:01:44 PM, aharriso

into WIP Reimbursments and Status of Solving,
*#% CASE FULFILL 3/15/2013 4:01.48 PM, aharriso

Fulfilled for| ue 03/15/2013 03;00:00 PM.
*&% COMMIT 3/15/2013 4:01:56 PM, aharriso, Action Type : N/A
close case
*** CASE MODIFY 3/15/2013 402:11 PM. aharriso

into WIP Reimbursments and Status of Solving.
*** SUBCASE] OMMIT 3/18/2013 8:01:21 AM, aharriso, Action Type : External Commitment

Check processed for check reg no = 12387 on 2013-03-15-00.00.00.000000
#+% SUBCASE mLOSE 3/18/2013 8:31:34 AM_aharciso
Status = Solvin,, Resolution Code = Instruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 08/09/2013
Case Details
Case ID T Division Acura - Auto Condition . Closed Open Date . 8/25/2011 3:45.50 PM
Case Originator : Johnny Gonzalez (Team AC) Sub Division :  Gustomer Relations Status Closed Close Date :  10/28/2011 12:28 10
Case Owner:  Kharis Catchings (Team AD) Method Phone Queue : Days Open: 64
Last Closed By : Kharis Catchings (Team AD) Point of Origin : Customer Wipbin :

Fax No
Address
City / State / Zip
E Mail :

Sve District / Sis District -

LONG BEACH, CA-

Current Dealer qu_g g
Current Dealer No / Name ;251064 / DCH TUSTIN ACURA

Phone No 714-669-9900
Address : 9 AUTO CENTER DRIVE
City / State / Zip : TUSTIN, CA 92782

Svc District / Sis District = 01C /B01
Warranty Labor Rate / Date - $130.00 [

l Case Title 01(‘_ DOME HEADLIGHT CONCERN, SRS LIGHT CONCERN. No of Attachments : 0
Site / Contact Info : Product Info :
Site Name : | [ Umit Owner
Dealer No. VIN Type / No. US VIN/ JH4CL9&
Site Phone No Medel / Year . ISX /2004
Contact Name Model ID / Product Line . CL9684JW /B
Day Phone No Miles / Hours ° 91,000
Evening Phone No In Service Date 12/19/2003
Cell / Pager No Months In Use - 2

Engine Number K24A21022411
Originating Dealer No / Name :251064 / DCH TUSTIN ACURA
Selling Dealer No. / Name : 251064 / DCH TUSTIN ACURA

Trim : BASE
No. Of Doors . 4
Transmission Code SAT
Exterior Color SM

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

HPP/NSC Coverage Start / End Date

HPP/VSC Canceliation Date :

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

Agent Name * Comp Ind -

Previous Dealer Info : 3rd Party Info -
Dealer #I Dealer Name [ Agent Name [Comp Ind.]

i Party 1: Not Applicable Party 3. Not Applicable

Party 2 : Not Applicable Party 4 - Not Applicable
|
| D—— — = -
Issues:
Issue D/ Titie Status Issue Type 1 Issue Type 2 Labor Code; Labor Code Desc |
PROD [Subcase CTose Product Operation 32 [SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 08/09/2013
155ue Detairs:
Issue D - Disposition. Complaint Condition - Closed Wipbin :
issue Originator © Ray Saeini Type 1. Product Status:  Subcase Close Open Date : 9/1/20112:29:11 PM
| Issue Owner : Ray Saeini Type 2: Operation Queue : Close Date © 9/1/2011 2:29:26 PM
Issue Title : _ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 752/ SRS olution 1D Resolution Titfe -
Condition Code Desc ~ Warn Light On 7524 olution Title
Campaign Code / Desc: /
Temperament Code : Please Specify ‘
Resolutions :  Documented Concern, Operates as Designed, Referred to Dealer
Component Category : 14 - Air Bags
Erev:o;slytPubhshed : :8 Parts Info :
ire Indicator :
Rollover Indicator : NO Part No | Part Description | BO Reason
Cosmetic / Sound Quality Indicator: ~ NO
Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date :  08/09/2013

Case Hisfory

case 0 : IIININGNGEE Case Title :  01C{ R OO ME HEADLIGHT CONCERN, SRS LIGHT CONCERN

*¥¢ CASE CREATE 8/25/2011 3:45:50 PM, jgonzal |

Contact —* Priority — N/A, Status = Solving.
*** CASE MODIFY 82572011 3:45:55 PM, jgonzall

into WIP Default and Status of Soiving.
*&x CASE MODIFY &25/201 | 4:03:34 PM, jeonzail
into WIP Default and Status of Solving.
% CASE MODIFY 8/25/2011 4:20:34 PM, jgonzal |
into WIP Default and Status of Solving.
*** NOTES 8/25/2011 4.27:22 PM, jgonzall, Action Type : Cail from Customer
Client; s information was verified.

Best contact number _

Client called ACR to advise he took the vehicle in to DCH TUSTIN ACURA a few weeks ago for inspection of the front dome lights as they would not
come on. He advised the day before yesterday he finally took the vehicle in for the service and paid $135 for the repair. He noted the repair last 2 days
and then it went out again. He believes the dealer didn t do anything to the vehicle as there 1s a stain on the dome lighting molding of 1t that was on it
before he took it in for service and is still there.

Client: s contact is SA Freddy

He then advised the radio knob was aiso replaced and paid $30 for the service, he then found out from his friend the radio knob cost is $30 for two not

one
He asked if this is true, I advised the client he can call the dealer about the information but advised the RO should reflect what he paid for and the cost

of it He understood.

He also advised his SRS right comes on intermittently back in and has not had the dealer inspect 1t. I advised him to set up an appointment to have the system
inspected as the SRS light coming on and staying on is in indication there is a problem with the SRS system.
He understood.

Mr. asked what are we going to do about his dome light concern, [ advised [ will file the concern and keep it on file for future reference on our

end. ['advised as far as the dealer goes he needs to call them to make them aware of the issue so they can further look into what may have caused the failure
after the repair He advised he doesn - t feel comfortable taking 1t back, [ advised ultimately he needs to give the dealer the opportunity to address the issue
and any resolution will have to come from them. He stated he wants Acura s involvement. I advised what [ can do for him is call the dealer to make them
aware of his concern and set up an appointment for him however if he is not satisfied with the outcome after the service he is more than welcome to call ACR
back to further address the issue. He understood, I advised him to hold while the dealer is contacted.

Call dropped while client was on hold.
4% NOTES 8/25/2011 4.28:42 PM, jgonzall, Action Type : Note-General
Client would like to drop of the vehicle on Tuesday 8/30 at 8:00 AM.
“** CASE MODIFY 8/25/2011 4:28:53 PM, jgonzall
nto WIP Defauit and Status of Solving.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/09/2013

C His

case 0. [ G Case Tt 01C [ OO ME HEADLIGHT CONCERN, SRS LIGHT CONCERN

*** CASE MODIFY 8/25/2011 4:29,07 PM, )gonzal
into WIP Default and Status of Solving.
*=» CASE MODIFY 8/25/2011 4:29:43 PM, jgonzal 1
into WIP Default and Status of Solving.
*** CASE MODIFY 8/25/2011 4:47:40 PM, jgonzal |
into WIP Default and Status of Solving.
==* NOTES 8/25/2011 4 54:07 PM, jgonzall, Action Type : Call to Dealer

ACR called DCH TUSTIN ACURA at [N
I provided outbound disclaimer.

I spoke with SA Kyle and provided a synopsis of the clients concern. I advised he would like to set up an appointment for Tuesday 8/30 at 8:00 AM
to have the unit checked out again. I also advised him the client is concerned about the SRS light coming on and may want to have the unit inspected however
to my understanding there will be a cost associated with the inspection of the SRS light, he confirmed and its $65. I advised I will call the client and
advised him of this potential cost but in the mean time ! asked Kyle to set up the chent for 8/30 at 8:00 AM to have the dome lights inspected.
SA understood, I advised Kyle to make his SM aware of this clients concern, he advised he will make SM Eric know.
*#* NOTES 8/25/2011 4:54:19 PM, jgonzall, Action Type : Call to Dealer
1 called the dealer back at DCH TUSTIN ACURA
[ provided outbound disclaimer.

[ spoke with SM Eric about the client s concern and asked about the diagnosis rate as the client may want to have the vehicle inspected for and SRS issue.
He advised they charge $65 for the inspection and advised he will be expecting the client
[ thanked him for the information and ended the call.
#¢= CASE MODIFY 8/25/2011 4:54:70 PM, jgonzall
into WIP Default and Status of Solving.
*#% NOTES 8/25/2011 4:55:00 PM, jgonzall, Action Type : Note-General
Do to high call volume [ was not able to call the client back.
*ex CASE MODIFY 8/25/2011 4:55:02 PM, jgonzall
into WIP Default and Status of Solving
**= COMMIT 8/25/2011 4:55:08 PM, jgonzall Action Type : N/A

Made to _Juc 08/26/2011 12:00:00 AM.
call clienl™

*2* CASE MODIFY 8/25/2011 4;55:23 PM, jgonzal |
into WIP Default and Status of Solving.

*** CASE MODIFY 8/25/2011 4:55:25 PM, jgonzall
into WIP Default and Status of Solving.

% CASE MODIFY 8/26/2011 6:57:41 AM, jgonzal |
mto WIP WIP and Status of Solving,

*s% CASE MODIFY 8/26/2011 3:24:33 PM, jgonzall
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case History
Case D : Case Title : OIC—DOME HEADLIGHT CONCERN, SRS LIGHT CONCERN

into WIP WIP and Status of Solving.
% NOTES 8/26/2011 3:36:31 PM, jgonzal i, Action Type : Call to Customer

I called client at/| | NN

I LVM advising him T was calling to advise [; ve made the SM Eric aware of his concern and set his appointment for 8/30 at 8 00 AM. [ also advised
him the dealer will inspect for the SRS issue he expressed concern for pending his approval of paying the inspection charge of $65. [ advised he can call
the dealer to them the ok before dropping the vehicle off on Tuesday 8/30 I advised him at this time the case will be dispatched to our DCM to follow
up with him and the dealer to ensure the vehicle is fixed right this t'me around
#** CASE FULFILL 8/26/2011 3:36:38 PM, jgonzal |
Fulfilled for |G i 08/26/2011 12:00:00 AM.
“¥* CASE MODIFY &/26/2011 3.42:19 PM, jgonzal |
into WIP WIP and Status of Solving.
**= CASE MODIFY 8/26/2011 3.43:11 PM, jgonzal |
into WIP WIP and Status of Solving,
#** CASE MODIFY 8/26/2011 3-:57.51 PM, jgonzall
into WIP WIP and Status of Solving
*#= CASE DISPATCH 8/26/2011 4:12:43 PM, jgonzall
from WiP WIP to Queue Acura Team B,
*** CASE ACCEPT 8/26/2011 4:56:36 PM, rsaeini
from Queue Acura Team B to WIP default.
*#* NOTES 9/1/2011 2:28:14 PM, rsaeini, Action Type : Call to Customer

Called the client and requested an update on the visit to the dealership
The client said the dome light is functioning properly. The client stated that the SRS light was not illuminated when the vehicle was at the dealership and

they were unable to duplicate the problem, The client stated that the dealership advised him to bring it back in when the SRS light illuminates again
rhe chent will work with the dealership to diagnose the probiem if the hght ililuminates again
The client thanked ACR for the follow up.
Thanked the chent, ended the call,
*x CASE MODIFY 9/1/2011 2:28:19 PM, rsacini
into WIP default and Status of Solving.
**% CASE MODIFY 9/1/2011 2:28:37 PM, rsaetni
into WIP default and Status of Solving
*=x SUBCASE REATE 9/1/2011 2:29:11 PM, rsaeim
Created in WIP Default with Due Date 9/1/2011 2:29.11 PM
#+% SUBCAS CLOSE 9/1/2011 2:29-26 PM, rsaeini
Status — Solving, Resolution Code = Instruction Given
*ew CASE MODIFY 9/1/2011 2:29 28 PM, rsaeini
into WIP default and Status of Solving
*** CASE CLOSE 9/172011 2:29.30 PM, rsaeini
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v CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date :  08/09/2013

Case History

case I0 : [ NG case Tite:  O1C|| PO M= HEApLiGHT concERN, SRS LiGHT CONCERN

Status ~ Closed, Resolution Code = Instruction Given, State = Open
#*% CASE REOPEN 10/28/2011 11.20:08 AM, kcatchin
with Condition of Open and Status of Solving.
*#* NOTES 10/28/2011 12:16:31 PM, jespinoz, Action Type : Call from Customer

Verified contact info
Client contacted Acura and began asking to speak with a supervisor.
| attempted to understand the situation but when I began to explain the warranty the client would not let me speak and began speaking over me and would yell
that he does not want to speak with me and wants his issue address through a supervisor. [ explained the information to my TL and when I returned to the phone
the call had dropped.

*&* NOTES 10/28/2011 12:28:00 PM, kcatchin, Action Type © Call from Customer

ACR verified client contact

Client called to states that he will not pay the diagnostic fee
Client states that he does not understand why Acura will not take responsibility for a safety issue
Client states that he was told that if his SRS light is on his Airbags will not deploy

Client states that his airbags have never deployed
Client states that he's been to the dealership and all they did was reset the code and the light came a day later
Client states that the light comes on intermittently and he has not taken it to the dealership when the light has been on

ACR expressed empathy and understanding for the client's circumstances
ACR advised the client that Acura is willing to assist the client and take responsibility for the repair if that's what the diagnosis indicates that's what

Acura's obligation is
ACR advised the client that a diagnosis is the crucial first step in determining why his SRS light is on, what the repair is, and allow Acura to review

any offer of assistance to the client
ACR advised the client that he spoke to a DCM on 9/1/11 and was advised of the exact same issue and its in the client's best interest to have a diagnosis

Client stated that he wanted to speak to a supervisor and that he was frickin tired of hearing that he should have a diagnosis

ACR advised the client, after reviewing with RM, that he's already spoken to a supervisor and until he has a diagnosis Acura will be unable to assist the

client
Client states that he will contact the SM at the dealership.

##% CASE MODIFY 10/28/2011 12:28:06 PM_ kcatchin
into WIP default and Status of Soiving.
#*** CASE CLOSE 10/28/2011 12:28:10 PM, kcatchin
Status — Closed, Resolution Code = Instructron Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case ID : Division :
Case Originator : Amanda Mosqueda (Team AC) Sub Division :
Case Owner:  Amanda Mosqueda (Team AC) Method :
Last Closed By : Amanda Mosgueda (Team AC) Point of Origin

Case Title

SIDEAIRBAG INDICATOR COMES ON

Spool Report Run Date :
Case Details

Acura - Auto Condition : Closed Open Date :

Customer Relations Status : Closed Close Date :

Phone Queue : Days Open: 0

: Customer Wipbin :

No. of Attachments : 0

Site / Contact Info

Product Info

Site Name

Dealer No. :

Site Phone No. :
Contact Name :
Day Phone No.
Evening Phone No. :
Cell / Pager No. :
Fax No.

Address

City / State / Zip :

E Mail :

Svc District / Sls Distri

CINTI, OH

Current Dealer Info

Current Dealer No ./ Name -

7/8/2011 10:34:57 AM
7/8/2011 10:51:16 AM

Unit Owner : - I -

VIN Type / No. US VIN / E%S&Enl
Model / Year : TSX 12004

Model ID / Product Line : CL9684JW /B

Miles / Hours : 60,000

In Service Date - 01/08/2004

Months In Use : 90

Engine Number K24A21022382

Originating Dealer No. / Name 251457 / ACURA OF DAYTON
Selling Dealer No. / Name : 251457 / ACURA OF DAYTON

Trim : BASE
No. Of Doors : 4
Transmission Code SAT
Exterior Color : SL

Factory Warranty Start / End Date -

Phone No. fractory Warranty Cancellation Date :
Address : HPP/VSC Coverage Start / End Date :
ME\ \Dmﬂm.ﬁm"\\w__u D g HPP/VSC Cancellation Date :
WC A HSTG SILIECL £ i Extended Warranty Start / End Date :
Warranty Labor Rate / Date : / C .
) Extended Warranty Cancellation Date
Agent Name Comp ind. :
Previous Dealer Info i 3rd Party Info
Dealer # | Dealer Name [ Agent Name [Comp Ind.
, Party 1: Not Applicable Party 3: Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues : o
Issu i Status Issue Type 1 Issue Type 2 | abor Code Labor Code Desc
EOUC Subcase Close Product Operation 751 Side Airbag
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issue Title :

; Amanda Mosqueda
I PRODUCT - OPERATION

Spool Report Run Date : 08/09/2013
Issue Details
Issue ID : Disposition’. Complaint Condition .- Closed Wipbin :
Issue Originator : Amanda Mosqueda Type 1: Product Status : Subcase Close Open Date : 7/8/2011 10:49:53 AM
Issue Owner Type 2 : Operation Queue : Close Date : 7/8/2011 10:51:11 AM

Coding Info

Solution / Linked Resolution

Info :

Labor Code / Desc 751/ Side Airbag
Condition Code Desc Other 751X
Campaign Code / Desc : /
Temperament Code :
Resolutions :  Documented Concern
Component Category : 14 - Air Bags
Previously Published : NO

Fire Indicator : NO

Rollover Indicator : NO
Cosmetic / Sound Quality Indicator :
Dealer Coding:

Please Specify

NO

Solution ID :
Solution Title :

Resolution Title :

Parts Info :

Part No.

Part Description _ BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report

Run Date @ 08/09/2013

Case History
cese0 - | Case Tite MMM 051 RoAG INDICATOR COMES ON
k¥ CASE CREATE 7/8/2 :34:57 AM .amosqued
Contact = Priority = N/A, Status = Solving.

*#*% CASE MODIFY 7/8/2011 10:35:35 AM, amosqued
into WIP default and Status of Solving.

#4% NOTES 7/8/2011 10:45:28 AM, amosqued, Action Type @ Call from Customer
The client called and verified information.
Client informed me she would like to know if the side airbag is covered under wartanty.
Client said the indicator ' sometimes(| comes on.
The client informed me she found on the internet that this is a covered component.
Iinformed the client she has a standard 4 year or SOK whichever comes first.

The client informed me she wanted to just know what the warranty was.

Iinformed the client she is out of warranty at this time,

[informed the client that indicator will come on if it detects something that weights less then 65 pounds.
She said she doesn(it think there is anything in the passenger side seat when this happens.

I advised the client if the indicator stays on, she should take the vehicle to the Acura dealership,
If there is an issue the dealer feels should be covered, they can speak with the district manager.
I advised we first need to find out if there is an issue or if it working properly.

Clienl is going to the dealership for the recall:

R350104-08 TSX POWER STEERING HOSE 10-010

*r CASE MODIFY 7/8/2011 10:45:48 AM, amosqued
into WIP default and Status of Solving.

*#* SUBCASE [ CREATE 7/8/2011 10:49:53 AM, amosqued
Created in WIP Default with Due Date 7/8/2011 10:49:53 AM.

*** SUBCASE I | OSE 7/8/2011 10:51:11 AM, amosqued
Status = Solving, Resolution Code =Instruction Given

o CASE CLOSE 7/8/2011 10:51:16 AM, amosqued
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 08/09/2013
. Case Details
casep . GGG Division Acura - Auto Condition . Closed Open Date . 2/26/2009 3:50:28 PM
Case Originator ; Daniel Suh (Team AC) Sub Division : Customer Relations Status Closed Close Date :© 2/26/2009 4:06:40 PM
Case Owner:  Daniel Suh (Team AC) Method Phone Queue Days Open: 0
Last Closed By : Daniel Suh (Team AC) Point of Origin . Customer Wipbin -
Case Titie : [ - covPLAINT AIRBAG COVERAGE No. of Attachments : 0
Site / Contact Info Product Info
Site Name Unit Owner : - B
Dealer No. - VIN Type / No. us VIN / JH4cLo6s 14C | IR
Site Phone No. Model / Year : TSX /2004
Contact Name Model ID / Product Line ; CL9684JW / B
Day Phone No. Miles / Hours : 42,500
Evening Phone No. : In Service Date 12/31/2003
Cell / Pager No. Months In Use 62
Fax No. Engine Number K24A21022464
Address

City / State / Zip -
E Mail :
Sve District / Sis Distry

CHANDLER, AZ

Current Dealer Info

Current Dealer No. / Name

Oniginating Dealer No. / Name 251188 / ACURA, NORTH SCOTTSDALE

Selling Dealer No. / Name 251188 / ACURA, NORTH SCOTTSDALE

Trim BASE
No. Of Doors 4
Transmission Code SAT
Exterior Color - SM

Factory Warranty Start / End Date :

Phone No. Factory Warranty Cancellation Date
| Address ; HPP/VSC Coverage Start / End Date -
m.? Wmﬂﬁmnw\\ww__qu = . HPPN/SC Cancellation Date
XIS SO, Extended Warranty Start / End Date -
vuarary ILator Gl Q) \ Extended Warranty C llation Dat
Agent Name | Comp Ind. X nty Cancellatio e
Previous Dealer Info E 3rd Party Info :
Dealer #| Dealer Name | Agent Name [Comp Ind.
Party 1. Not Applicable Party 3. Not Applicable
Party 2 : Not Applicable Party 4 : Not Applicable
Issues :
= Issue ID / Title Status Issue Type 1 Issue Type 2 L.abor Code Labor Code Desc
l Subcase Close Product Operation 751 Side Airbag
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/201 3
Issue Details
Issue ID : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Daniel Suh Type 1 : Product Status . Subcase Close Open Date :  2/26/2009 4:06:28 PM
i Type 2 : Operation Queue : Close Date :  2/26/2009 4:06:39 PM

Issue Owner_
Issue Title : PRODUCT - OPERATION

Coding Info Solution / Linked Resolution Info :
Labor Code / Desc :751 / Side Airbag Solution ID : Resolution Title :
Condition Code Desc Side SRS-Light 7513 Solution Title :

Campaign Code / Desc : /

Temperament Code : Please Specify

Resolutions :  Provided Information, Referred to Dealer

Component Category : 14 - Air Bags

Previously Published : NO Parts Info :

Fire Indicator : NO = —

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

Dealer Coding :
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report

Run Date

08/09/201 3

Case History

case 0 - ([ G caseTite (N co VAT AIRBAG COVERAGE
#4% CASE CREATE 2/26/2009 3:50:28 PM, dsuh
Contact nlvlozq =N/A, Status = Solving.
*#% CASE EXTENDED WARRANTY LOOKUP 2/26/2009 3:50:30 PM, dsuh
WARRANTY CHECK 02/26/2009 03:50:30 PM dsuh
No data found for VIN.
##% CASE CLAIMS LOOKUP 2/26/2009 3:50:33 PM, dsuh
CLAIM CHECK 02/26/2009 03:50:33 PM dsuh
The following Claim History information was found
05 2007-04-26: 251514; 703361: 510; 7120A2 ; PRODUCT UPDATE: MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL
METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
#*% CASE CAMPAIGN LOOKUP 2/26/2009 3:50:35 PM, dsuh
CAMPAIGN CHECK 02/26/2009 03:50:35 PM dsuh
The following Campaign information was found
04-026; P45 { TRUNK WIRE; 04/28/07; FX;
06-050; Q2 lass Action Acura; ; ;
04-021; Q33; 03-04 RADIO DISPLAY: ; ;
07-016; Q36; 04-05 TSX HID HE
#**¥ CASE VSC LOOKUP 2/26/2009 3:50:36 PM, dsuh
VSC-CUC CHECK 02/26/2009 03:50:36 PM dsuh
No data found for VIN.
**% CASE MODIFY 2/26/2009 3:52:00 PM, dsuh
into WIP default and Status of Solving.
ik CASE CAMPAIGN LOOKUP 2/26/2009 3:53:34 PM, dsuh
CAMPAIGN CHECK 02/26/2009 03:53:34 PM dsuh
The following Campaign information was found
04-026; P45; '04 TSX TRUNK WIRE; 04/28/07; FX:
06-050; quln_mwm Action Acura; ; ;
04-021; Q33; 03-04 RADIO DISPLAY; ; ;
07-016; Q36; 04-05 TSX HID HE
**# CASE CAMPAIGN LOOKUP 2/26/2009 3:53:38 PM, dsuh

CAMPAIGN CHECK 02/26/2009 03:53:38 PM dsuh
The following Campaign information was found

04-026; P45;' TRUNK WIRE; 04/28/07; FX:
06-050; Q27 lass Action Acura; | ;
04-021; Q33; ADIO DISPLAY::

07-016: Q36; 04-05 TSX HID HE
##% CASE CAMPAIGN LOOKUP 2/26/2009 3:59:37 PM, dsuh
CAMPAIGN CHECK 02/26/2009 03:59:37 PM dsuh

The following Campaign information was found
04-026; P45; '04 TSX TRUNK WIRE; 04/28/07; FX;
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 08/09/201 3

06-050; Owﬁlu_wmm Action Acura; ; ;
04-021; Q33; 03-04 RADIO DISPLAY ;;
07-016; Q36; 04-05 TSX HID HE

Case History

Case Title : I COMPLAINT AIRBAG COVERAGE

##% NOTES 2/26/2009 4:05:26 PM, dsuh, Action Type : Call from Customer

Updated the client information.

The client is having trouble with the airbags. The client states that the the light is going on and off for the side air bags and that sometimes the red light

goes on.

The client states that the red light is a light with a person sitting down with a round circle in front of it. The client states that the light is in the

instrument panel

The client thinks that there is something that should be covered a little longer than the normal warranty period.

The client's concern is that this is a major safety issue.

ACS informed the client that the vehicle is outside of the warranty parameters therefore the cost of repair would now be his responsibility. ACS informed the
client that he could bring the vehicle to an Acura dlIr for them to diagnose at which point he could request GW assistance from the SM. The client states
"Why would the dlr want to help me". ACS explained that the SM would contact an Acura field representative who would make the decision.

The client states that he is not happy about bringing his vehicle to the dir and feels that the reason his vehicle's last so long is because he does not bring

his vehicle's to the dir.

The client states that this is not an isolated incident on the internet and kept going on about how he is unhappy with this. ACS apologized for his unhappiness
and informed the client once again that the vehicle is now outside of the warranty therefore any sort of assistance would be as a matter of GW and that it would

not be warranty coverage.

The client asks if there is anyone above me that he could speak to about this. ACS informed the client that I do have a supervisor but that he would say
the same thing. ACS informed the client that this is a policy that has been put in place and that this policy would not be able to be circumvented.

The client understood and had no further requests.

s+ SUBCASE NG Cr:ATE 2/26/2009 4:06:28 PM, dsuh
Created in WIP Default with Due Date 2/26/2009 4:06:28 PM.

¢ CASE MODIFY 2/26/2009 4:06:35 PM, dsuh

into WIP default and Status of Solving.

#xx SUBCASE NG | OSE 2/26/2009 4:06:39 PM, dsuh

Status = Solving, Resolution Code =Instruction Given
*¥*¥ CASE: CLOSE 2/26/2009 4:06:40 PM, dsuh

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

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date : 08/09/2013

Case Defails

,W_ Division - Honda - Auto Condition : Closed Open Date: 8/3/2009 9.04:21 AM
Case Originator : Waderia Lambert (Team CB) Sub Division :  Satellite Center Status : Closed Close Date :  8/3/2009 9:20:14 AM
Case Owner:  Waderia Lambert (Team CB) Method : Phone Queue Days Open: 0
Last Closed By : Waderia Lambert (Team CB) Point of Origin : Customer Wipbin
Case Title - [ SRS CONCERN No. of Attachments : 0
Site / Contact Info : Product Info -
[ Site Name : [ Unit Owner - [ B
Dealer No VIN Type / No. US VIN 7/ JH4CL96gs4 (N
Site Phone No Model / Year - TSX /2004
Contact Name : Model ID / Product Line : CL9684JW / B
Day Phone No_ - Miles / Hours : 35,740
Evening Phone No. . In Service Date 12/24/2003
Cell / Pager No. Months In Use 68
Fax No Engine Number : K24A21022488
Address Originating Dealer No. / Name :251407 / HENDRICK ACURA OVERLAND PA
City / State / Zip : IOWA CITY, [A- Seliing Dealer No / Name : 251407 / HENDRICK ACURA OVERLAND PAR
E Mait : Trim : BASE
Sve District / Sls District : | No. Of Doors : -
Transmission Code SAT
Exterior Color : BK

Current Dealer Info :

Current Dealer No. / Name :
Phone No,

Address -

City / State / Zip :

Svc District / Sis District

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

HPP/SC Coverage Start / End Date :
HPP/N/SC Cancellation Date :
Extended Warranty Start / End Date .

Warranty Labor Rate / Date | ! Extended Warranty Cancellation Date :

Agent Name : Comp Ind
Previous Dealer Info : 3rd Party Info :
[Dea er #] Dealer Name I Agent Name [Comp Ind.
[ T i } Party 1: Not Applicable Party 3: Not Applicable
‘ Party 2 Not Applicable Party 4 : Not Applicable
Issues :

: ~ Issue ID7Title Status [ssue Type 1 [ssue Type 2 Labor Codel Labor Code Desc
PRODUCT |Subcase Close Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date - 08/09/2013
ISsue Detais
Issue D : Disposition: Information ) Condition - Closed Wipbin :
Issue Originator : Waderia Lambert Type 1. Product Status : Subcase Close Open Date:  8/3/2009 9:19:50 AM
Issue Owner : Waderia Lambert Type 2: Operation Queue - Close Date :  8/3/2009 9:20:14 AM
Issue Title R OPUCT - OPERATION
Coding Info : Solution / Linked Resolution Info -
| Labor Code7Desc : 7527 SRS §0luflon D~ Resolufion Tiile
Condition Code Desc Warn Light On 7524 golution Title -
Campaign Code / Desc: /
Temperament Code - Cold

Resolutions :  Documented Concern, Provided Information

Component Category : 14 - Air Bags
Previously Published - NO

Fire Indicator : NO Parts Info :

Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case Hi
Case ID - Case Title : _ SRS CONCERN

%% CASE CREATE 8/3/2009 9-04:21 AM, wlambert
Contact ‘-_nomy = N/A. Status = Solving,
**+* CASE EXTENDED WARRANTY LOOKUP 8/3/2009 9:04:25 AM, wlambert

WARRANTY CHECK 08/03/2009 09:04.25 AM wlambert
The following Warranty Status information was found

1A : 2009-02-09, I, 0; 0,
;1B ; 2009-02-09; I, 0, 0;
; 1C 1 2009-02-09; J; 0, 0,
216G 5 2009-0

*** CASE CLAIMS LOOKUP 8/3/2009 9:04:27 AM, wiambert

CLAIM CHECK 08/03/2009 09:04:27 AM wlambert

The following Claim History information was found

0; 2008-09-04; 251407, 411761, 510; 4191B5 , REAR UPPER ARM, RIGHT - REPLACE
=% CASE CAMPAIGN LOOKUP 8/3/2009 9:04:38 AM, wlambert

CAMPAIGN CHECK 08/03/2009 09:04:38 AM wlambert

The following Campaign information was found

04-026; P45;" TRUNK WIRE; 03/08/05; FX;
06-050; Q27 lass Action Acura, ; ;
04-021; Q33 03- DIO DISPLAY; : ;

07-016; Q36; 04-05 TSX HI
“+& CASE CUC LOOKUP 8/3/2009 9:04-45 AM, witambert
CUC CHECK 08/03/2009 09:04:45 AM wlambert

information was found
CTIVE;100000,29702;62000;2008-09-06;2010-12-24;2003-12-24;2008-09-06;2008-09-06;251407;2008-10-22
-30,2008-09-08

##% CASE VSC LOOKUP 8/3/2009 9:04:45 AM, wiambert
VSC CHECK 08/03/2009 09:04:45 AM wlambert
The following VSC information was found
$3:343:0,050.0
#*% CASE MODIFY 8/3/2009 904:48 AM, wlambert
into WIP default and Status of Solving,
¥4 NOTES 8/3/2009 9:19:28 AM, wlambert, Action Type : Call from Customer
The client called to report the SRS light 1s on_ The client took her vehicle to an IRF and they could not repair the SRS light. The client wanted to
know what to do

»~ »

The client s contact information was verified.

The client was advised that she can go to an Acura dealership to have the SRS system inspected. The chient was advised the vehicle has a branded title so
therefore there are no warranties on the vehicle. The client was advised to contact the dealership to purchase warranty for the vehicle. The client was advised

about the headlight product update
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date - 08/09/2013

Case History

Case 0 | Case Tite . [N - SRS CONCERN
The client understood and thanked me. I thanked her and the call ended.

+++ SUBCASE| - <=~ T 5/3/2009 9:19:50 AM, wlambert
Created in WIP Default with Due Date 8/3/2009 9:19:50 AM.

*** CASE MODIFY 8/3/2009 9:19:57 AM, wlambert
into WIP default and Status of Solving,

% CASE CLOSE 8/3/2009 9:20: 14 AM, wlambert

Status — Closed, Resolution Code = Instruction Given, State = Open
ok

SUBCASEm CLOSE 8/3/2009 9:20:14 AM, wlambert
Status = Solving, Resolution € = [nstruction Given

Page#: 175




’ AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Celi / Pager No.
Fax No,

Address .

City / State / Zip :
E Mail :

ACA

-, CA

Suc Ditic/ Sis Disr M

Current Dealer Info -

73
K24A21023595

Months In Use
Engine Number :

Selling Dealer No / Name :

Trim : NAVI
No. Of Doors : 4
Transmission Code - SAT
Exterior Color GR

Current Dealer No. / Name -

Phone No.

Address

City / State / Zip :

Svc District / Sls District :

Warranty Labor Rate / Date : !
Agent Name :

Comp Ind.

Factory Warranty Start / End Date :
Factory Warranty Cancellation Date

HPP/VSC Coverage Start/ End Date :
HPP/N/SC Cancellation Date

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

Onginating Dealer No. / Name :251497 / SOUTH COAST ACURA
251497 / SOUTH COAST ACURA

Spool Report Run Date : 08/09/2013
Case Details
[ CaselD: Division : Acura - Auto Condition: Closed Open Date: 2/24/2010 11:48:28 AM |
Case Originator : Amanda Mosqueda (Team AC) Sub Division :  Customer Relations Status . Closed Close Date - 2/24/2010 11:57:10 AM
Case Owner Amanda Mosqueda (Team AC) Method : Phone Queue Days Open: 0
Last Closed By : Amanda Mosqueda (Team AC) Point of Ongin : Customer Wipbin
Case Title : | SRS LIGHT INQUIRY No. of Attachments : 0
Site / Contact Info - Product Info -
Site Name : Unit Owner : 007
Dealer No. VIN Type / No. US VIN/ JH4CL969|4C-
Site Phone No Model / Year : TSX /2004
Contact Name Model ID / Product Line ; CL9694KW /B
Day Phone No. Miles / Hours . 61,266
Evening Phone No In Service Date 01/30/2004

Previous Dealer Info :

3rd Party Info -

TUe_aTeT#]—_U@TeTName—’I — Agent Name [CompTnd
[ - ~ 7 ] | Party1- Not Applicable Party 3 : Not Applicable
Party 2. Not Applicable Party 4 © Not Applicable
ssues : o T
[ Issue TD 7 Title Status Issue Type 1 fssue Type 2 Labor Code} Labor Code Desc
- PRODUCT [Subcase Close Product Operation 752 |SRS

L
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :  08/09/2013
ISSue Details
ssue 1D : Disposition: Complaint Condition : Closed Wipbin :
Issue Originator : Amanda Mosqueda Type 1. Product Status : Subcase Close Open Date: 2/24/2010 11.54-11 AM
Issue Owner : Amanda Mosqueda Type 2: Operation Queue : Close Date : 2/24/2010 11.57:06 AM
Issue Titie : (| PRODUCT - OPERATION
Coding Info ; Solution / Linked Resolution Info -
abor Code 7 Desc : 752 7 SRS golution IDT Resolution Tile .
Condition Code Desc Warn Light On 7524 golution Title :
| Campaign Code / Desc -/
Temperament Code Please Specify
Resolutions Provided Information
Component Category : 14 - Air Bags
Previously Published : NO
Fire Indicator NO Fasts, [nfo ;
Rollover Indicator : NO Part No. | Part Description BO Reason

Cosmetic / Sound Quality Indicator:  NO
Dealer Coding;

Page# 77




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA s

Run Date :

08/09/2013

Case History

CaselD: _ Case Tite : [ SRS LIGHT INQUIRY

*#% CASE CREATE 2/24/2010 11:48:28 AM, amosqued
Contact = Prority = N/A. Status = Solving.
*** CASE EXTENDED WARRANTY LOOKUP 2/24/2010 11:48:34 AM, amosqued
WARRANTY CHECK 02/24/2010 11:48.34 AM amosqued
Ne data found for VIN.
#¥# CASE CLAIMS LOOKUP 2/24/2010 11.48:37 AM, amosqued
CLAIM CHECK 02/24/2010 11:48:36 AM amosqued
The following Claim History information was found
0; 2007-02-23; 251216; 510351; 510; 814100 ; MOONROOF FRAME - REPLACE
#%* CASE CLAIMS LOOKUP 2/24/2010 11:48:43 AM, amosqued
CLAIM CHECK 02/24/2010 11:48:42 AM amosqued
The following Claim History information was found
0; 2007-02-23; 251216; 510351, 510; 814100 ; MOONROOF FRAME - REPLACE
*#2 CASE CAMPAIGN LOOKUP 2/24/2010 11:48:49 AM, amosqued
CAMPAIGN CHECK 02/24/2010 11:48:48 AM amosqued
The following Campaign information was found
04-026; P4WTRUNK WIRE; 06/23/06; FX;
06-050; Q2 lass Action Acura; ; ;
04-021; Q33 03-04 RADIO DISPLAY: 08/01/07; FX;
07-016; Q36; 04
*#* CASE VSC LOOKUP 2/24/2010 11:48:51 AM, amosqued
VSC-CUC CHECK 02/24/2010 11:48:51 AM amosqued
No data found for VIN.
*#% CASE VSC LOOKUP 2/24/2010 11:51:13 AM, amosqued
VSC-CUC CHECK 02/24/2010 11:51:13 AM amosqued
No data found for VIN.
*¥= CASE MODIFY 2/24/2010 11:51:44 AM, amosqued
into WIP default and Status of Solving.
*#* NOTES 2/24/2010 11:54:03 AM, amosqued, Action Type : Call from Customer

Client called and verified information
Client informed me he said for the last week the SRS light comes off and then on.
He informed me he doesn't know if this is because of the weather changing, but doesn't know if this is a danger

[ informed the client the SRS light usually comes on when he first starts his vehicle, but if it stays on there could be a potential problem.

He understood.
I suggested he take the vehicle to the Acura dealership,
He understood and thanked me.
»+ SUBCASE | R A e 22472010 11:54:11 AM_ amosqued
Created in WIP Default with Due Date 2/24/2010 11:54:11 AM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date :  08/09/2013

AMERICAN HONDA

Case History

Cas 10 Case Title : _ SRS LIGHT INQUIRY
#o+ SUBCASE/ I CLOSE 224/2010 11.57:06 AM, amosqued

Status = Solving, Resolution Code = Instruction Given
*** CASE CLOSE 2/24/2010 11:57-10 AM, amosqued .
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :  08/09/2013
Case Defails
CaselD: Division : Honda - Auto Condition : Closed Open Date :  1/7/2009
Case Originator : John Knistianson (Team PA) Sub Division : PCRM Status Closed Close Date - 1/19/2009 4.48:10 PM
Case Owner Ronald Garay (Team CA) Method : Pro-Active O/B Queue . Days Open: 12
Last Closed By : Ronald Garay (Team CA) Point of Origin : CSE/ACE Wipbin
Case Title - ACE NOT FIXED, DY No_of Attachments : 0
Site / Contact Info Product Info :
| Site Name Unit Owner : —
Dealer No. VIN Type / No. US VIN / JH4(.‘L9(>8X4C-
Site Phone No Model / Year - TSX /2004
Contact Name : Model ID / Product Line : CL9684IW /B
Day Phone No Miles / Hours 36,000
Evening Phone No. In Service Date 02/13/2004
Cell / Pager No Months In Use 59

Fax No_ .
Address

City / State / Zip .
E Mail :

EL PASO, TX -

Sve District / Sis District :

Current Dealer Info -

Current Dealer No. / Name
Phone No

Address -

City / State / Zip :

251137 / HOY-FOX ACURA
015-778-0044

7230 VISCOUNT BLVD

EL PASO, TX 79925

Engine Number :
Originating Dealer No. / Name .251137

Selling Dealer No /Name 251137/
Tnm: BASE
No. Of Doors 4
Transmission Code - SAT
Exterior Color : GC

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

HPP//SC Coverage Start/ End Date
HPP/VSC Cancellation Date :

K24A21025880

/ HOY-FOX ACURA
HOY-FOX ACURA

Svc District / Sls District . 06B /_AO() Extended Warranty Start / End Date -
Warranty Labor Rate / Date : $95 00 / Extended Warranty Canceliation Date -
Agent Name : Comp Ind - |
Previous Dealer Info : o 3rd Party Info :
Deale_n'ﬂ Dealer Name | ___AgentName [Compind]
I ) Party 1: Not Applicable Party 3. Not Applicable
Party 2- Not Applicable Party 4 : Not Applicable
ssues : T ’
[ Issue D / Title ~ Status Issue Type 1 Issue Type 2 Labor Code] Labor Code Desc
Subcase Close Service - Dealer Experlcncc 854 Seat belt, front
Subcase Close Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date :  08/09/2013
ssue Details
Issue ID : Disposition:” Praise Condition . Closed Wipbin -
Issue Originator : Ronald Garay Type 1. Service - Dealer Status Subcase Close Open Date ;  1/8/2009 4.09:42 PM
Issue Owner - Ronald Garay Type 2: Experience Queue : Close Date :  1/19/2009 4:48:09 PM
issue Title : | SE - SERVICE - DEALER - EXPERIENCE
Coding info : Solution / Linked Resolution Info
[ Labor Code 7 Desc - 854/ Seat belf, front alution D Resolution Title
Condition Code Desc Other 854X E;I’ution Title :
Campaign Code / Desc: /
Temperament Code . Cold
Resolutions :  Provided Information, Document Pos Comment
Component Category : 15 - Seat Belts
Previously Published : NO
Fire lndic;tor: NO Parts Info :
Rollover Indicator : NO Part No I Part Description | BO Reason
Cosmetic / Sound Quality indicator:  NO
Dealer Coding:
Issue Details
Tssee 0 S Disposition: Information Condition : Closed Wipbin :
Issue Originator : Ronald Garay Type 1 - Product Status : Subcase Close Open Date :  1/19/2009 9:56:00 AM
Issue Owner : Ronald Garay Type 2: Operation Queue : Close Date :  1/19/2009 4:48:09 PM
Issue Title : _ PRODUCT - OPERATION
e
Coding Info - Solution / Linked Resotution Info -
rmwm /SRS golution 1D Resaolution Title
Condition Code Desc Warn Light On 7524 olution Title :
Campaign Code/ Desc*  /
Temperament Code Cold
Resoluttons :  Provided Information
Component Category : 14 - Air Bags
Previously Published : NO
Fire indiontor NO Barta nfo, :
Rollover Indicator : NO [ ParNo: | Part Descripfion | BO Reason

Cosmetic / Sound Quality Indicator :
Dealer Coding:

NO

|

Page # - 224




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case Hlstogy
case 0 [ GG Case Title . (NN A CE NOT FIXED, DY

***NOTES 1/7/2009 6:34:09 PM, crmsuser, Action Type : General Notes
*¥* Contact is NOT the owner of the VIN ***
Contact lnformation;mﬁ:mary Phone# Secondary Phone#m
1SkyRefNo = B3683 urvery Date = [2/15/2008 Source = ACE Status Code = ne Survey = eSurvey =N
Customer Comment: N/A
*#* CASE CREATE 1/7/2009 6:34:09 PM, crmsuser
Contact = UNKNOWN UNKNOWNPriority = N/A, Status - Solving
% CASE ACCEPT 1/8/2009 11:07:21 AM, rgaray
from Queue PCRM ACE to WIP default.
##¥ CASE MODIFY 1/8/2009 4:06:26 PM, rgaray
into WIP defauit and Status of Solving.
##% CASE EXTENDED WARRANTY LOOKUP 1/8/2009 4:06:27 PM, tgaray
WARRANTY CHECK 01/08/2009 04:06:27 PM rgaray '
No data found for VIN.
**% CASE CLAIMS LOOKUP 1/8/2009 4:06:39 PM. rgaray
CLAIM CHECK 01/08/2009 04:06:39 PM rgaray

The following Clarm History information was found
0: 2007-03-02; 251137, 681744; 510, 710100 ; BATTERY - REPLACE INCLUDES: TESTING. S/B# 88-016

ORIGINAL EQUIPMENT BATTERY
##% CASE CAMPAIGN LOOKUP 1/8/2009 4.06:45 PM, rgaray
CAMPAIGN CHECK 01/08/2009 04:06 45 PM rgaray
The following Campaign information was found
04-026; P45;'04 TSX TRUNK WIRE; 02/05/05; FX;
06-050; Q27; Cass Action Acura; ; ;
04-021; Q33; 03-04 RADIO DISPLAY; 11/28/08; FX;
07-016; Q36; 04-0
*** CASE VSC LOOKUP 1/8/2009 4.06:46 PM, rgaray
VSC-CUC CHECK 01/08/2009 04:06:46 PM rgaray
No data found for VIN.
*#¢ NOTES 1/8/2009 4:08:04 PM, rgaray, Action Type : Note-General
OBW OPEN - The client expressed the following concern in survey: N/A

The OBW was created on: 12/17/2008
*** NOTES 1/8/2009 4:09:17 PM, rgaray, Action Type : Note-General
I found the following verbatim from the e-mail survey when searching ACE reports on the iN.

Other
Air Bag Light Stays On
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History

cese o IR e

What item(s) was {were) not repaired on the first visit
Air Bag Light On. Had To Return Vehicle So It Could Be Looked At Again. My Car Is Currently At The Service Department.

++« SUBCASE |G R A TE 1/3/2000 4:09°42 PM, rgaray
Created in WIP Default with Due Date 1/8/2009 4-09:42 PM.
*«* CASE MODIFY 1/8/2009 4:09:45 PM, rgaray
into WIP default and Status of Solving
**5 NOTES 1/9/2009 10:45:58 AM, rgaray, Action Type : Call to Dealer
1 called and spoke with SA Raul. He stated the client was last in on 12/15/08 at 37,748 for an SRS light on. The technician found code 61-10
stored for the driver's seatbelt buckle switch. The dealer diagnosed and replaced the driver side seatbelt buckle. Prior on 11/28/08 the client came in
for a "B,1" service. The client came in for the SRS light on. The technician ran some tests and reset the light but 1t didn't come back on. The client
was complaining that the center console wasn't illuminating The dealer performed S/B #04-021 for the radio display. There are no other complaints and
this is the R.O. in questton. I thanked him for his time and help and wished him well. Call ended
i CASE MODIFY 1/9/2009 10:46:01 AM, rgaray
into WIP ACE - 1ST CALL and Status of Solving.
% NOTES 1/9/2009 3:16:41 PM, rgaray, Action Type . Call to Customer
I called the client to follow up on any outstanding 1-pairs regarding their 2004 Acura TSX. [ reached the client - s VM. I left a message indicating
that we are attempting to speak with the owner or operator of the vehicle and requested a call back. I left my contact information 800 382-2238 ext 220877
along with my work hours.

I will try the client a 2nd time on 1/13/09.
**% COMMIT 1/9/2009 3:16:48 PM, rgaray, Action Type : N/A
2ND CALL - ACE -CT
*#**x CASE MODIFY 1/9/2000 3:17:46 PM, rgaray
into WIP default and Status of Solving.
*#* NOTES 1/13/2009 11:38:58 AM, rgaray, Action Type : Call to Customer
1 calle: the client again, but reached VM. I left another message advising why I was calling and requested a call back. | left my contact information and
work hours.

I will try the client a 3rd time on 1/15/09
#x% CASE FULFILL 1/13/2009 11:39:01 AM. rgaray
Fulfilled for N duc 01/13/2009 12:00.00 AM.
e COMMIT 1/13/2009 11.39:02 AM, rgaray, Action Type : N/A
3RDCALL - ACE-CT
#*% CASE MODIFY 1/13/2009 11:39:20 AM, rgaray
into WIP ACE - 2ND CALL and Status of Solving.
=% NOTES 1/15/2009 2:46:35 PM, rgaray, Action Type : Call to Customer
I called the client again, but reached VM. I did not [cave another message
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History

case 0 N case Tite . [ - ~c: ot D, ov

I will try the client a 4th time on 1/19/09.

##+ CASE FULFILL 1/15/2009 2:46:38 PM, rgaray
Fulfilled fo_ due 01/15/2009 12:00:00 AM.

*3 COMMIT 1/15/2009 2:46:40 PM, rgaray, Action Type @ N/A

4TH CALL - ACE - CT

*** CASE MODIFY 1/15/2009 2:46:52 PM, rgaray
into WIP ACE - 3RD CALL and Status of Solving.

**2 CASE MODIFY 1/19/2009 9:42:59 AM, rgaray
into WIP ACE - 4TH CALL and Status of Solving.

=+% NOTES 1/19/2009 9:53:37 AM, rgaray. Action Type : Call to Customer
Client/_s response to a recent ACE survey indicates their vehicle is 11Still Not Fixed' ! [ will follow-up with the client to ensure that all 1ssues of
concern have been resolved

[ reached Ms| and introduced myself I explained that I was calling on behalf of Acura regarding their 2004 Acura TSX. I informed the client
that I am calling as a resuit of the client responding to one of our surveys. I advised client that the reason for the call is to address any outstanding
1ssues or concerns that she may have pertaining to the 2004 Acura TSX or her service experience

[ asked if now would be a convenient time to talk, and the client agreed.
1 advised chient that for quality assurance purposes, this cali may be recorded The client accepted.

Responses 10 questions and answers can be located on Quick Base record.

Client indicated the following: The client stated she went to the dealer for the SRS light on_ She stated the dealer checked the car and everything was
fine. After she left the dealer the light came back on. She stated the dealer gave her a call and even came to pick up the vehicle from her house. The dealer
replaced the seatbelt buckle and now it is fixed.

Ms- on behalf of Acura, [ would like to thank you for your time and the valuable feedback you have provided. Your overall ownership experience is
very important to Acura. The client required no further assistance. [ apologized for any inconvenience. Call ended.
&% NOTES 1/19/2009 9:53:50 AM, rgaray, Action Type : Note-General
The following information was verified with the client:
Vehicle Mileage
Current Address
Current Phone Number
*** CASE MODIFY 1/19/2009 9.55.36 AM, rgaray
into WIP ACE - 4TH CALL and Status of Solving.
*e+ SUBCASE | R:A 75 171972009 9:56:00 AM, rgaray
Created in WIP Default with Due Date 1/19/2009 9.56:00 AM
##* CASE MODIFY 1/19/2009 9:56.12 AM, rgaray
mto WIP ACE - 4TH CALL and Status of Solving_
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA 8bodiRendnt Run Date : 08/09/2013
Case History
case 0 [ G Case Tite . (I - A CE NOT FIXED, DY

#%¢ CASE FULFILL 1/19/2009 9:56:20 AM, rgaray
Fulfiiled fo /A i e 01/19/2009 12:00:00 AM.
*52 COMMIT 1/19/2009 9:56:22 AM. rgaray, Action Type : N/A
READY TO CLOSE
“** NOTES 1/19/2009 9:57:33 AM, rgaray, Action Type : Note-Resolution
The client stated she went to the dealer for the SRS light on. She stated the dealer checked the car and everything was fine. After she left the dealer
the light came back on. She stated the dealer gave her a call and even came to pick up the vchicle from her house. The dealer replaced the seatbelt buckle
and now it is fixed.

The client has no outstanding issues and is not requesting any assistance at this time. I provided the client with 800-382-2238 for future reference.
I am closing the case per PCRM procedure.
##% CASE MODIFY 1/19/2009 9:57:39 AM. rgaray
into WIP ACE - 4TH CALL and Status of Solving.
«ex SUBCASE || 0t 17192009 4:48:09 PM, rgaray
Status = Solving, Resolution Code = Instruction Given
+»+ SUBCASE [ C - OSE: /1972009 4:48:09 PM, rgaray
Status = Solving, Resolution Code = Instruction Given
*#% CASE CLOSE 1/19/2009 4:48:10 PM, rgaray
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Case Detalls
CasTm Division - Acura - Auto Condition : Closed Open Date: 117292011 2:12:31 PM
Case Originator : Johnny Gonzalez (Team AC) Sub Dwision :  Customer Relations Status : Closed Close Date - 11/29/2011 2:25:55 PM
Case Owner:  Johnny Gonzalez (Team AC) Method Phone Queue : Days Open . 0
Last Closed By : Johnny Gonzalez (Team AC) Point of Origin : Customer Wipbin
Case Title - [ - SRS CONCERN No. of Attachments : 0
Site / Contact Info : Product Info .
Site Name - Unit Owner - T
Dealer No VIN Type / No US VIN/ JH4CL96824(.- ‘
Site Phone No. : Model / Year TSX /2004
Contact Name : Mode! 1D / Product Line : CL9684IW /B
Day Phone No. Miles / Hours 65,000
Evening Phone No In Service Date 02/18/2004
Cell/ Pager No Months In Use * 93
Fax No. : Engine Number : K24A21026701
Address ° Originating Deater No. / Name :251434 / BOB HOWARD ACURA
City / State /Zip .~ LUBBOCK TX [ Selling Dealer No. / Name : 251434 / BOB HOWARD ACURA
E Mail : Trim : BASE
Svc District / Sls District : No. Of Doors : 4
Transmission Code SAT
Current Dealer Info : Exterior Color : SM
Current Dealer No / Name — Factory Warranty Start / End Date
Phone No. Factory Warranty Canceliation Date :
Address HPP/V/SC Coverage Start / End Date
City / State / Zip : HPP/VSC Canceliation Date :
Sve District/ Sis District: Extended Warranty Start / End Date
Warranty Labor Rate / Date : ! )
] Extended Warranty Cancellation Date :
Agent Name Comp Ind ‘
Previous Dealer Info : 3rd Party Info .
[Dealer #] Dealer Name ] Agent Name [Comp Ind | —
[ Party 1. Not Applicable Party 3: Not Applicable
‘ l Party 2 Not Apphcable Party 4 - Not Applicable
|Issues : B

Issue D 7 Title Status Issue Type 1 [ssue Type 2 Labor Codg] Labor Code Desc
PRO [Subcase Close Product Operatlon 752 SRS

[ — S
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013

Issue Details

Issue D : Disposition; Complaint Condition : Closed Wipbin

Issue Originator : Johnny Gonzalez Type 1. Product Status : Subcase Close Open Date: 11/29/2011 2:25:37 PM
Issue Owner : Johnny Gonzalez Type 2. Operation Queue * Close Date :  11/29/2011 2:25:55 PM
Issue Title : | PRODUCT - OPERATION

|

Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 752/ SRS Solution ID: Resolution Title :
Condition Code Desc Wam Light On 7524 Solution Title |
Campaign Code / Desc . /

Temperament Code : Cold

Resolutions :  Provided Information, Documented Concern, Referred to Dealer

Component Category © 14 - Air Bags
Previously Published . NO

; Parts Info :
Fire Indicator : NO : ——T————‘—"—
Rollover Indicator : NO Part No I E S OerFon 20 e
Cosmetic / Sound Quality Indicator: ~ NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History

case D [N Case Title : [ ks cONCERN

*#+ CASE CREATE 11/29/2011 2:12:31 PM, jgonzall
Contact = P ority = N/A. Status = Solving,
#*2 CASE MODIFY 11/29/2011 2:20:27 PM, jgonzal |
into WIP Default and Status of Solving,
##% CASE MODIFY 11/29/2011 2:24:56 PM, jgonzall
into WIP Default and Status of Solving,
% NOTES 11/29/2011 2:24:58 PM, jgonzall, Action Type : Call from Customer
Chent s information was verified

Best contact number_

Client called ACR to advise the passenger side airbag intermittently comes on and off interment. She asked if any Honda dealer can diagnose her vehicle for
this problem. T explained to the client the passenger airbag light is designed to come on when there is no one sitting in the passenger seat alerting the driver
the passenger airbag is off however the light should come on once there is someone over 651bs on the passenger seat.
[ advised if she thinks there is a problem with the SRS she can take the vehicle to a Honda dealer for diagnosis. No further assistance needed at this time
“** CASE MODIFY 11/29/2011 2:25:07 PM, jgonzall
into WIP Default and Status of Solving.
= SUBCASE |G AT 11292011 2:25:37 PM, jgonzal |
Created in WIP Default with Due Date 11/29/2011 2:25:37 PM.
#*= CASE MODIFY 11/29/2011 2:25'55 PM, jgonzall
mto WIP Default and Status of Solving.
+»+ SUBCASE|| - 05t 11292011 2:25.55 PM. jgonzal|
Status = Solving, Resolution Code - Instruction Given
*#% CASE CLOSE 11,29/2011 2:25:55 PM, jgonzal|
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/2013
Case Details

Case D : Division : Honda - Auto Condition : Closed Open Date :  10/23/2012 1:53.06 PM

Case Originator : Dinesha Chavez (Team CC) Sub Division :  Satellite Center Status : Closed Close Date :  10/23/2012 2.03:29 PM

Case Owner:  Dinesha Chavez (Team CC) Method Phone Queue * Days Open: 0

Last Closed By : Dinesha Chavez (Team CC) Point of Origin : Customer Wipbin :

Case Title : ([ SRS CONCERN No_of Attachments : 0 |

Site / Contact Iinfo . Product Info -

Site Name : Unit Owner . I ©

Dealer No. VIN Type / No. US VIN/ JH4CL96864(-

Site Phone No Model / Year : TSX /2004

Contact Name : Model ID / Product Line CL9684JW /B

Day Phone No Miles / Hours 39,720

Evening Phone No. In Service Date : 05/14/2004

Cell / Pager No. Months In Use : 101

Fax No

Address :

City / State / Zip :
E Mail :

CENTRAL ISLIP, NY -

Engine Number :

Originating Dealer No / Name
Selling Dealer No / Name
Trim :

No_ Of Deors :

Svc District / SIs District .~/

Current Dealer Info :

Transmission Code
Exterior Color :

K24A21028004

1251386 / ANTONINO ACURA
251438/ RALLYE ACURA
BASE

4

SAT

GR

1 | Factory Warranty Start / End Date

Current Dealer No_/ Name
Phone No. - Factory Warranty Cancellation Date :
Address : HPP/VSC Coverage Start / End Date :
City / State / Zip: ) HPP/V/SC Cancellation Date :
\?\;’acr 2'::" ita/bilrstlsén/CE)ﬁe ) / Extended Warranty Start / End Date :
y : ’ Extended Warranty Cancellation Date :
Agent Name : Comp Ind. 1
Previous Dealer Info : 3rd Party Info -
Dealer #| Dealer Name | Agent Name |Comg Tnd
Party 1. Not Applicable Party 3 - Not Applicable
Party 2 © Not Appiicable Party 4 - Not Applicable
ssues :
| Issue [D /' Title Status “Tssue Type T Issue Type 2 LaborCodq Labor Code Desc
Subcase Close Campaign Ehglbllny 132 SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date . 08/09/2013
~ Issue Details
_Im_ Disposifion: Tnformation Condition : Closed Wip;bln:
Issue Oniginator - Dinesha Chavez Type 1. Campaign Status - Subcase Close Open Date:  10/23/2012 1:56:03 PM
Issue Owner : Dinesha Chavez Type 2 Ehgibibty Queue - Close Date :  10/23/2012 2:03-:29 PM

Issue Title : —CAMPAIGN - ELIGIBILITY

Coding Info :

Solution / Linked Resolution Info -

Labor Code / Desc : 752 / SRS

Campaign Cede / Desc: /
Temperament Code : Cold
Resolutions :  Referred to Dealer
Component Category . 14 - Air Bags
Previously Published : NO

Fire Indicator : NO
Rollover Indicator : NO
Cosmetic / Sound Quality Indicator :
Dealer Coding:

Condition Code Desc Warn Light On 7524

NO

[Sartion 10~ Resolution THlE -
g olution Title :
I
Parts Info :
Part No | Part Descripfion | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date :

08/09/2013

Case History

case D [IINEGEGEEE Case Titie: | SRS CONCERN
*&#% CASE CREATE 10/23/2012 1:53:06 PM, dchavez
Contact < oy = VA, Status = Solving.
*sx CASE MODIFY 10/23/2012 1:53:32 PM, dchavez
into WIP Default and Status of Solving.
*#% CASE MODIFY 10/23/2012 1:55:47 PM, dchavez
into WIP Default and Status of Solving.
w+x SUBCASE NN < 1 A TE 10/23/2012 1:56:03 PM, dchavez
Created in WIP Default with Due Date 10/23/2012 1:56.03 PM
*#% CASE MODIFY 10/23/2012 1:56:11 PM, dchavez
into WIP Defauit and Status of Solving
*ex CASE MODIFY 10/23/2012 1:59:27 PM, dchavez
into WIP Default and Status of Solving.
% NOTES 10/23/2012 2:03:22 PM, dchavez, Action Type : Call from Customer
Customer called in and | updated the owner information

He states that he just purchased this vehicle and has an issue with the SRS light beng on
He believes that there may be a recall on the vehicle for that issue

[ searched the VIN and show that there are no recalls on the vehicle for the SRS system
I stated that he will have to get the vehicle diagnosed to find the rssue
I did inform him of the headlight campaign as he states that there is water in one of the headlights

He thanked me for the information and needed nothing further
*#% CASE MODIFY 10/23/2012 2:03:28 PM, dchavez
into WIP Default and Status of Solving.
«xw sUBCASEN (1 OSE 10/23/2012 2:03.29 PM, dchavez
Status = Solving, Resolution Code = [nstruction Given
==* CASE CLOSE 10/23/2012 2:03:29 PM, dchavez
Status = Closed, Resolution Code = Instruction Given, State —~ Open
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IV AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :  08/09/2013
Case Details
| CaselD: Division : Acura - Auto Condition - Closed Open Date ©  11/18/2009 2:46:05 PM
Case Originator - Julian Espinoza (Team AC) Sub Division :  Customer Relations tatus : Closed Close Date ;  11/18/2009 4:35:05 PM
Case Owner Richard Miller (Team AD) Method Phone Queue - Days Open: 0
Last Closed By : Richard Miller (Team AD) Point of Origin : Customer Wipbin

Case Titie :

— DEALER WORKMANSHIP CONCERN/SRS LIGHT ON

No. of Attachments - 0

Site / Contact info -

Product info

Site Name :
Dealer No.

Site Phone No. :
Contact Name
Day Phone No
Evening Phone No
Cell / Pager No
Fax No_

Address

City / State / Zip -
E Mail :

1 Svc District / Sls District

DESOTO, TX [

Trim :

Current Dealer Info :

Current Dealer No. / Name : 251470 / VANDERGRIFF ACURA

Seliing Dealer No_ / Name -

‘ No_Of Doors
Transmission Code
‘ Extenor Color :
\ Factory Warranty Start / End Date
‘ Factory Warranty Cancellation Date

Unit Owner

VIN Type / No

Model / Year : TSX /2004
Model ID / Preduct Line CL9684JW / B
Miles / Hours : 98,000

In Service Date : 03/22/2004
Months In Use : 68

Engine Number : K24A21028568

BASE
4

SAT
BK

624

]
US VIN/ J}-N(‘I})6894(-

Originating Dealer No. / Name ;251225 / ACURA OF SPRINGFIELD
251470 / VANDERGRIFF ACURA

Phone No 817-467-1000
| Address 1100 W_[-20 HPP/VSC Coverage Start/ End Date :
City / State / Zip ARLINGTON, TX 76017 HPP/VSC Canceliation Date °
Svc'Dlst.rrct / Sis District f)ﬁ? / A06 Extended Warranty Start/ End Date
Warranty Labor Rate / Date © $120.00 / )
Extended Warranty Cancellation Date :
Agent Name Comp Ind. - ‘
Previous Dealer Info : 3rd Party Info :
Dealer #[ Dealer Name 7] Agent Name |Comg Ind ]
| | Party 1. Not Applicable Party 3: Not Applicable ]
Party 2 Not Applicable Party 4 © Not Applicable
|SSues : ) |
Issue ID / Title Status ~ Issue Type T Issue Type 2 EEOFCo'dq Labor Code Desc
PRODUC|Subcase Close Product Operation 752 SRS
SERVIC [Subcase Close Service - Dealer Workmanship 10 Upper Engine
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Issue Derains
[ IssuelD: Disposition- Complaint R Conaition : Closed Wipbin
Issue Originator . Richard Miller Type 1: Product Status - Subcase Close Open Date :  11/18/2009 4:00:09 PM
Issue Owner : Richard Miller Type 2: Operation Queue - Close Date :  11/18/2009 4:00:21 PM
Issue Title : _ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info :
abor Code 7 Desc 1752 S Solution TD' Resolution Title
Condition Code Desc Warn Light On 7524 solunon Title .

Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions :  Documented Concern, Provided [nformation

Component Category © 14 - Air Bags
Previously Published : NO Parts Info :

Fire Indicator : NO Pulle
Rollover Indicator : NO 1 Part No | Part Description [ BO Reason

Cosmetic / Sound Quality Indicator: NO
Dealer Coding:

Issue Details
rsswe o Disposition: Complaint : Condition : Closed Wipbin :
Issue Originator : Richard Miller Type 1 - Service - Dealer Status : Subcase Close Open Date :  11/18/2009 4:00.45 PM
Issue Owner : Richard Miller Type 2: Workmanship Queue Close Date - 11/18/2009 4:01:00 PM

Issue Title : I S:RVICE - DEALER - WORKMANSHIP

Coding Info : Solution / Linked Resolution Info .

Labor Code / Desc : 110 / Upper Engine Solution DT Resolution Tifle
Condition Code Desc Scheduled Maint 1109 clution Title

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions . Referred to Dealer, Documented Concern, Provided Information |

Component Category : NR - No Category Found

::_rev:og.slytPubhshed : :g Parts Info :
ire Indicator -

Rollover Indicator : NO Part No. | Part Description ] BO Reason
Cosmetic / Sound Quality Indicator:  NO

Dealer Coding.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History
Case D . _ Case Title : _ DEALER WORKMANSHIP CONCERN/SRS LIGHT ON

*#% CASE CREATE 11/18/2009 2:46 05 PM, jespinoz
Contact || oty = N/A. Status = Solving
*&% CASE CLAIMS LOOKUP 11/18/2009 3:20:54 PM, jespinoz
CLAIM CHECK 11/18/2009 03:20:54 PM jespinoz
The following Claim History information was found
0, 2007-07-14; 251470, 194161; 510; 7120A2 ; PRODUCT UPDATE. MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL
METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
*** CASE CAMPAIGN LOOKUP 1 1/18/2009 3:20:59 PM, jespinoz
CAMPAIGN CHECK 11/18/2009 03:20:58 PM jespinoz
The following Campaign information was found
04-026; P45; TRUNK WIRE: 01/21/05; FX,
06-050; 027;ﬁilass Action Acura; ; NU;
04-021; Q33; 03-04 RADIO DISPLAY: ;;
07-016; Q36; 04-05 TSX
*#% NOTES 11/18/2009 3:45:45 PM, jespinoz, Action Type : Call from Customer
Verified contact info
Client stated that she has always serviced with Vander Gniff Acura and at this point she feels like for five or six years now they have just been using incorrect

(generic) parts and impropcrly servicing her vehicle.

Client stated that the vehicle was taken to an independent mechanic because of an issue with the brakes, she was told that she had the incorrect brake pads on,
she stated that they found installed on her vehicle a set of generic brake pads that are the incorrect size.

She was toid that the o1l was never changed it looks like they have just added new oil on top of the oil that they never drained. The name of the independent
mechanic is Nobl Auto Repair,

[ asked if she has ever had any problems with the vehicle and she told me that she has never had a engine problem but in the last five years it has been in

to the dealership at least three times,
She told me that she had them remove the rotors and spinned them, (resurfaced was explained and told me that sounds accurate)

The client also described a problem with the air bag light. [ confirmed thru pg S5 in the owners manual that she was speaking of the Supplemental Restraint

System Indicator.
I confirmed that the air bag light comes on when the driver seat beit is not fastened and stays on ever after she fastens it.

She is concerned with fact that the dealership told her that they must charge her $200.00 to diagnose the probiem.
The client did not state what she is asking of Acura.

[ consulted my TL about the issue and then spoke with the client and explained that she should speak with the serv mgr at the dealreship to address her concerns
and the fact that she feels like they did not preform the services paid for over the years.

The client became upset and stated that something should be done about this now and requested that [ conference the dealership in.

After I denied any kind of conferencing and explained that she must first address it with the dealreship the client began asking to speak wtih someone else or

a supervisor to get another option.

[ explained there would be nothing further that we can do.

[ placed her on hold and the call dropped.
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CUSTOMER RELATIONSHIF MANAGEMENT SYSTEM
AMERICAN HONDA =t

Spoal Report

08/09/2013

Case History

bR @000 | Case Tite | U5 AR WORKMANSHIP CONCERNSRS LIGHT ON

*¥* CASEMODIFY 11/18/2009 3-48:50 PM. 1espinoz
into WIP default and Status of Solving
*** CASE YANKED | i/18/2009 3:3039 PM, ron|ler
Yanked by rmiller into WIPbin default.
FFENOTES 1171812009 3:58:15 PM_tmiller, Acnon Type  Call from Customer

Verified contact information,
M alled back to ACS stating the call was lost and requested to speak to the previous rep. I apologized for the dropped call and informed the Rep
is unavaiable at this time
Reviewed case with TL.
I [nformed the client she will need 1o take the vehicle into the dealer and speak to a manager. Either the SM or GM | informed the client while at the
dealer she can have her vehicle diagnosed (or the seatbelt concern. She noted she already tried to have them diagnose it,but they tried to charge her for diagnosis.
I verified with the chient the dealer is allowed to charge for diagnosis, but if the repair is going to be warranted she will not be charged for that fee.
She understood and asked to speak to a manager. I informed the client anyone she speaks to will tell her the same. [ informed the client while at the dealer
for the diagnosis she can speak to a manger in regards to what the IRF has said abou! the services. [ verified with the client the allegations are by a local
IRF toward our certified Acura dealerships. Iinformed the client when she decides to go or speak tol he dealer she can give us a call back and we can forward
her case over te actas a Liaison. I informed the client we will need her to give the SM a chance to get involved and explained they are our ears and eyes.
Client said we have bad ears and eyes and again asked for a manager. | reilerated anyone she speaks to will inform her what T have. She understood and still
asked for a manager.
I got TL on the line
wwe SUBCASE NG e 1 118/2009 4.00 09 PM, miller
Created in WIP Default with Due Date 11/182009 4:00:09 PM
==+ suBcASE NG os: 1152009 40021 M. rrler
Status = Solving, Resolution Code = Instruction Given
we= SUBCASE [ - A TE 11/18/2009 4:00:45 M, rmiller
Created 1n WIP Default with Due Date 11/18/2009 4.00 45 PM.
« susCASE NG os: 1 (/182009 4:01:00 PM, tiller
Status = Solving, Resolunon Code = Instruction Given
M CASE MODIFY 11/18/2009 4:01 06 PM, rmiller
into WIP default and Status of Solving.
=% NOTES T11/18/2009 4:34:17 PM, mbogan, Action Type © Call from Customer
Spoke 10 Mr. I Sbe indicated that she is not satisfied with the effort we are making to address her concern. She states that she has complained multiple
times about brake and rotor concerns, but the dealer could never address it for her. She states that she went to the Acura dealer because she thought she would
be the highest level of service. She suggested that it is upsetting to have to be told by an IRF that the dealer was not taking proper care of her vehicle.
She states that they told her that the wrong sized brake pads were installed and that the rotors had never been serviced She indicated that the dealer had told
her on multiple accasions that they had resurfaced the rotors She stats that she can no longer trust the dealer,

I expressed an understanding for her frustrations T advised, however, that Acura can not simply use information from an IRF to condemn the dealer without
them having had a chance to respond to the claims. I explained that this 15 why we are asking for her to foliow through with the dealer and speak with management

aboun these issues
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spoal Banant Run Date : 08092013

Case History
case D NN Case Title . (S D=4 ER WORKMANSHIP CONCERN/SRS LIGHT ON

The client suggested that she did not expect for management to provide a satisfactory response She stated that this1s why she thought it was more useful to
coniact our office.

| explained to the client that we could contact the dealer on her behalf and present them with her claims, but without her siating a desired outcome there is
little more that we can do. I again asked the client how could we best help her.

The client stated that she did not know. She emotionally explained that she has had 1o deal with these brake issues or multiple years and she fecls that the
dealer never put a serious effort into addressing it The client indicated that she purchased the vehicle new and starzed complaming about brake issues after the
first year

1 expressed understanding for her issues. [ explained, however, now that the brakes have been serviced we are limited as to what we can do (o further pursue
any resolution. [ suggested that we can document the complaint and use the information to help idenufy areas of needed 1mprovement for the dealer 1 suggested
that she would be better served having a direct discussion with management at the dealer so that they can respond direcily and have an open dialogue about the
desired outcome. I suggested that if she 1s not comfortable speaking with the service manager, then she can attempt to reach the GM of the dealership

The client agreed to follow up with the dealer to present her concerns, She siated that she still was not confident that they would commut to addressing the
concern to her satisfaction.

[ then confirmed with the client that she did have 3 <ear belt or SRS warning light on continuously. | advised that we strongly encourage her to have this
diagnosed ar either Vandergriff Acura or the next nearest dealer, [ advised thatif the dealer 1s not able w justify any cost assocrated with the repair. then
she can geve our office a call back for further imvolvement,

The client understood.
*¥* CASE MODIFY 11/18/2009 4:35 02 PM, rmiller
into WIP default and Status of Solving.
#*% CASE CLOSE 11/18/2009 4:35:05 PM, rmiller
Status = Closed. Resolutron Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/02/2013
Case Details

Case ID Division Honda - Auto ~ Condition * Closed Open Date =~ 7/212012 7:59:15 AM
Case Onginator - Arlilu Padungyothee (Team CK)  Sub Division | Salellite Center Status Closed Close Date ; 7/2/2012 8.06:48 AM
Case Owner Arlilu Padungyothee (Team CK)  Method Phone Queue- Days Open: 0

| Last Closed By . Arlilu Padungyothee (Team CK)  Point of Origin - Customer Wipbin
Case Tite [ sRs SEAT BELT BUCKLE REMBURSEMENT No of Attachments: 0

Site / Contact Info : Product Info *
Site Name . Unit Owner I 0
Dealer No. VIN Type / No. US VIN/JH4CLos8X4CTHIN
Site Phone No. Model / Year . TSX /2004

| Contact Name : Model ID / Product Lin® CL9684JW / B
Day Phone No Miles / Hours 78,000
Evening Phone No in Service Date 06/25/2004
Cell I Pager No Months In Use : 97
Fax No. Engine Number : K24A21031134
Address Originating Dealer No, / Name : 251289 / KAREN RADLEY ACURA

| | City/State/Zip.  RICHMOND, VA I | Seliing Dealer No. / Name = 251300/ FRANKEL ACURA

E Manl - Trim BASE
Svc Distnct / Sis Distnct / No Of Doors 4

Transmission Code : AT

Current Dealer Info : Exterior Color: RE

Current Dealer No. / Name ' 251489 / CROWN ACURA Factory Warranty Start / End Date -

Phone No 804-273-9633 Factory Warranty Cancellation Date

Address 8704 W BROAD ST HPP/VSC Coverage Start/ End Date

i ate / Zj CHMOND, VA 2326
) A s 3 Extended Warranty Start / End Date :

Warranty Labor Rate / Date = $110.00 / e % ~
[ A Extended Warranty Cancellation Dale
‘ Agent Name : Comp Ind [ - 3
Previous Dealer Info : 3rd Party Info -
Dealer #[ Dezler Name 7 Agent Name [Comp Inﬂ

’ Party 1= Not Applicable Party 3. Not Applicuble )

Party 2 - Not Applicable Party 4 : Not Applicable “ s ‘
| _ | , ]
[Ssues : : ‘

Issue D7 Tile Status IssueType 7 Issue Type 2 Labor Codel Labor Coae Desc,
_ PRODUCT | Subcase Close Product (peration - 52 SRS~ — - e o
I
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4 AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :  08/09/2013
Issue Details
Issue ID Disposition: Information Condition  Closed Wipbin : ¥
Issue Onginator : Arhilu Padungyothee Type 1 Product Stalus Subease Close Open Date;  7/2/2012 8:05.42 AM
Issue Owner . Arhlu Padungyothee Type 2: Operation Queue Close Date: 7/2/2012 8:06:48 AM
tssue Title : |- FRODUCT - OPERATION _J
Coding Info : Solution / Linked Resolution Info :
[ Labor Code7Desc 7527 5RS alution 1D Resolufion Title
Condition Code Desc Advanced SRS Sys752a olution Title
Campaign Code / Desc:  /
Temperament Code Cold
Resoiutions .  Provided Information
Component Category ! 15 - Seat Belts —
Previously Published . NO Parts Info
Fire Indicator - N rags Into. = e e =~ r B .
Rollover Indicator : Ng Part No. | Part Description | BO Reason
| Cosmetic / Sound Quality Indicator:  NO
Dealer Coding’
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date = 08/09/2013
Case History
casen: [ GG Case Tile Q- SRS SEAT BELT BUCKLE REMBURSEMENT
M CASE CREATE 7/2/2012 7:59: 15 AM, apadungy
Conract = Prionty = N/A_ Status = Salving.

*=¥ CASE MODIFY 7/2/2012 7-59.20 AM, apadungy
into WIP default and Status of Solving
“+% CASE MODIFY 7/2/2012 7:59-24 AM, apadungy
into WIP default and Status of Solving
*+* CASE MODIFY 7/2/2012 7:59.51 AM, apadungy
into WIP default and Status of Solving
=** CASE MODIFY 7/2/2012 8:01:49 AM. apadungy
into WIP default and Status of Solving,
EENOTES 7/2/2012 B05°18 AM, apadungy. Achion Type  Call from Customer
The client called ACS and mformed that the srs lighr was on and his irf informed him to take the vheicle to the acura dealer as the vehicle has the limuted
life nme warranty on seat belts. He tookr he vehicle to dealer 251489 and they were not able to identify why the srs light was on. He went back to his
irf who diagnosed the tssued 1o be 6110 left seat belt buckle He had the repair done at the irf and is now seeking reimbursement i transferred the call
to customer relations and call ended
*=+ SUBCASE || R=~ & 722012 805 42 AM, upacungy
Created 1n WIP Default with Due Data 7/2/2012 8:05:42 AM.
=3 SUBCASE | "LOSE 7/2/2012 80648 AM, apadunsy
Status = Solving, Resolution Code = Instruction Given
% CASE CLOSE 7/2/2012 8.06:48 AM, apadungy
Status = Closed, Resolution Code = [nstruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date . 08/09/2013
Case Details
CaselD: Division Acura - Auto Condition - Closed Open Date  7/2/2012 8:02.43 AM
Case Originator * Martin Famiglietti (Team AC) Sub Division :  Customer Relations Status Closed Close Date  7/13/2012 6:13-21 AM
Case Owner:  Steve Felix (Team AA) Method Dealer Referred Queve : Days Open . |1
Last Closed By . Steve Felix (Team AA Point of Ongin ; Customer Wipbin
Case Title  2H ﬁ SEATBELT BUCKLE REIMBURSEMENT No. of Attachments . 1

Site / Contact Info -

Site Name

Dealer No

Site Phone No
Contact Name

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

Adaress

City / State / 2ip -
E Mail

Sve District / Sis Distriel”

r
I

Product Info :

RICHMOND, VA

Engine Number

Selling Dealer No. / Name
Trim
No. Of Doors

Current Dealer Info :

Transmission Code
Exterior Colar

[ Current Dealer No / Name

Unit Owner B 2 T

VIN Type / No LIS VIN 7 JH4CLI968X4

Mocel / Year TSX /2004 C-
Model ID / Product Line CL9684iW / B

Miles / Hours 78.115

In Service Dale 06/23/2004

Manths In Use 97

K24A21031134

Onginating Dealer No. / Name 251289 / KAREN RADLEY ACURA

251300/ FRANKEL ACURA
BASE

4

SAT

RE

251489 / CROWN ACURA

Factory Warranty Start / End Date
Factory Warranty Cancellation Date :

Phong NO 804-273-9633
Addrass 8704 W BROAD ST HPPNV/SC Caverage Start / End Date
- S P - 23
City / State / Zip R,EC”M(:ND’ YA 22 HPP/VSC Cancellation Dale :
Sve District / Sls Distnct -~ 02H/C02 Y o T
. $110.00 / Extended Warranty Start / End Date
Warranty Labor Rate / Dale g E ¢ : '
‘ Extended Warranty Cancallation Daie
Agent Name . Cornp Ing, ’
Previous Dealer Info : 3rd Party Info :
[Dealer #] Dealer Name I Agent Name [CompTnd| — S—
[ Party 1  Not Applicable Party 3: Not Applicable 1
‘ Party 2 Not Applicabie Party 4 . Not Applicable l |
| |
Issues : i
[ [SSug D7 Tiile | Status Tssue Type 1 ssue Type 2 [abor Codgl Labor Code Desc
PRODUCT Subease Close Product Operation 752 SRS
RODUCT — [Subcase Close Product Operation 354 Seat belt, Tront
PRODUCT  [Subcase Close Product Operation 854 Seat belt, front
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date = 08/09/2013

Issue Details

Issue ID: Disposition: Complaint Condition * Closed Wipbin
Issue Originator  Martin Famigliett Type 1 Product Status Subcase Close Open Date:  7/2/2012 8:20.32 AM
Issue Owner = Martin Famiglietti Type 2 Operation Queue : Close Date - 7/2/2012 8:22:06 AM
Issue Title . PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info .

r Code7Desc 7527 SKS
Condition Code Desc Warn Light On 7524

Campaign Code / Desc ™ {
Temperament Code ; Please Specify
Resolutions . Documented Concern, Pravided Information

. Component Category . 14 - Air Bags
Previously Published  NO

o esolution Tie -
lution Title

Fire Indicator : NO Fads Info. ;
Rollover Indicator : NO | Fart No | Part Description | BOU Reason
Cosmetic / Sound Quality Indicator :  NO
Dealer Coding
Issue Details
W ‘Disposition. Complaint Conditon - Closed Wipbin -
Issue Onginator ; Martin Famigliett: Type 1 Product Status Subcase Close Open Date :  7/2/2012 8.20.57 AM
Issue Qwner Martin Famigliett: Type 2. Operation Queue Close Date - 7/2/2012 8:22:06 AM
Issue Title I RODUCT - OPERATION

Coding Info :

Solution / Linked Resolution Info -

| | Labor Code / Desc 854/ Seat belt, front OO 10~ Resomtion Te
Condttion Code Desc ~ Other 854X olution Title :
Campaign Code/ Desc /
Temperament Code : Please Specify

‘ Resolutions :  Documented Concern, Provided Information
Component Category . 15 - Seat Belts
P_reviously Puplished NO Parts Info -
:";ﬁc'cg"fi;‘:;w_ rljg J Part No T Part Descriphion T BU Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:

L,, A| L I} |

L
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! AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date  08/09/2013

Spool Report

- Issue Details

Issue D . Disposition: Complaint Condition  Closed Wipbin P——

Issue Originator - Steve Felix Type 1 Product Status Subcase Close OpenDate:  7/5/2012 822,24 AM

3

Issue Owner . Steve Felix Type 2. Operation Queue Close Date  7/13/20126:13.20 AM |

Issue Title - RODUCT - OPERATION
il :
Coding Info : Solution / Linked Resolution Info : )

Labor Code7 Desc ~854 7 Seat belt, front | Eclutlon D Resolution Title

Condition Code Desc Other 854X olution Title

Campaign Code / Desc | |

Temperament Code Cold

Resolutions ©  Assist- AHM 100%

Component Category - 15 - Seat Belis -

Previously Published . NO

' ; A Parts Info :

Fire Indicator NO

th;ltoverlndicator: NO | ~PartNo Fart Deschpfion | BO Reasen

Cosmetic / Sound Quality Indicator :  NO T4RTE-SEC-AT2ZC BUCRTE SET VRN Not Applicable 1

Dealer Coding

LS
Check Req Info :
heck Requisttion NG, - T0T49 = - —'

[_grimary Amount:  $302.83 i Ngme

Incidental Type 1/ Amount ‘Not Applicable /50,00 gf;'legfate 12 .

Incidental Type 2 / Amount Not Applicable /%0.00 Campaign Tem‘:)iate B . |- !

Total Amount $302 83 ;

) Contention Code . 01201

Approved By nogsn DefectCode: 03214

Approval Date - 7/5/2012 2:08-12 .

Status'  PROCESSED Category Reaular

SSE . ? a1

[ Check No 1981623 Failed Part # 04816-SEC-A122C

‘ Check Date | 7/6/2012
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date ; 08/09/2013
Case Hisfory

case 0. (NG Case Tille | ZH«CROWN~--SEATBELTBUCNLERI:IMBURSEMEN'I'

**% CASE CREATE 7/2/2012 802:43 AM. mlamigh
Contact - Friomity = N/A, Status = Solving
**TCASE MGDIFY 7/2/2012 809 56 AM, mfamiglh
into WIP default and Status of Selving,
. CASE MODIFY 7/2/2012 81401 AM. miamigh
o WIP default and Staws of Solving.
< CASE MODIFY 7/2/2012 8 14:27 AM, m fanyivly
into WIP default and Status of Sclving,
**1 NOTES 7/2/201 1 81936 AM, mfamigh_Acuon Type  Call from Customer
WT from the Chino call ¢enter
Updated rhe contact infopmation

Best contact number \s _

The client called in to ACR because he was having an 1ssue with an SRS light showing up on hus dashboard.

AMERICAN HONDA

The client took this vehicle to his local IRF. The IRF advised that the client take the vehicle to an Acura DLR because they thought it might be an
issue with his seat belt.

The client took the vehicle to Crowa Acura on Monday. The DLR reported that they couldn’ L diagnose his jssue to find out what the code was. The DLR
did advise that the client replace his SRS light for $500. The client reported that the DLR couldn ¢ pull up any codes.

The client decided 1o go back to his [RF who ran a diagnostic and pulled the following code: 6110 for the left seatbelt buckle.

The client had the TRF replace the part, which they ordered from Crown Acura {04816-SEC-A12ZC). This resolved the client s issue with the SRS
light and the code did not return.

The client called in to see if he could be reimbursed for this seatbelt replacement since the part comes with a lifetime warranty.

The client reported that he was advised by Ken Richmond, the SM at Crown Acura, to call in and request reimbursement [rom ACR. The client explained that
he would have had the work originally done at the Acura DLR, but that they couldn/ t pull up the code and were reporting that nothing was wrong with the seatbell.

ACR informed the client that we normally advise for client to perform work through an Acura DLR. ACR informed the client that he can still fax in Ins
paperwork for the labor and parts with the IRF to ACR to inquire about possible reimbursement ACR informed the client that he can expect a return call
from a DCM to follow np with him and review his request by the fellowing business day from when he faxes in his paperwork,

ACR provided the client with the fax number for ACR.

ACR provided the client with his case number

ACR asked the client if he is the original owner of the vehicle
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date © DR/NB2013

Case History

Case ID Case Title ~  2H - CROWN _ SEATBELT BUCKLE REINBIURSEMENT

The client reported that his wife is the original owner

The client had no further questions. ACR thanked the client for calling ih to ACR
**= SUBC ASE*REATE 7/2/2012 8:30:32 AM. mfamigli
Created in W ault with Due Date 7/2/2012 8:2032 AM,

“** SUBCASE REATE 7/2/2012 8:20:57 AM, mfamigh
Created in WIF Detault with Due Date 7/2/2012 §:20 57 AM

*** CASE MODIFY 7/2/2012 8:21:51 AM, mfamigl)
into WIP default and Status of Solving.

*#* CASE MODIFY 7/2/2012 8:22:02 AM, mfamigli
mto WIP default and Status of Solving.

= SUBCASE [N | Ot 7/2/20)2 8:22:06 AM. miamigh

Status = Solvige. Res = lostruction Given
"=“ SUBCAS LOSE 7/2£2012 §:22.06 AM, mfanmizh

Status ~ Solving, Resolution Code — [nstruction Given
**+ CASE CLOSE 7/2/2012 822:06 AM. mfamigh
Status — Closed, Resolution Code — Instruction Given, State = Open
##* CASE REOPEN 7/3/2012 11:51:07 AM, pbongco
with Condition of Open and Status of Solving
*=* NOTES 7/3/2012 11:31.18 AM, pbongco, Action Type  Letter/Fax
On 07/03/12 ACR received a 2-page fax from the client regarding previous issue
**¥ CASE MODIFY 7/3/2012 11:51.44 AM. pbongeo
into WIP default and Status of Solving.
##% CASE DISPATCH 7/3/2012 11:51.47 AM. phongeo
from WIP default to Queue Acura Team A.
##= CASE ADD ATTACHMENT 7/3/2012 12.00:20 PM. crmsuser
Added attatchment ScanDoc | with path ‘abmtoriO\crms_scandociScanDoc_Final\B012012-07-0201352_1 PDF
tx+ CASE ACCEPT 7/3/2012 12.26:17 PM. sfelix
from Queue Acura Team A to WIP Default.
** CASE MODIFY 7/3/2012 1 31,31 PM, sfelix
into WIP Default and Status of Solving.
*FENOTES 7/3/2012 1:43:08 PM, sfelix. Action Type . Call to Cuslomer
| contacted the client regarding his reimbursement request. The client states that last Friday he took the vehicle 1o and IRF For an oil change. At that
time the SRS light was on so he had the IRF pull the cods. He was informed that the seat belt buckle needs replacement. He was advised to take it
10 the Acura dealer because 1t would be covered by warranty. The client took the vehicle to the Acura dealer the fol lowing Monday. He paid for diagnosis
only to be told that they were not able to pull a code even though the light was on. He ended up taking the vehicle back to the IRF who ordered the part
from CROWN ACURA and nstalled it. Since this repair would be covered under warranty, he would like to be reimbursed
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CUSTOMER RELATIONSHIF MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date . 08/09/2014
Case History
case 10 || G Case Thie- 2 - CROW - S=ATBELT BUCKLE REIMBURSEMENT

Iinformed the client that warranty work can only be performed by an Acura dealer. [ can review his request for reimbursement to see if there is a possibility
of reimbursing him for the repair. The client understood and was informed that T would provide an update to lom no later than Friday. The client understood.
*¥* NOTES 7/3/2012 1:45:08 PM. sfelix, Action Type : Note-General
I reviewed claim history and found a claim (Roh from CROWN ACURA for the same part the client claims was installed by his IRF |
will contact the dealer for more information
= CASE MODIFY 7/3/2012 1-45-24 PM, sfelix
into WIP Default and Status of Solving,
“** NOTES 7/3/2012 1 48.07 PM, dchavez, Action Type : Call from Customer
Customer called in and is asking (o speak with the CM

He states that he locared the documents that were asked of him
| placed hum on hold fo see 1f the CM was available and was 1old to note the case with the RO# that was requested

He stated that he would contact the client back after spealinawitbzhe dealership
I let the customer know and he provided me with the R
I stated that the CM will be in contact with him soon and he thanked me for the help

Nothing further was needed
= COMMIT 7732012 1:59.36 PM. sfelix Action Type © N/A
CROWN - contact SM Ken
“*% CASE MODIFY 7/3/2012 1:59:56 PM, sfelix
into WIP Default and Status of Solving,
¥ NOTES 7/5/2012 R:15.51 AM, sfelix, Action Type ; Call to Dealer
[ contacted CROWN ACURA and spoke with SM Ken | made im aware the client is requesting reimbursement on a seatbell buckle. However, [ see an
RO listed in claim history and was not sure if they reimbursed the client or repaired the vehicle there, The SM informed me that the clam was put in by

mistake He already spoke with the DPSM about this. There was some miscommunication and the claims administrator put the claim 1n  He confirmed the situation
where they did not pull a code even though the SRS light was on.

#** NOTES 7/5/2012 8 17:57 AM, sfelix, Action Type Note-General
| reviewed the case with my RM and we will proceed to reimburse the client.
**% CASE MODIFY 7/5/2012 8.18:00 AM, sfelix
into WIP 2H and Status of Solving.
“FENOTES 7/5/2012 8.20:52 AM, sfelix. Action Type : Call to Customer
[ contacted the client at 804-814-1912 and lefta VM, [ asked the client to please retum my call.
*#% CASE MODIFY 7/5/2012 8 20:55 AM. steliy
into WIP 2H and Status of Selving,
¥ CASE FULFILL 7/5/2012 8:20:58 AM. sfeliy

Fulfilled for _duc 07/05/2012 12:00.00 AM.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date -

08/09/2013

Case History
eI 00 | Case Titie - 2H - CROWN |l - seATBELT BUCKLE REIMBURSEMENT

#=#* CASE MODIFY 7/5/2012 8:2):08 AM, sfelix
into WIP 2H and Status of Solving
== SUBCASE [N < A TE 77512012 8 2024 AM, <felix
Created n WIP Default with Due Date 7/5/2012 8:22 24 AM
% CASE MODIFY 7/5/2012 823 19 AM_ sielin
into WIP 2H and Stawms of Solving
*e4 CASE MODIFY 7/5/2012 8:24:27 AM, sfelix
into WIP 2H and Status of Solving.
=2 COMMIT 7/5/2012 824:35 AM, sfelix, Action Type ' NIA
client call back?
*=4 CASE MODIFY 7/3/2012 8:24.46 AM, sfelix
into WIP 2H and Status of Solving
“'* SUBCAS ISPATCH 7/5/2012 8 24:34 AM stehx
from WIP Default to Queue Ck Req - Bogan,
#*% NOTES 7/5/2012 9:56:48 AM, sfelix. Action Type * Call from Customer
! received a return call from the client. [ informed the client that Acura will be able to reimburse him for the repair. | had him confirm the mailing
address. 1informed him that | would put in his reimbursement request and I should have the check in hand by next Friday, { will call him before [ send
the check out to him to make him aware the check s being mailed out The client understood.
**% CASE MODIFY 7/5/2012 9 5649 AM. sfelix
mio WIP 2H and Status of Solving.
rea CASE MODITY 7/5/2012 9,56:51 AM. sfelix
into WIP 2H and Status of Solving
=** CASE FULFILL 7/5/2012 9:36:38 AM sfelix
Fulfilied for | dve 07/09/2012 12:00:00 AM.
' COMMIT 7/5/20112 9:56:59 AM, sfelix, Action Type : N/A
| check req approved?
*** SUBCASE BO12012-07-0201352-3 7/5/2012 2:08:12 PM, mbogan, Aclion Type
Cheek Requistion for 302,83 § submitted
Check Requistion for 302.83 § submitted by mbogan
=+ SUBCASE ||| = 7=~ 77512012 20831 PM, mbogan
from Queue Ck Req - Bogan to WIP Dispatched.
*== SUBCASE COMMIT 7/9/2012 8 03.36 AM, sfelix, Action Type ; External Commttment
Check processed for check_req _no = 10149 on 2012-07-06-00.00 00 000000
¥** SUBCASE B012012-07-0201352-3 FULFILL 7/9/2G12 9:11 33 AM. sfelix
Fulfilled for due 2/7/7 927
**ENOTES 7/9/20129-14 29 AM. sfelix Action Type - Call to Customer

I contacted the client at -nd lefta VM [informed the client that | have his check and will be sending it out today. | made
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM —l
AMERICAN HONDA Spool Report Run Date - 08/09/2013
Case Hisiory
czse 10 NG Case Tite 21 - <~ TRFI.T BUCKLE REIMBURSEMENT

him aware that he should be receiving it within the next few days.
=% CASE FULFILL 7/9/2012 9:20:40 AM., sfelix
Fuifilled for | 2 07/13/2012 12:00:00 AM.
“** COMMIT 7/9/2012 9:20-41 AM. sfelix, Action Type  N/A
no issues? close case
#++ SUBCASE [N i oS 77132012 6:13.20 AM, sfelix
Status = Solving, Resolution Code = Instruction Given
¥ CASE CLOSE 7/13/2012 6,13:21 AM, sfelix
Status = Closed, Resolution Code - Instruction Given, State — pen

3|
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTE;JI

Spool Report Run Date - 08/09/2013 ‘

|

Case Details
CaseD. [ Division:  Acara- Auto Conditon  Closed R e T
Case Originator ; Anthony Varon (Team MA) Sub Division:  Customer Relations Status . Closed Close Date:  2/16/20102;16 34 PM [
Case Owner.  Aathony Varon (Team MA) Method Phone Queue Days Open . 0 ‘
Last Closed By . Anthony Varon (Te: ) Point of Origin . Customer Wipbin :
Case Title wmmam LIGHT ISSUE/WARRANTY INQUIRY No. of Attachments - 0
Site / Contact Info : Product Info :
Site Name Unrt Owner —7.‘:3 |
Dealer No VIN Type / No US VIN / JTH4CLS6844C
Site Phone No Modsl /Year TSX /2004 -
Contact Name Maoael 1D / Product Line CL9684IW [ B
Day Phone No. . Miles / Hours : 60,100
Evening Phane Ng In Service Date 04/24/2004
Ceil / Pager No Manths In Use 70
Fax No. Enagine Numbar K24A21031361
Address Originating Dealer No / Name 251128/ ACURA OF PEMBROKE PINES
City / State / Zip . Selling Dealer No / Name 251003 / RICK CASE ACURA
E Mall Trim BASE
Sve District / Sls District No. Of Doors 4
Transmission Code AT
Current Dealer Info , Exteriar Color BX
[ Current Dealer Na. / Name Factory Warranty Start / End Date
‘ Phone No Factory Warranty Cancellation Date
Address HPP/VSC Coverage Start / End Date
‘ City / State Lip HPP/VSC Cancellanon Date
Sve District / Sis Drstrict ‘ Extended Warranty Start / End Date
Warranty Labor Rate / Data / A
: Extended Warranty Canceliation Date
Agent Name Comp Ind |
Previous Dealer Info : 3rd Party Info :
[Dealer #| Dealer Name Agent Name [Comg Ind ] -
| | Party1: Not Applicable Party 3 Not Applicable
Party 2. Not Applicable Party 4 Nol Applicable
[ssues ; T
—Issue 1D 7 Title Status Tssue Type 1 ‘ [ssue Type Z Labor Cod ~Laoor Code Tesc
Subcase Close Produrct ) Operation 752 SRS
Subcase Close Waranty Coverage 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spoal Report

Run Date . 08/09/2013

ssuelD - Disposition. Complaint
| Issue Originator @ Anthony Varon Type 1  Product
| Issue Owner:  Anthony Varon Type 2. Operation

| Issue Title _ PRODUCT - OPERATION

TSsue Defails

Condition - Closed Wipbin

Status Subcase Close Open Date -
Queue Close Date :

2/16/2010 2:15.07 PM
2/16/2010 2:15:22 PM

Coding Info

Labor Code / Desc - 752 / SRS

Condition Code Desc Warn Light On 7524
Campaign Code / Desc ©  /

Temperament Code Please Specify
Resofutions :  Provided Information, Documented Concern
Component Category @ 14 - Air Bags
Previously Publisned  NO

Fire Indicator - NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator:  NO

Dealer Coding:

Solution / Linked Resolution Info -

solution 107, Resolution Tifle
olution Title
Parts Info :
| Parf No | Pafi Description BU Reason
|

Issue Details

W Disposition: Information Condition © Closed Wipbin -

Issue Originator | Anthony Varon Type 1  Warranty Status Subcase Close Open Date  2/16/2010 2-15:41 PM
Issue Owner : Anthony Varon Type 2. Coverage Queue Close Date - 2/16/2010 2:15:54 PM
Issue Tite . |- A RRANTY - COVERAGE

Coding Info : Solution / Linked Resolution Info -

[ LAbor Code 7 Uesc /517 SRS

Condition Code Desc Warn Light On 7524
Campaign Code / Desc

Temperament Code Please Specily
Resolutions Provided Information
Compenent Category | NA - Please Specify
Previously Published NO

Fire Indicator | NO

Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :  NO
Dealer Coding

ortion 10 Resolution Tie
olution Title
Parts Info -
Part No. L Fari Descrigtion ] BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case HlStO!!
case 0. |G Case Titie :  ( A'RBAG |IGHT ISSUE/WARRANTY INQUIRY

**# CASE CREATE 2/16/2010 2:08:20 PM, avaron

Contact =Wprionty =N/A, Status = Solving.
¥+ CASE 2716/2 2:09:57 PM, avaron

into WIP default and Status of Solving.
**% CASE MODIFY 2/16/2010 2:10:33 PM, avaron
into WIP default and Status of Solving,
*** CASE EXTENDED WARRANTY LOOKUP 2/16/2010 2:10:36 PM., avaron
WARRANTY CHECK 02/16/2010 02:10-36 PM avaron
No data found for VIN
*#* CASE CLAIMS LOOKUP 2/16/2010 2:10:40 PM, avaron
CLAIM CHECK 02/16/2010 02:10:40 PM avaron

The following Claim History information was found
0, 2007-05-11; 251128, 335021 510; 7120A2 ; PRODUCT UPDATE: MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL

METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES),
**3 CASE CAMPAIGN LOOKUP 2/16/2010 2:11:01 PM, avaron
CAMPAIGN CHECK 02/16/2010 02:11:01 PM avaron
The following Campaign information was found
04-012; P28; 04 TSX OUT OF SPECS A/T CASE; ; JX;
04-026; P45, '04 1'SX TRUNK WIRE, ; :
06-050; Q27“:Iass Action Acura; ; |
04-021; Q33; 03-04 RADIO D
*#% CASE VSC LOOKUP 2/16/2010 2:11:03 PM_avaron
VSC-CUC CHECK 02/16/2010 02.11:02 PM avaron
No data found for VIN.
*#% CASE CAMPAIGN LOOKUP 2/16/2010 2:12.43 PM, avaron
CAMPAIGN CHECK 02/16/2010 02:12-43 PM avaron
The following Campaign information was found
04-012; P28; 04 TSX OUT OF SPECS A/T CASE; ; JX,
04-026, P4 22X TRUNK WIRE; ; ;
06-050; QZ?HIass Action Acura; ; ;
04-021; Q33; 03-04 RADIO D
“*% CASE CAMPAIGN LOOKUP 2/16/2010 2:14:14 PM, avaron
CAMPAIGN CHECK 02/16/2010 02:14: 14 PM avaron

The following Campaign information was found
04-012; P28; 04 TSX OUT OF SPECS A/T CASE; ; JX;

04-026; P45, TRUNK WIRE; ; ;
06-050, Q27, lass Action Acura; , ,
04-021; Q33; 03- DIO D

“*= SUBCASE] REATE 2/16/2010 2:15.07 PM, avaron
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date :  08/09/2013

Case History

case D (NN Case Title (SN / 'REAG LIGHT ISSUE/WARRANTY INQUIRY
Created in WIP Default with Due Date 2/16/2010 2:15:07 PM.
= SUBCASE | NI 1 OSE: 2/16/2010 2:15:22 PM, avaron
Status — Solving, Resolution Code = Instruction Given
= SUBCASE REATE 2/16/2010 2:15:41 PM. avaron
Created in WIP Default with Due Date 2/16/2010 2:15.41 PM.
“** SUBCAS LOSE 2/16/2010 2:15:54 PM, avaron
Status = Solving, Resolution Code = Instruction Given
*** NOTES 2/16/2010 2:16:27 PM, avaron, Action Type - Cal[ from Customer

Added Client [nformation
Client is calling because the airbag lights on the driver's side has been coming on.
Client is seeking to know if the airbag system is still covered under warranty.
Client states she has a friend who works at an Acura dealer & they advised her the airbag system may still be covered under warranty.
ACS apologized & advised the client that there are no warranty extensions or recalls for the airbag light however she may want to have the vehicle diagnosed
by an Acura dealer.
P45 '04 TSX TRUNK WIRE 04-026 ACS adwised the client the vehicle is involved & should be taken
to an Acura dealer for completion,
#** CASE MODIFY 2/16/2010 2:16:29 PM, avaron
into WIP default and Status of Solving
**= CASE CLOSE 2/16/2010 2:16.34 PM, avaron
Status = Closed, Resolution Code = Instruction Given, State = Open
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! AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case Title -

2E - 1057 -_ N032012-10-0901560 /STS/SRS COMPLAINTS

Spool Report Run Date : 08/09/2013
Case Details
" CaselD . Division Acura - Auto Condition : Closed Open Date © 101222012 10:37:13
Case Originator : Pamela Bongco (Team AC) Sub Division :  Customer Relations Status:  Closed Close Date :  11/7/2012 10:24:36 AM
Case Owner . Fred Silver (Team AD) Method : Mail Queue Days Open : 16
Last Closed By : Fred Stlver (Team AD) Point of Origin : Customer Wipbin :

No of Attachments : 1

STt; IEontact Info :

Product Info :

Site Name :

Dealer No. .

Site Phone No. :
Contact Name :
Day Phone No.
Evening Phone No.
Celi / Pager No.
Fax No

Address :

City / State / Zip :

E Mail

Svc District / SIs District: 7/

ROCKVILLE, MD,

[ Umit Owner ;

VIN Type / No

Model / Year :

Model ID / Product Line
Miles / Hours

In Service Date :
Months In Use

Engine Number :

Selling Dealer No. / Name :
Trim
No. Of Doors :

Current Dealer Info -

Transmission Code
Exterior Color :

27
W N/ 4(_'L96804C-

TSX /2004
CL9684JW /B
62,013
04/30/2004

102
K24A21033570

Originating Dealer No. / Name :251057 / ROSENTHAL ACURA

251057 / ROSENTHAL ACURA
BASE

4

SAT

SL

Current Dealer No. / Name : 251057 / ROSENTHAL ACURA
Phone No 301-840-9333

Address : 623 N. FREDERICK AVE

City / State / Zip : GAITHERSBURG, MD 20879

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

HPP/VSC Coverage Start / End Date :
HPP/NSC Cancellation Date :

istri ict - 02E / CO2
Sve District / Sis District : ~ 02E /€02 Extended Warranty Start/ End Date

Yyerecty Lagor RateyjDate - S® Extended Warranty Cancellation Date :
| Agent Name : Comp Ind ‘
Previous Dealer Info : 3rd Party Info :
|Dealer #| Dealer Name l Agent Name lComp ind| .
| Party 1- Not Applicable Party 3. Not Applicable
Party 2: Not Applicable Party 4 : Not Applicable
L . | -
ssues :
Issue D/ Title Status Issue Type 1 Issue Type 2 Labor Codgl Labor Code Desc
_R()DUCT Subcase Close Product Operation 753 SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date * 08/09/2013
Issue Detais
ssue D . Disposition: Complaint Condition . Closed Wipbin -
Issue Originator . Silver Type 1. Product Status : Subcase Close Open Date:  10/23/2012 9:15:56 AM
Issue Owner : Fred Silver Type 2: Operation Queue - Close Date :  11/7/2012 10.24:36 AM
Issue Title - [ i} ProDUCT - OPERATION
Coding iInfo : Solution / Linked Resolution Info -
[abor Code7Desc " 7527 SRS olution 1D Resolufion Titlle
Condition Code Desc Warn Light On 7524 olution Title *
Campaign Code / Desc:  /
Temperament Code : Please Specify
Resolutions :  Assist - AHM Partial
Component Category : 14 - Air Bags
Previously Published : NO
Fire Indicator : NO Parts Info :
Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spoo| Report Run Date : 08/09/2013 ‘
Case History
case 0 - [ G Case Tite:  2€ - 1057 - - NO32012-10-0901560 /STS/SRS COMPLAINTS
** CASE CREATE 10/22/2012 10 37-13 AM, pbongco
Contact | rority = N/A_Status = Solving

TEXNOTES 10/22/2012 10-37. 14 AM, pbongco, Action Type
ek kR NOTES WERE COPIED FROM CASE# NO32012_10-0901560 ** %% ss2%3%, 4 ppnanss

HANOTES LOG 10/09/2012 12:23:58 PM mrios
AHM received a typed letter in regards to complaint

*¥+* CAMPAIGN CHECK 10/09/2012 12:25:24 PM mrios

The following Campaign information was found

04-026; P45, TRUNK WIRE;, 12/30/04; FX;

06-050; QZ7;WTIass Action Acurg; ; ;

04-021; Q33; 03-04 RADIO DISPLAY; ;; X

07-016; Q36; 04-05 TSX HID HEADLIGHTS; 04/11/07; FX,
10-010; R35; 04-08 TSX POWER STEERING HOSE; 06/19/10; FX;

**#* WARRANTY CHECK 10/09/2012 12:26:44 PM mrios
No data found for VIN.

*#¥ CLAIM CHECK 10/09/2012 12:26:52 PM mrios
The following Claim History information was found
0; 2010-06-19; 251057; 722301; 510; 5121G2 ; SAFETY RECALL CAMPAIGN. REPLACE THE P/S PUMP OUTPUT HOSE.

S/B#10-010

#*** CAMPAIGN CHECK 10/09/2012 12:27.45 PM mrios
The following Campaign information was found

04-026; P45 TRUNK WIRE; 12/30/04; FX,

06-050; Q’zfmlass Action Acura; ; ;

04-021; Q33,03 DIO DISPLAY; ;, X

07-016; Q36; 04-05 TSX HID HEADLIGHTS; 04/11/07; FX:
10-010; R35; 04-08 TSX POWER STEERING HOSE; 06/19/10; FX;

***% YSC-CUC CHECK 10/09/2012 12:27:46 PM mrios
No data found for VIN.

*** NOTES 10/09/2012 12:32:32 mrios Action Type: Call from Customer
AHM received a one page letter in regards to customer complaiming regarding S35

No other documents received

*** RETURN 10/10/2012 06:31:12 rcisne01
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date :  08/09/2013

Case History
case 10 [ EGTGNNEEEE Case Tite: 26~ 1057 - 1V032012-10-0901560 STS/SRS COMPLAINTS

**¢ NOTES 10/15/2012 16:00 04 mrios Action Type: Note-General
***NOT campaign related, error made***

*** CAMPAIGN CHECK 10/16/2012 (8:03:26 AM mrios

The following Campaign information was found

04-026, P45;'04 TSX TRUNK WIRE; 12/30/04: FX;

06-050, Q27, Vaugn Class Action Acura, | |

04-021; Q33; 03-04 RADIO DISPLAY; ; ;. X

07-016; Q36; 04-05 TSX HID HEADLIGHTS: 04/11/07, FX;
10-010; R35; 04-08 TSX POWER STEERING HOSE:; 06/19/10; FX;

*++ SUBCASE | /152012 8.05 51 AM mrios
¥ CASE YANKED (0/22/2012 10:37:18 AM_ phohgco
Yanked by pbongco into W!Phin delauit.
*#3 CASE MODIFY 10/22/2012 10,37:47 AM, pbongco
into WIP default and Status of Solving
*FNOTES 10/22/2012 10.39:39 AM, pbongeo, Action Type ~ Leter/Fay
On 10/18/12 ACR recetved a 1-page letter from the client regarding previous issue
Document was forwarded from Satellite Office.
#=4 CASE MODIFY 10/22/2012 10:40;14 AM. pbongca
into WIP default and Status of Solving
“er CASE MODIFY 10/22/2012 10 40 28 AM, pbongeo
tnto WIP default and Status of Selving.
“¥= CASE MODIFY 10/22/2012 10:40:28 AM, pbongco
into WIP default and Status of Solving_
#&= CASE DISPATCH 10/22/2012 10-40:30 AM, pbongco
from WIP default to Queue Acura Team B
=% CASE ADD ATTACHMENT 10/22/2012 10:45.19 AM, crmsuser
Added anaichment ScanDoc | with path \\ahmtori0\crms_scandoc\ScanDoc FinallB012012.10-2201393 1 PDF
=¥ CASE ACCEPT 10/22/2012 413 56 PM, Isilver
from Queue Acura Team B to WIP 2E
45 CASE MODIFY 10/22/20123:14°07 PM  fSilver
into WIP 2E and Status of Solving
*=* CASE MODIFY 10/23/2012 8:44:16 AM, fsilver
into WIP 2E and Status of Solving
“9* NOTES 10/23/2012 8:45.42 AM. filver, Action TyYpe . ¢all 1o Customer
** Call to the Client *«
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date - 0R/09/2013

Case HIS'Q!!
caeseiD N Case fite  2ri - 1057 {03201 2-10-090) S60 /STS/SRS COMPLAINTS

! artempted 1o contact the chent and the phone just rang
[ let the phone ring over 30 times

ket CASE MODIFY [0/23/2012 85003 AM. fsilver
into WIP 2E and Status ol Solvin

¥ & SUBCASE CREATE 10/23/2012 9,15:56 AM. failyer
Created in WIP Default with Due Date 10/23/2012 9,15 56 AM

" NOTES 10/23/2012 9:42:15 AM, [silver, Action Type - Call 1o Dealer
** Call to the Dealership, SM Rayann **

The SM stated that the client was in on the 12th of September

The tech could not get any response from the SRS system and they had to replace the control unit.
Afterwards, the system worked fine, the SRS light stayed off

The chent was back on the 24th of September.

This time they pulled a code 61-10, the seat belt buckle sensor was bad and they replaced the buckle,

**% NOTES 10/23/2012 10:00:17 AM. fsilver, Action Type : Call to Customer
** (Call to the Chent **

[ spoke to the client's wife
She took my contact information to have her husband call back

*FENOTES 1072372012 100:01:29 AM, (silver, Action Type : Dealer Communication
ATTN: EXCELL FACILITATOR

Please complete the OBW Resolution Information n response to the foliowing concern(s):

The client contacted Acura about an SRS repair with a control unit and buckle sensor. Please updute on the case findings
= NOTES /32012 204742 PM, fsilver. Action Type | Call to Customer
** (Call to the Client **

I made introductions

The client explained their situation.
They felt that the problem was always the seat belt buckle but the dealership insisted that it was both the control unit and the buckle

The client stated that the dealership told him that the problem with the buckle could not be detected until the control unit was replaced

The client mentioned that the vehicle has low mileage and the components should not fail like they did.
The client's point on this is that he feels he spent $700 more then he should have and is looking for assistance from Acura in getting some if not 2!l of

the control unit reimbursed back to him.

[ mentioned that even with the low mileage, the vehicle is no longer covered under the factory warranty, Acura's obligation to the vehicle has been met.
[ explained to the client that | understand his position on the matter and will discuss the case further with the DPSM.
1 told the client | would get back to him with Acura's position on the matter.
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CUSTOMER RELATIONSHIP MANAG-EMENT SYSTEM

AMERICAN HONDA
Spool Report

Run Date ;

08/09/2013

Casc History
case 0. [ NG Case Tite . 25 - 1057 - [ - 1193201 2-10-0901560 /STS/SRS COMPLAINTS

The client understood
*¥* NOTES 11/7/20129-38.05 AM, fsilver. Action Type - Figld Service
** Call to the DPSM *#

The case was discussed and it was agreed to split the cost of the repair and have the dealership reimburse the chient.
I stated to the DPSM that I would inform the client and the dealership

HENOTES 11/7/2012 10:19:05 AM, fsilver, Action Type - Call to Customer
** Cail to the Client **

I mfarmed the client of the offer.
The chient stated that the offer was acceptable and thanked me for looking into the matter
I explained that the dealership is 1ssuing the reimbursement and to expzct it within 14 to 21 business days.
The client understood
##2NOTES 11/7/2012 10.24.21 AM., Silver, Action Type : Call to Deale
** Call to the Dealership, SM Rayann **

[ discussed the offer that was made to the client and that the DPSM has agreed to have the dealership reimburse the client for haif of the repair for the
control umt
The SM stated that the amount the client would receive is $325.20
The SM stated that they had given the client 15% of the original price
The SM stated that she would process the reimbursement and get it mail lo the client.
We ended the call
The case will be closed

<« SUBCASE |- ose 11/7/2012 10.24 36 AM. [silver
Status - Solving, Resolution Code = Instruction Given

#*%= CASE CLOSE 11/7/2012 10:24:36 AM, fsilver
Status = Closed, Resolution Code ~ Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date © (0R/06/2013

Case Details

Case ID Division ; Honda - Auto Conditior © Closed Open Date = 772212013 8 31:14 AM
Case Originator : Patrice Rogers (Team CC) Sub Divisiont ;  Satellite Center Status : Closed Close Date :  7/22/2013 8 39:21 AM
Case Owner Patrice Rogers (Team CC) Method - Phone Queue Days Qpen * 0
Last Closed By : Patrice Rogers (Team CC) Point of Origin : Customer Wipbin
Case Tile [ A 'RBAG INQUIRY No. of Attachments - 0
Site / Contact Info : Product Info :
Site Name | Unit Owner . DDR
Dealer No. . | VIN Type/No , US VIN / JH4CL96824C
Site Phone No Model / Year TSX /2004
Contact Name | Model 1D / Product Line CL9684]W / B
Day Phone No Miles / Hours | 112,000
Evening Phone No In Service Date 04/29/2004
Cell / Pager No. . Months In Use 111
Fax No Engine Number : K24A21034479
Address Onginating Dealer No. / Name :251416 / MAC CHURCHILL ACURA
City / State / Zip P Selling Dealer No. / Name : 251416 / MAC CHURCHILL ACURA
E Mail _ [ Trim - BASE
Sve District / Sis Distr! ' I No. Of Decors 4
Transmission Code - SAT
Exterior Color : GC

Current Dealer Info :

Current Dealer No. / Name
Phore No

Address

City | State / Zip :

Svc District / Sls District

Factory Warranty Start/ End Date
Factory Warranty Cancellation Date :
HPP/NSC Coverage Siart / End Date .

HPPNSC Cancellation Date :
Extended Warranty Start/ End Date :

Warranty La"_"' Rats.[Date - ; Extended Warranty Cancellation Date :
Agent Name Comp Ind
Previous Dealer info . ~ 3rd Party Info :
[Dealer #] Dealer Name | Agent Name [Com; Ind |
Party 1; Not Applicable Party 3. Not Applicable
Party 2: Not Applicable Party 4 : Not Applicable
| -
Issues :
[ soe |D 7 Title ~ Sfatus [ssue Type 1 Issue Type 2 Labor Codel Labor Code Desc
Subcase Close Campaign Elig ibility 753 SRS

Page #.217




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date ' 08/09/2013
Issue Details
~rssue 10 Disposition: Toformation Condition - Closed Wipbin -
Issue Originator | Patrice Rogers Type 1~ Campaign Stalus Subcase Close Open Date;  7/22/2013 8:34.07 AM
Issue Owner Patrice Rogers Type 2. Eligibility Queue Close Date - 7/2212013 839-21 AM
Issue Title - _ CAMPAIGN - ELIGIBILITY
Coding Info : - b~ Solution / Linked Resolution Info :
~ Labor Code / Desc 752/ SRS | Folunon D Resolution Title
Condition Cede Desc Wam Light On 7524 Solution Title
Campaign Code / Desc:  /
Temperament Code : Please Specify
Resolutions . Provided Information —— -

Component Category : 14 - Air Bags
Previously Published . NO

- . Parts Info :

Fire Indicator - NO — P = =
Rollover Indicator ; NO Part No. l Part DESCfip‘IOH I BO Reason l
Cosmetic / Sound Quality Indicator: NO w

Dealer Coding: [

| |
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08{09/2013

Case History

case D (|| G Case Title . _AIRBAGINQHIRY

=% CASE CREATE 7/22/2013 8.31: (4 AM, progers
Contact = nority = N/A | Status = Solving
et SUBCASE CREATE 7/22/2013 8:34 07 AM, progers
Created in WIP Default with Due Date 7/22/2013 8 34.07 AM,
=H& NOTES 7/22/2013 8:39:06 AM, progers, Acgtion Type : Call {rom Customer
The client contact information was updated 3178095166

The client called in regarding a srs wamn light. She wanted to know were there any recalls regarding (he airbag, She stated that she did reasearch online and
found a recall for airbags. I informed the client that all recalls are Vin specfic, | then informed the client that her vehicle was not affected by any airbag
campaigns. However I did advised the client of campaign 10-010, | advised her the campaign can be completed at any Acura dealer free of charge, The client
understood and required no further assistance

**& CASE MODIFY 7/22/2013 8:39:18 AM, progers
into WIP default and Status of Solving.

*#* CASE CLOSE 7/22/2013 8:39:21 AM, progers
Status = Closed. Resolution Code = Instruction Given, State = Open

eos suacAsE [ o5 7222015 83921 AM. progers

Status = Solving, Resolution Code = Instruction Given
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l AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Last Closed By : Kristine Cabanatan (Team AC)
Case Title

Point of Ongin : Customer

_ SRS LIGHT ON ISSUE

Wipbin

Na. of Aitachments ;

U

Spool Report Run Date . 08/09/2013
Case Details
"Casein: I Division :  Acura- Auo " Conditon  Closed Open Date- 4/26/2010 | 1.51-17 AM
Case Originator - Kristine Cabanatan (Team AC) Sub Division ©  Customer Relations Status Closed Close Date :  4/26/2010 11:59:06 AM
| | Case Owner. Kristine Cabanatan (Team AC) Method : Phone Queue . Days Open: 0

Site / Contact Info :
Site Name
Dealer No.
Site Phone No.
Cantact Name -
Day Phone No
Evening Phone Na
Cell / Pager No
Fax No
Address
Cily / State / Zip :
E Mail .
Svc District / Sls Distne®

Product Info -

Unmit Owner

VIN Type / No

Model / Year:

Model ID / Product Line
Miles / Hours :

In Service Date
Months In Use

Engine Numper

Selling Deater No, / Name

Trnm .

i No Of Doors
Transmission Code .

Current Dealer Info .

Exterior Color

Current Dealer Na / Name

Phone No.

Address

City / State / Zip

Sve District / Sls District

Warranty Labor Rate / Date !
Agent Name *

Comp Ind

Previous Dealer Info :

HPP/VSC Canceliation Date

|

e
Us VIN / JHACLI6S6ACJ N

TSX /2004
CL9684JW / B
74,000
05/17/2004

71
K24A21034582

Originating Dealer No. / Name - 251501 / ED MORSE ACURA

251501 / ED MORSE ACURA
BASE

4

5A1

WH

Factory Warranty Start / End Dale
Factory Warranty Cancellation Date

HPP//SC Coverage Start / End Date :

Extended Warranty Start/ End Date
Extended Warranty Cancellation Date ;

3rd Party Info

Dealer #] Dealer Name | Agent Namé—[cwm
Party 1 Not Applicable Party 3 Not Applicable
Party 2. Not Applicable Party 4 . Not Applicable
Issues :
[ssue 1D / Tifle ~ Status i Issue Type 1 Issue Type 2 Labar Codg) Labar Code Desc
gﬁ«m Subcase Close | Product Operation 752 SES

Page # . 85




AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 08/09/2013

ssue 1D ;
Issue Originator . Knstine Cabanatan
Issue Owner - Kristine Cabanatan

Issue Details "
Disposition. Complaint - Condition - Closed Wipbin
Type 1 Product Status Subease Close Open Date :
Type 2. Operation Queue - Close Date :

Issue Title . _ PRODUCT - OPERATION

4/26/2010 11:58:51 AM
4/26/2010 11:59:06 AM

Coding Info :

Solution / Linked Resolution Info !

Labor Code / Desc 752/ SRS

Condition Cede Desc Warn Light On 7524
Campaign Code / Desc =/

Temperament Code Please Specify
Resolutions ©  Documented Concern
Component Category © 14 - Air Bags

Previously Published - NO
Fire Indicator . NO
| Rollover Indicator : NG

Cosmetic | Sound Quality Indicator:  NO

Dealer Coding:

Solulion 1D | Resolutlon Title -

Solution Title -
‘ Parts Info -
| Pari NO. Par Description BO Reason
[
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM —I

AMERICAN HONDA
Spool Report

Run Date  08/09/2013

Case Histary

case 0 [ KGN case Tite [ s+ - GH 1 ON 1SSUE

T#F CASE CREATE 4/26/2000 1151 17 AM_ kcabarat
Conlact = Friority = MN/A, Status = Solving
»*% CASE EXTENDED WARRANTY LOOKLIP 4,26,2010 1 1:531 34 AM kcabanat
WARRANTY CHECK 04/26/2010 11°51 34 AM kcabanat
No data found for VIN
**3 CASE CLAIMS LOOKUP 4,26,7010 11:51:43 AM, kcabanat
CLAIM CHECK 04/26/2010 11:51.42 AM kcabanat
The following Claim History information was found

0; 2007-09-15; 251543, 135461; 510; 71G100 . BATTERY - REPLACE. INCLUDES. TESTING.

REF, REVISED 560-561-562 DEFECT CODE DESCRIPTIO
=*% CASE CAMPAIGN LOOKUP 4/26/2010 11-51:46 AM, kcabaoat
CAMPAIGN CHECK 04/26/2010 11:51:45 AM kcabanat
The following Campaign mformation was found
04-026. P45,°04 TSX TRUNK WIRE; 11/13/04; FX,
06-050, Q27 lass Action Acura; | ;
04-021; Q33; 03-04 RADIO DISPLAY: ;;
07-016; Q36: 04-05 TSX HI
“¥S CASE VSC LOOKUP 4/26/2010 11.51°47 AM kcabanat
VSC-CUC CHECK 04/26/2010 11;51:47 AM kcabanat
No data found for VIN,
*=% CASE MODIFY 4/26/2010 [1:533.13 AM, kcabanat
into WIP default and Status of Solwving.
% NOTES 4/26/2010 11:55:59 AM, keabanat, Action Type : Call from Customer
ACS accepted WT from Honda Call Center.

Client's contact information was updated (address and phone number)

Client called regarding a light that came on the dashboard
Client then mentioned that she just left the dlrship and was told the 1ssuc was a seat belt buckle,
*During the call, it was difficult to undersiand the client because there was wind and static noise
[ attempted to ask client to clanify what light and what dlrship
Client stated since she 1s in an area that doesn |t have clear reception, she will call ACS back
The call was ended.

wr+ SUBCASE R = A TE 4262010 11°58:51 AM. keabanat
Created in WIP Default with Due Date 4/26/2010 11:58:51 AM.

#++ SUBCASE NN 1Ok 4/26/2010 115906 AM, kcabanai
Status = Solving, Resolution Code = Instruction Given

=¥ CASE CLOSE 4/26/2010 11:39:06 AM, kcabanat
Status = Closed, Resolution Code = Instruction Given, State = Open

3/BH 88016
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AMERICAN HONDA

~ CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date - 08/09/2013
Case Details
cased- Division Honda - Auto Condition -~ Closed Open Date  5/24/2010 122518 PM
Case Originator : Kelly Fuller (Team CA) Sub Division :  Satellie Center Status Closed Closa Date : 5/24/2010 12.38.48 PM
Case Owner Kelly Fuller (Team CA) Method Phone Queue Days Open . 0
Last Closed By | Kelly Fuller (Team CA) Point of Ongin | Customer Wipbin

| CaseTite | S5 | (GHT ON

No of Attachments . 0

Site / Contact info -
Site Name :

Dealer No. -

Site Phane No
Contact Name :
Day Phone No.
Evening Phone No.
Cell / Pager No
Fax No.

Address

City / State / Zip .
E Mail

Svc District / Sls District !

POMPANO BEACH, FL

Product Info :

Current Dealer Info :

Current Dealer No / Name
Phone No

Address

City / State / 2ip :

Svc Distpict / Sls District
Warranty Labor Rate | Date

Unt Owner [

VIN Type / No US VIN /ﬂ-l4C.LQ6864C-
Mode! / Year TSX /2004

Madel ID / Product Line CL9684JW /| B

Miles / Hours : 75,000

In Service Date : 05/17/2004

Months In Use : 72

Engine Number : K24A21034582
Originating Dealer No. / Name ;251501 / ED MORSE ACURA
Selling Dealer No. / Name = 251501 / ED MORSE ACURA

Trim BASE
No. Of Doors 3
Transmission Code - SAT
Extenor Color : WH

Factory Warranty Start / End Date
Factory Warranty Cancellation Date
HPPNSC Coverage Start / End Date
HPP/VSC Cancellation Date

Extended Warranty Start / End Date
Extended Warranty Cancellation Date

Agent Name * Comp Ind
i Rt i 1 S N B Y S N = e —
Previous Dealer Info | 3rd Party Info .
Dealer #] Dealer Name [ Agent Name [Comp Ind — - —
Party 1| Not Applicable Party 3: Not Applicable
Party 2: Not Applicable Pariy 4. Not Applicable
ISsues :
[ D7 Title Status | [ssue Type 1 Issue Type 2 Labor Codgl Labor Code Desc
PROD |Subcase Close |Product Operation 132 SRS
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|

AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date - 08/0972013

Issue D [
Issue Originator : Kelly Fuller
Issue Owner Kelly Fuller

Dispo_s'rtiont Information
Tyee 1  Product
Type 2. Operation

Issue Title : _ PRODUCT - OPERATION

[Ssue Defails

‘Condition : Closed
Status Subcase Close
Queue

Wipbin .
Open Date, S/24/2010 12:36:51 PM
Close Date: 5/24/2010 12:38.48 PM

Coding Infa :
~Labor Code 7 Desc 752/ SRS

Campaign Code / Desc. /
Temperament Code - Cold
Resolutions Provided [nformation
Component Category = 14 - Air Bags
Previously Published . NO

Fire Indicator NO

Roltover Indicator : NO
Cosmetic / Sound Quality Indicator :
Dealer Coding

NO

Caondition Code Desc Advanced SRS Sys7526

Solution / Linked Resolution Info
“] Bolution DT Resolution Tile -
lzolution Title
Parts Info :
PartNo. T Part Descripiion ] BU Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Run Date '

Spool Report

OR09/2013

Case History

**#% CASE CREATE 5/24/2010 12:25:18 PM. kfuller
Contact — Priority = N/A, Status = Solving.
#%% CASE EXTENDED WARRANTY LOOQKUP 5/24/2010 12:25:20 PM. kiuller
WARRANTY CHECK 05/24/2010 12:25;20 PM kfuller
No data found for VIN
*** CASE CLAIMS LOOKUP 5/24/2010 12:25,22 PM, kfuller
CLAIM CHECK 05/24/2010 12:25:22 PM kfuller
The following Claim History mformation was found
0; 2007-09-15; 251543, 135461; 510, 710100 , BATTERY - REPLACE. INCLUDES: TESTING  &/B# 88-016
REF. REVISED 560-561-362 DEFECT CODE DESCRIPTION
=% CASE CAMPAIGN LOOKUP 5/24/2010 12:25:31 PM, kfuller
CAMPAI[GN CHECK 05/24/2010 12:25,31 PM kfuller
The tollowing Campaign information was found

04-026; P43, SX TRUNK WIRE: 11/13/04, FX;
06,050, Q27, lass Action Acura; , |
04-021; Q33; 10 DISPLAY, |,

07-016, Q36, 04-05 TSX HID
*** CASE VSC LOOKUP 5/24/2010 12:25.35 PM, kfuller
VSC.CUC CHECK 05/24/2010 12:25:35 PM kfuller
No data found for VIN.
#** CASE MODIFY 5/24/2010 12:25,50 PM, kfuller
into WIP default and Status of Solving
¥ NOTES 5/24/2010 12:36:02 PM, kfuller, Action Type  Call from Customer
The customer stated her SRS light was on - The vehicle was diagnosed, and the dealer told her that 2 component in the seat belt buckle that is not working
properly  The customer went over the seat belt warranty. The dealer told her to call Acura because they were going to charge her for the repair. She
has since moved 1o another state. The customer stated the dealer did not give her a reason why they would not fix the sear belt buckle. 1suggested she
£0 10 a dealer that is now close to where she lives now. The customer thanked me. [ thanked the customer. The call ended
#++ SUBCASE | REA T 5/24/2010 123651 PM, kfuller
Created in WIP Default with Due Date 5/24/2010 12:36°51 PM
*** CASE MODIFY 5/24/2010 12:37:04 PM, kfuller
into WIP default and Status of Solving.
P CASE MODIFY 5/24/2010 12.37:50 PM. kfuller
nte WIP default and Status of Solving,
<o SUBRCASE [ - OsF 512412010 12:38:48 PM, kiiller
Staws = Solving, Resolution Code = Instrucuon Given
*¥¥ CASE CLOSE 5/24/2010 12:38:48 PM, Kluller
Status = Closed, Resolution Code = Instruction Given, Staie = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date : 08/09/2013

Case Details

Case Onginator : James Webb (Team HC)
Case Owner . James Webb (Team HC)
Last Closed By ' James Webb (Team HC)

Division
Sub Division :
Method

Acura - Auto Cendition - Closed Open Date . 2/20/2013 1:43:04 PM
Customer Relations Staws Closed Close Date - 2/20/2013 1:53:51 PM
Phone Queue Days Open: 0

Wipbin

Point of Ongin ; Customer

Case Title - [ 5©=AT BELT BUCKLE CONCERN

No. of Attachments - 0

Site / Contact Info :
Site Name :
Dealer No
Site Phone No.
Contact Name
Day Phone No. -
Evening Phone No
Cell / Pager No
Fax No
Address
City / State / Zip PHOENIX, AZ
E Mail
Sve District / Sis Distnct

Current Dealer Info

Product Info -

| Current Dealer No. / Name
Phone No
Address .
City / State | Zip
Sve District / Sls District

Urit Owner 902

VIN Type / No US VIN/ JHdCL%U.‘(:t(,_
Moaoe| / Year ISX 2004

Madel ID / Product Line CL9694KW /B

Miles ! Hours 115,000

In Service Date 07/1112004

Months In Use 103

Engine Number K24A21036642

Originating Dealer No. / Name 251105 / AUTONATION ACURA STEVENS CR
Selling Dealer No. / Name 251081 { MIKE HARVEY ACURA

Tram . NAVI
No. Of Doors * 4
Transmission Code SAT
Extenor Color . SI

Factory Warranty Start/ End Date
Factory Warranty Cancellation Date

HPPN/SC Caverage Start | End Date
HPP/VSC Cancellation Date ;

Extended Warranty Start / End Date

Warranty Labor Rate / Date / Extended Warranty Cancellation Date
Agent Name Comp Ind > |
Previous Dealer Info : 3rd Party Info :
[Dealer #] Deaaler Name Ageni Name ~ [CompTnd] —
‘ Party 1. Not Applicable Party 3° Not Applicable
Party 2 : Not Applicable Party 4 . Not Applicable
Issues :
[Ssue IO/ Title ~ Siatus Issue Type 1 ISsue Type 2 [-abor Codg] [abor Code Desc |
_RODUCT Subcase Close Product Operation 752 |SRS |
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/2013
Issue Detalls
Tssee 0 I Disposition. Complaint Condition - Closed Wipbin
Issue Onginator  James Webb Type 1 Product Status - Subcase Close Open Date © 2/20/2013 1:53.42 PM
Issue Owner James Webb Type 2 Operation Queue . Close Date - 2/20/2013 1.53 51 PM
Issue Title : _ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info
— Lapor Code 7 Uesc 7527 SRS | Solfon o= Resolution e -
Condition Code Desc Advanced SRS Sys7526 Solution Title
Campaign Code / Desc: /
Temperament Cade Please Speaify
Resolutions ©  Updated Information, Documented Concern, Provided Information
Component Category = 14 - Air Bags
Previously Pubiished  NO
Firelndlc;tor. NO Parts Info..
Rollover Indicator : NO Part No | Part Description ] BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA SR e Run Date

08/09/2013

Case History
case 0 (NN case T (- o v nockE concrR

*&% CASE CREATE 2/20/2013 1:143:04 PM jwebb

Contact :—Pnomy = N/A, Status - Solving,
44 NOTES 2/20/2013 1:53:17 PM, jwebb, Action Type  Call fiom Cusiomer
1 verified chent information

Client called ACR hecause her SRS light is turning on intermiitently. The client took her vehicle to an IRT who told her that that the problem 1s with
the sensor in the driver' s seat belt buckle and it needs (o be replaced. The client was then advised to call ACR to see If we would be able to assist
because of how there is a limited lifetime warranty on the seat belt and if this would be covered or not. The client also stated that she has not been to
an Acura DLR for diagnosis but reading online she had read that other people had the seat belt buckle replaced under the lifetime warrznty.

I apologized to the client for the 1ssue that she is having and informed the client that the lifetime warranty on the seat belt 1s only for the mechanigal components
and not the electronics. 1 explained to the client that since the seat belt is sull working and doing 1ts job on keeping her in buckled safety this issue
would not be covered. I explained to the client that if she likes she could contact her local Acura DLR and schedule an appointment to have the system looked

at 1o confirm the problem and to speak with the SM (o see 1f any out of warranty assistance could be provided at the DLR fevel

Client required no further assistance

*=+ SUBCASE "REATE 2/20/2013 1:53:42 PM_ ywebb
Created \n WP Default with Due Date 2/20/2013 1-53- 42 PM
v# SUBCASE CLOSE 2/20/2013 1 53:31 PM, jwebb

Status = Selving, Resoiution Code = Instruction Given
=*2 CASE CLOSE 2/20/2013 ('33.5] PM_j\webb
Status = Closed, Resolution Code = [nstruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date = 08/09/2013
Case Details
Case D . Diyision Honda - Auto Condition . Closed Open Date . 7/31/2013 10:53;05 AM
Case Originator Cheryl Mayhorn (Team CE) Sub Division | Satellite Center Status : Closed Close Date  7/31/2012 1:21:38 PM
Case Qwner Cheryl Mayhorn (Team CE) Method Phone Queue Days Open 0
Last Closed By - Cheryl Mayhorn (Team CE) Paint of Origin . Customer Wipoin :
| Case Title [ R:CALL INOUIRY No of Attachments: 0
Site / Contact Info : Product Info . i
Site Name [ Unit Owner - —— B
Dealer No, VIN Type / No. US VIN/ JH4CL%8X4C-
Site Phone No. Model / Year : TSX /2004
Contact Name : Model ID / Product Line - CL9684IW / B
Day Phone No. Miles / Hours :
Evening Phane Na In Service Date : 05/31/2004
| Cell / Pager No Menths In Use 110
Fax No, Engine Number : K24A21036917
Address Y Originating Deater No. / Name 1251329 / SMITHTOWN ACURA
City / State / Zip SMITHTOWN, NY Selling Dealer No. /Name: 251329/ SMITHTOWN ACURA
E Mail Trim . BASE
Svc District / Sls District No. Of Doors 4
Transmission Code SAT
Current Dealer Info . Exterior Color GC
Current Dealer No. / Name = Factory Wamanty Start / End Date :
Phone No Factory Warranty Cancellation Date :
Address HPP/VSC Coverage Start / End Date :
g'ty I/Z) Stta.:e // ‘—é'lp D HPP/VSC Cancellation Date .
Ve Prstnet/ Sts Listrct / Extended Warranty Start/ End Date .
Warranty Labor Rate / Date - Extended Warranty Cancellation Date :
‘ ‘ Agent Name ° Comp Ind Yy : -
Previous Dealer Info : 3rd Party Info -
Dealer # Dealer Name Agent Name [Comp Ind.
Party 1 Not Applicable Party 3. Not Applicable
1 Party 2 © Not Applicable Party 4 = Not Applicable
ISsues : - =
= Issue ID7 Title Status Issue Type 1 fssue Type 2 JLabor Code] Labor Code Desc
- CAMPAIG | Subcase Close Ciﬁ)?a]@_ No Code I'/)Z SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date :  08/09/2013
Ssue Details
_ Disposition: Information Condition © Closed Wipbin :

Issue Orniginator - Cheryl Mayhom Type 1 Campaign Status . Subcase Close Open Date: 7/31/2013 12:02:47 PM

Issue Owner:  Cheryl Mayhom Type 2 No Code Queue : Ciose Date - 7/31/2013 1.21'38 PM

Issue Title . G CAMPAIGN . NG CODE

Coding Info : Solution / Linked Resolution Info .

[Cabor Code / UesC - 7527 SRS goraton 10 Resomtion Tie ;

Conditjon Code Desc Warn Light On 7524 igolution Title

Campaign Code / Desc: /

Temperament Code Cold

Resolutions :  Provided Information, Forward ta Call Ctr

Component Category - 14 - Air Bags [

Previously Published - NO :

Fire Indicator NO | Parts Info :

Rollover Indicator * NO Part No | Part Description T BO Reason

Cosmetic / Sound Quality Indicator:  NQ

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report Run Date  DRAW/2013
Case History

Case 0 Gose Tie: (R <O | NUIRY

=+ CASE CREATE 7/31/2013 10°'53:05 AM, cmayhom
Contact -_non'ty =N/A, Status = Solving.

**% CASE MODIFY 7/31/2013 10:55:38 AM, cmavhom
into WIP default and Status of Solving.

¥ NOTES 7/31/2013 12:01.50 PM, cmayhorn, Action Type - Call ‘rom Customer
The chent called ACR fo check for recalls. involving the SRS light. The client stated the dealer fixed the seatbelt buckle, but the light is continuing
to stay on. [ reviewed the vehicle's campaign status. Iinformed the client, currently there are no outstanding recalls in relation to the SRS light
staying on. [ also explamed the campaigns are VIN related. The client wanted to know what other recalls are on the TSX. [ informed her, currently
recalls based on her VIN, have been completed. | also mentioned an arrbag inflator. but it is not on her vehicle, and it would not trigger the SRS light
The client asked for the SB number, 10 the airbag inflator. T informed the client, this campaign does not apply to her vehicle, and I do not have a
SB number for the TSX. The client became upset, and insisted on the SB number. [ tnformed her, there is no SB associated with the TSX, [ would
need the VIN in order to get the SB number. [ explamned, I am with the campaign division, for further assistance with her concern regarding the SRS
light, | can transfer her to Acura Client Relations. The client still wanted the number. I explained to her, [ am unable to give her a SB number,
but will transfer her to another division that can assist her.

AMERICAN HONDA

[ confirmed the client's contact information

[ attempted to wanm transfer the call, but accidently transferred the call 1 the queue.
=++ SUBCASE |- = ATE 7/31/2013 12:02:47 PM, ciayliorn
Created in WIP Default with Due Date 7/31/2013 12,02 47 PM.
“0% CASE CLOSE 7/31/2013 1.21 38 PM, cmayhorn
Status = Closed, Resolution Code = Instruction Given, State = Open

w+= SUBCASE G cLosE 7/31/2013 1:21:38 PM, cmayhomn
Status = Solving. Rasolution Code = Instruction Given
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' CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Cell / Pager No
Fax No
Address

City / State / Zip SMITHTOWN, NY
E Mail :
Svc District / Sls Distnct

Current Dealer Info :
adH LU Wal e

Current Dealer No. / Name - 251329 / SMITHTOWN ACURA

Spool Report Runm Date = 08/)9/2013
Case Details

Case D : Division : Acura - Auto Condition - Open Open Daie ' 7/31/2013 11,01 48 AM

Case Originatar  Edward Victor (Team AD) Sub Dwision = Customer Relations Status . Solving Close Date :

Case Owner - Kyle Green (Team AA) Method : Phone Queue Days Open- 9

Last Closed By Point of Origin : Customer Wipbin:  3F

| Case Title  05F- (SMITHTOWN ACURA) R ~ [RBAG ASSISTANCE No. of Attachments = 0
Site / Contact Info : s . = = Product Info

Site Name : unit Owner AB

Dealer No. : VIN Type / No US VIN / JH4C1.968X4(

Site Phone No | Mods| /Year TSX /2004 -

Contact Name Model ID / Product Line CLY9684JW /B

Day Phone No Miles / Hours - 114,000

Evening Phone No. In Service Date 05/31/2004

Maninhs In Use 110

Engtne Number K24A21036917

Orniginating Dealer No. / Name ' 251329/ SMITHTOWN ACURA
Selling Dealer No / Name 251329/ SMITHTOWN ACURA

Trim BASE
| No. Ot Doors 4

Transmission Code SAT

Exrerior Color (.

Factory Warranty Start / End Date
Factory Warranty Cancellation Date :

| Phone No. 631-366-6000
Address - 780 MIDDLE COUNTRY RD. HPPNSC Coverage Start / End Date
City / State / Zip SAINT JAMES, NY 11780 HPPN/SC Carncellation Date
Sve District / Sis District 05F / ‘.:0:‘ Extended Warranty Start/ End Date
Warranty Labor Rate / Date $125.00  / b
Extended Warranty Canceliation Date
Agent Name Comp Ind.
Previous Dealer Info 3rd Party Info :
Dealer #] Dealer Name | Agent Name [Comp Ind. —
( Party 1: Not Applicable Party 3: Not Applicable
Party 2 - Not Applicable Party 4  Not Applicable
Ssues : — - e a
Issue 107 Tile ‘Slatus Issue Type 1 Issue Type 2 Labor Codel [abor Code Desc

6

—
Wi
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AMERICAN HONDA

CUSTOMER RELATIONSHIF MANAGEMENT SYSTEM

Spool Report Run Date © 08/09/2013
ISsue Details

Issue ID ; Disposition: Complaint Condition . Open Wipbin SUBCASES

Issue Originator : Kyle Green Type 1 Product Status Solving Open Date = 7/31/2013 12:12:05 PM

Issue Owner Kvle Green Type 2 Operation Queue Close Date -

Issue Title : _ PRODUCT - OPERATION

Coding Info : Solution / Linked Resolution Info

Labor Code / Desc : 72 75RS golution 10 Resolution Titie

Condition Code Desc ~ Warn Light On 7524 igolution Title

Campaign Code / Desc: /

Temperament Code Please Specify

Resolutions ;.  Documented Concern

Component Category | 11 - Electrical System

ﬁrev'iggslytPublished i zg Parts Info

ire Indicator

Rollover Indicator - NO Part No | Part Description | BO Reason

Cosmetic / Sound Quality Indicator ;

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Run Date :

Spool Report

(8/09/2013

Case History

Case ID . _ Case Title ©  05F- (SMITHTOWN ACURA_MRBAG ASSISTANCE

#=% CASE CREATE 7/31/2015 110148 AM, evictai
Contact | oty — /A, Status = Solving,
kaw CASE MODIFY 7/31/2013 11:16:28 AM. evictor
into W(P default and Status of Solving.
**= CASE MODIFY 7/31/2013 11'16:46 AM. evictor
into WIP default and Status of Solving,
=¥* CASE MODIFY 7/31/2013 11:26:42 AM, evictor
into WIP default and Status of Solving.
=% NOTES 7/31/2013 11:37:39 AM, evictor. Action Type = Call from Customer

Updated contact Information
Best Contact:

The client's mother called ACR in regards to an issue she 1s having with her vehicle and dealership.

The client s mother stated that the vehicle was taken (o an Acura deulership on July 3rd when the SRS light came on, The client stated that the dealership
(Smithtown Acura), fixed the sensor In the belt buckle and covered the repawred under warranty. The client stated that she picked the vehicle up and the Airbag
light tiluminated about after an hour of driving The client stated that she ook the vehicle back to the dealership today, and was told that there was a short

n the Airbag Inflator ( 12-80 DTC). The chent stated she was quoted $1100 dollars to replace the airbag The client 1s very upset as she feels

the dealership may have done something to cause the short, and the dealership blamed her son for possible shorting out the system T he client 1s concerned that
this is a safety 1ssue. The client stated that she called the campaign department as she was aware of a recall on the wrbag nflator, but states that she did

not receive the information that she requested. 1 informed the client that the recall was for older generation TL's and CL's and her vehicle did not fall

under the recall. 1 informed the client that | would be able to dispateh her case 1o a DCM for Further review for potential assistance.

The client stated that she purchased the vehicle for her son abouf two years ago, and services the vehicle at an Acura dealership. The client stated that she
owns two other Acura vehicle's (99 TL. and a MDX). The client stated that she is unable with the level of service she has recerved from her dealership.
ek CASE MODIFY 7/31/2013 11,38:27 AM, evictor
into WIP default and Status of Solving.
= CASE MODIFY 7/31/2013 11:42-14 AM, eyictor
tato WIP defaull and Status of Solving
=#= CASE DISPATCH 7/31/2013 L1 4217 AM, evictor
from WIP default to Queue Acura Team A,
% CASE YANKED 7/31/2013 11:47 51 AM, kgreen
Yanked by kgreen into WIPbin DEFAULT,
o NOTES 7/31/2013 12:09 4% PM, kgreen, Action Type . Warm Transfer
Call came inasa WT DCM stated that the client's vehicle 1s outside of the warranty so her request will be reviewed as a GW assistance case, Client
stated that her main ssuc with the process has been the fact that the vehicle was (n the DLR for repairs to one component and shortly afier receiving her vehiele
back there was an issue with another safety component Chent would just hke lo know how safe the vehicle is with this current concern DCM stated that he
will follow up with the SM for more information and update the client with any new information by the end of business Friday, Call ended.
*rd CASE MODIFY 7/31/2013 12: 14709 PM, kgreen
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AMER'CAN HON DA Spool Report Run Dafe ;

08/09/2013

Case History
case 10 [NNEGEGEGEGEGEE Case Tifle:  0SF- (SMITHTOWN ACURA) _ AIRBAG ASSISTANCE

inlo WIP DEFAULT and Status of Solving.

AeF COMMIT 7/31/2013 12:11°10 PM, kgreen Action Type : N/A

Call Smithtown S

+¢* SUBCASE ‘REATE 7/31/2013 12:12:05 PM. kgreen
Created m WIP Default with Due Date 7/31/2013 12-12:05 PM

#¢= CASE MODIFY 7/31,2013 12:12:22 PM, kgreen
ite WIP DEFAULT and Status of Solving.

#%= NOTES 8/2/2013 6 40:35 AM, kgreen, Action Type  Call to Dealer
DCM called the SM at Smithtown to gather more information. SM stated that the client's vehicle returned a sear buckle code loc the dnver's side. The
DLR replaced the buckle and shorly after the chient left her SRS light came back on for the passenger side airbag, SM stated that is highly unlikely that
the work done to the buckle alTected that airbag because the repairs arc on two opposite sides of the vehicle. SM understood the ingonvenience and stated that
he is wilhing to offer 50% assistance with the airbag repair. SM will call the chient on hier home phone today to present the offer

“+e CASE FULFILL 8/2/2013 6:47 08 AM. kgreen
Fulfilled for—due 08/01/2013 12:00:00 PM

225 NOTES 82,2013 7,22 07 AM, hereen, Action Tvpe  Call to Customer
DCM called the client and notified her that the DCM spoke with the SM at Smithtown Acura and he notified him that the two SRS repairs are not related
but he would like fo ofter the client 30% assisiance with the repalr, Chent was upset at this figure and stated that the DLR caused the airbag repair when
they replaced her door actuators. DCM stated that he 1s not in any position ta assume that one repair caused another in the vehicle without the techmicians verifying,
Client became upset at the fact that the DLR accused her son of causing an electrical short in the vehicle that caused that artbag repair DCM stated that
the SM will be calling the client to present an pifer to assist with the repairs and she can discuss her theories with him. Client understood and will follow
up once she speaks with the SM. Call ended

=0k COMMIT 8/2/2013 7:25:35 AM, kgreen, Action Type © /A

Call chient for an npdate

*EF NOTES 8/2/2013 11 42,17 AM, hgreen, Action Type . Call to Customer
Client called ACR and left 2 VM for ber DCM stating that she still has not received a call from the SM at Smithtown. Client requested that her DCM
cail back

*#= NOTES 8/2/2013 11 44:55 AM, kgreen. Action Type - Call to Customer
DCM called the clrent and notified her that the SM did expect to call her by the end of bustaess today. Client stated that she is home at this time so
she will continue to wail until she receives a call from the DLR, Client stated that she 1s concemed because this is a satety component in the vehicle and
she would like to have the issue resolved as svon as possible. DCM stated that we should wait to see when he calls and then do some follow up after their
conversation. Client agreed and required no further assistance. Call ended

=** NOTES §/6/2013 8 10007 AM, kgreen, Action Type @ Call from Customer
Client called the DCM and stated that she still has not received a call from the SM at Smuthtown with the offer of assistance. DCM stated that he will
follow up with the SM to check if he has the correct contact information for the client. DCM will give the client another call to day (o notify her when
the SM plans on calling her. Client understood and required no further information Call ended

##% CASE FULFILL 8/6/2013 8:10:12 AM, kgreen
Fulfilled for —luc 08/06/2013 12:00:00 PM.

wre COMMIT 8/6/2013 8:10:14 AM, kereen, Action Type . N/A
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date . 08/09/2013
Tase History !
case D : NN Case Title: DSF- (SMITHTOWN ACURA) [ A (RBAG ASSISTANCE
Did the SM call back??

*+* NOTES 8/7/2013 9:53.05 AM, kgreen, Action Type - Call to Dealer
DCM called the SM and left a VM requesting a call back.
#=#% CASE MODIFY COMMITMENT 8/7/2013 9:55.57 AM, kgreen
with [ . 02/07/2013 12:00:00 PM,
FEYNOTES 8/8/2013 1:17.15 PM, kgreen, Action Type  Call to Dealer
DCM called the SM and he explained that he was able to speak with the client regarding her repairs and stated that this is an electnical malfunction in the
vehicle that was not caused by the repairs performed on the vehicle. SM offered the S0% once again but the client stated that she 1s still not satisfied.
e NOTES 8/8/2013 1.19:08 PM, kgreen. Action Type : Call to Customer
DCM called the client and left a VM requesting a call back,
=&+ CASE FULFILL 8/8/2013 1.19:26 PM, kpreen
Fulfilied ror i ;.. 0</07/2013 12:00:00 PM
“*% COMMIT 8/8/2013 1:19:27 PM, kgreen, Action Type - N/A
Did the client call back???
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date - 08/09/2013
Case Details
Case ID Division Honda - Auto Condition . Closed Open Date: 5/7/2012 11,1836 AM
Cazse Originator - Michael Hancock Sub Division . Satellite Center Status Closed Close Date = 5/7/2012 11:22:49 AM
Case Owner.  Michael Hancock Method Phone Queue Days Open- (0
Last Closed By : Michael Hancock Point of Origin - Customer Wipbin
Case Title - SRS LIGHT RECALL INQUIRY No of Attachments = 0
Site / Contact Info : Product Info :
| Site Name : Unit Owner 8
Dealer No. VIN Type / No. - US VIN/ JH4CL968,\’4C-
| Site Phone No Mode! / Year " TSX /2004
| Contact Name : Mode! ID / Product Line - CL9684IW / B
| Day Phone No. Miles / Hours :
Evening Phone No. - |n Service Date | 05/26/2004
Cell / Pager No. ! Months In Use 96
Fax No Engine Number K24A21038045
Address . Originating Dealer No. / Name 251335/ BARANCO ACURA
City/ State / Zip - STOCKBRIDGE, GA [l Seliing Dealer No. / Name: 251335 / BARANCO ACURA
E Mail . Trim ¢ BASE
Svc District / Sis District . No. Of Doors : 4
‘ ) - Transmission Code : SAT
Current Dealer Info . Exterior Color - WH

Current Dealer No / Name

Factory Warranty Start/ End Date :

Phone No Factory Warranty Cancellation Date :
Address HPP/VSC Coverage Start / End Date -
gfi ’D‘S;::I‘g’/él‘; b o HPPIVSC Cancellation Date :
Wz;rranl e lt | Dt 3 Extended Warranty Start / End Date
A LAl ene G Extended Warranty Cancellation Date
Agent Name Comp Ind
Previous Dealer Info . i 3rd Pany Info .
Dealer #] Dealer Name I Ajent Name [Comp Tnd
Party 1° Not Apphicable Party 3° Not Applicabls
Party 2 - Not Applicable Party 4 © Not Applicable
Issues : B ——~— ‘ .- ——
3 [ssue D7 Title Stafus Issue Type 1 [ssueType2 Labar Codg| Lator Code Desc
—| CAMPAIG|Subcase Close ~ [Campaign Eligibility 733 SES
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date . 08/09/2013

Tssue Details

Issue QOriginator . Michael Hancod

issue Owner : Michael Hancock

Disposition: Information
Type 1  Campaign
Type 2 Eligibility

Issue Title _-CAMPAKGN - ELIGIBILITY

Condition , Closed
Status -
Queue -

Subcase Close

Solution / Linked Resolution Info .

Coding Info :

[~ Labor Code /Desc 75X7SRS™ [gorution 10°-
Condition Code Desc Warn Light On 7524 igolution Title
Campaign Code [ Desc =/

Temperament Code : Cold

Resolutions - Provided Information

Component Category - 14 - Awr Bags

Previously Published ' NO

Fire Indicator NO Fars dnia .

. Rollover Indicator:  NO Part No
Cosmotic / Sound Quality lndicator - NO
Dealer Coding:

ResoIugon Tie -

Wipbin
Open Date : S/7/201211:20:15 AM
Close Date : /7201211 2024 AM

I

‘Part Description

| BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA S Basnd Run Date .

08/09/2013

Case History,
case 0. NN Case Tite G SRS LIGHT RECALL INQUIRY

#6% CASE CREATE 5/7/2012 11 18:36 AM, mhancock
Contact =] rority = N/A. Status = Solving.

sx+ SUBCASE NG CREATE 5/7/2012 11:20:15 AM, mhancock
Created in WIP Default with Due Date 5/7/2012 11:20;15 AM.

~«» sUBCASE || - 0sE 5772012 11:20 24 AM, mhancock
Status ~ Solving, Resolution Code = Instruction Given

"4 NOTES 5/7/2012 112245 AM, mhaneock, Action Type ; Call from Cuslomer
I updated the client's information

The client contacted AHM to inquire if the vehicle 15 included in an SRS recall. The client stated that her SRS light is on and was calling to inquire
if the vehicle included in the recall. [ advised the customer that the vehicle is not included in this recall and advised the customer that all recalls are VIN
specific. 1 informed the client for further assistarice she would need 1o take her vehicle to an Acura dealership to have th= recall completed. The client understood
and the call ended.
*## CASE CLOSE 5/7/2012 11:22-49 AM, mhancock
Status = Closed, Resolution Code — Instruction Given, State < Open
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AMERICAN HONDA

 CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date © 0R/09/2013
Case Detalls
Case ID Division Acura - Auto Condition * Closed OpenDate  5/21/2013 112818 PM |
Case Onginator : Samantha Rushby (Team AC) Sub Division :  Customer Relations Status Closed Close Date :  5/21/2013 2:17.45 PM
Case Owner Samantha Rushby (Team AC) Method Phone Queue Days Open: 0
Last Closed By : Samantha Rushby (Team AC) Point of Origin * Customer Wipbin
Case Tite [N - 'NDICATOR LIGHT No of Attachments * 0
Site / Contact Info : Product Info
Site Name - [ Unit Owner 2791
Dealer Ng, VIN Type / No US VIN /JH4CL96884C N
| Site Phone No Model [ Year TSX /2004
Contact Name Moael 1D / Product Line CL9684IW / B
Day Phone No Miles / Hours 60,127
Evening Phane No In Service Date 06/25/2004
Cell / Pager No Months In Use - 107

Fax No. .
Address

City / State / Zip
E Mail

CLARKSVILLE, TN - \
Svc District / Sls Dist

Current Dealer Info :

" Current Dealer No / Name
Phone No
Address
City / State / Zip
Sve District / Sis District {

Engine Number

Originating Dealer No / Name
Selling Dealer No. / Name
Trim

Transmission Code
Exterior Color

Factory Warranty Cancellation

HPP/VSC Cancellation Date :

K24A21038214

251031 / PIKES PEAK ACURA, LTD
251031 / PIKES PEAK ACURA. LTD
BASE

No. Of Doors 4

SAT
BX

Factory Warranty Start / End Date

Date

HPP/NSC Coverage Start / End Date -

Extended Warranty Start/ End Date .

Warranty Labor Rate / Date : / Extended Warranty Cancellation Date :
Agent Name Comp Ina,
Previous Dealer Info : ) 3rd Party Info :
Dealer #] Dealer Name ] Agent Name 3 ']Co_mp Ind.] -
Party 1 Not Apphicable Party 3 . Not Applicable
Party 2. Not Applicable Party 4 - Not Applicable
ssues ©
| Issue ID/ Titie Status [ssue Type 1 Issue Type2 LébbTCcJTie] Lzbor Code Desc
Subease Close Product Operation 753 ERS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date . 0B/09/2013
Issue Detalls
rssee o Disposiion, Tnformation Condition  Closed Wipbin -
Issue Originator « Samantha Rushby Type 1. Product Status Subcase Close Open Date = 5/21/2013 1:40.34 PM
Issue Qwner Samantha Rushby Type 2 ¢ Operation Queue Close Date = 5/21/2013 1.40,53 PM
jssue Tite . | 7:ODUCT - OPERATION
Coding Info . Solution / Linked Resolution Info .
[Tabor Code 7 Desc 7527 SRS [Fomton 10 - Resolution e
Condition Code Desc Warn Light On 7524 igolution Title
Campaign Code / Desc  /
Temperament Code : Please Specify
Resolutions©  Documented Concem, Provided Information, Referred to Dealer
Component Category . 14 - Air Bags
Previously Published : NO d
Fire: Indicator NO Pats o
Rollover Indicator : NO Parit No | Part Description BO Reason
Cosmetic / Sound Quality Indicator :
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

08/09/2013

Case History
casein | NN Case Title - (- -5 DICATOR LIGHT

"#* CASE CREATE 5/21/2013 1.28:tR PM, srush
Contact -G "oty = N/A, Siatas = Solving,
%2 CASE MODIFY 5/21/2012 1:34:24 PM, srush
mto WIP default and Status of Solving.
W NOTES 5/2172013 13918 PM, srush, Action Type . Call from Customer
VERIFIED CONTACTED INFO

]
BEST CONTACT /-

The client contacted ACR because his vehicle's SRS I[ndicator light 1s on and he needs o have it checked out. The client advised that the nearest ACR
DLR is about 1.5 hrs away and he wants to know if he can have the light checked out at the Honda DLR nearer to him. He was advised that he will be
charged a diagnosis fee for the inspection and 1s calling to confirm it as well as 10 see 1f there is a safery recall for airbags

ACR advised the client that his vehicle does not have any recalls related to SRS issue and that he will be charged for a diagnosis fee either at the Acura
DLR or the Honda DLR. The client understood and does not nced further assistance. The client thanked me and the call was ended

##+ CASE MODIFY 5/21/2013 |.39:22 PM, srush
into WIP default and Status of Solving

=2 syBCASE NG CR-ATE 521/2013 1.40:34 PM. srush
Created in WIP Default with Due Date 5/21/2013 1-40:34 PM.

suBCASEm CLOSE 52112013 1:40.53 PM, stush
Status = Solving, Resolution Code = Instruction Given

### CASE MODIFY 5/21/2013 1141 03 PM, srush
into WIP default and Status of Solving
% CASE CLOSE 5/21/2013 2:17:45 PM, srush
Status = Closed, Resolution Code — Instruction Given, State — Open
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‘ CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date : 08/09/2013

Case Details

Case D Division Acura - Aulo Condition - Closed Open Date = 7/292013 12.46:15 PM
‘ Case Onginator Knistine Cabanatan ( Team AC) Sub Division ;  Customer Relations Status - Closed Close Date - 8/7/2013 9.25:17 AM
Case Owner Anthony Daha (Team AH) Method Dealer Referred Queue Days Open 9
| Last Closed By - Anthony Dalia (Team AB) Polnt of Ongin . Customer Wipbin
Case Title . 02F - E/F - POHANKA _.RS LIGHT ON/SEAT BELT SENSOR No of Attachments - 0
Site / Contact Info : Product Info :
Site Name . [ Umt Owner . = = ~
Dealer No VIN Type / No US VIN/ JH4CL968M('-
| Site Phone No. . Mocel / Year [SX /2004
Contact Name - Modei ID / Product Line CLY9684IJW /B
Day Phone No. : Miles / Hours 107 Q00
Evening Phone No. In Service Date 05/31/2004
Cell / Pager No Months In Use 110
Fax No. Engine Number . K24A21038234
Address Onginating Dealer No / Name :251044 / RADLEY ACURA
City / State / Zip - Selling Dealer No. / Name : 251044 / RADLEY ACURA
E Mail : Tnm BASE
i Svce District / Sis District =/ Ne. Of Doors 4
Transmission Code SAT
Current Dealer Info . Exterior Calor . BX
Current Dealer No_/ Name 251174/ POHANKA ACURA | | Factory Warranty Start/ End Dale
Phone No 703-968-6600 Factory Warranly Cancellation Date
Address 13911 LEE JACKSON HWY HPPN/SC Coverage Start / End Date
City / State [ Zip CHANTILLY, VA 20151 HPPA/SC Cancellation Date :
Sve Distrnict / Sls District 02E /€02

Extended Warranty Start / End Date

: or Rate [ Date  $119,88 :
Warranty Labor Rate /Date 11988/ Extended Warranty Cancellation Date ;
Agent Name Comp Ind
Previous Dealer Info : 3rd Party Info -
[DEaler #] Dealer Name 0| Agent Name [Comp Tnd. <
] Party 1: Not Applicable Party 3 - Not Applicable
’ Party 2: Not Applicable Party 4: Not Applicable
L"su’es S i
| Issue 1D/ Title Stafus ] Issue Type 1 T [SSUe Type 2 Labar Code| LaborCode Desc o
- PRODUCT [Subcase Close | Product | Operation 752 i | SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date . 08/09/2013

Issue Details

IssuelD Disposition: Complami Condition - Closed VVipblf_li—
Issue Originator © Anthony Dalia Type 1 Product Status - Subease Close Open Date; 7/29/2013 2:39:50 PM
Issue Owner:  Anthony Dalia Type 2: Operation Queue Close Date - 8/7/20139:25.17 AM
Issue Title : PRODUCT - OPERATION

Coding Info : ~ Solution / Linked Resolution Info : ——
Labor Code / Desc : 752/ SRS Solution 1D~ Resolution Title !
Condition Code Desc Warn Light On 7524 Solution Title .
Campaign Code / Desc ./
Temperament Code : Please Specify
Resolutions :  Documented Concern, Provided Information 1
Component Category - 11 - Electrical System
Previously Published : NO Rairts Infa. >
:'é:‘:codr'ﬁ;‘;&to“ :8 Part No I Part Description I HO Reason
Cosmetic / Sound Quality Indicator: ~ NO
Dealer Coding.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEVM

AMERICAN HONGA Run Date

Spool Report

08/09/2013

1

|
|

|

Case History

Case D ; _ Case Title  02F - E/F - POHANKA [ 535 11GHT ON/SEAT BELT SENSOR

*+* CASE CREATE 7/29/2013 12:46 15 PM, kcabanal
Contact — Priority = N/A, Status = Solving
** CASE MODIFY 7/29/2013 12:48:31 PM, keabanat
into WIP default and Status of Solving.
#5* CASE MODIFY 7/29/2013 12,49,06 PM, kcabanat
into WIP detault and Status of Solving,
*%* CASE MODIFY 7/29/2013 12 57,03 PM. hcabanat
mto WIP default and Status of Solving,
“4% CASE MODIFY 7/29/2013 12:57'52 PM, kcabanat
into WIP default and Status of Solving.
*¥¥ CASE MODIFY 7/29/2013 1:01:33 PM. kcabanat
inta WIP default and Status of Solving.
*** NOTES 7/29/2013 1.04.20 PM Kkeabanat, Action Type - Call from Customer
ACR accepted WT from Chino Call Center.

Chient: s contact infoymation was verified.
One phone number provided

Clent called regarding the SRS light intermittently coming on and off.

Client stated he has been experiencing the 1ssue for a while and has mentioned his concern with Pohanka Acura where he has the vehicle service.

Client stated the dlr was unable to pull error codes or see the light on
Client stated there are a number of times he has tried to bring the vehicle 10 the dir with the SRS light on, but it would turn off when he arrives at the

dIr or when he is close to the dir

Client stated a couple days ago he had the state inspection on ihe vehicle.
One of the reasons why 1t failed was due to the SRS light was on and pulled a code that had something to do with the seat helt sensor

Client stated he contacted Pohanka Acura and spoke with SA Frank regarding his concern and was told the vehicle 1s outside of the warranty and referred him
to contact ACR for assistance.

Client stated SA Frank told him he could bring the vehicle any time.

Chent stated he could bring the vehicle today around 4:30-5pm EST

Chent stated he read in the warranty booklet the vehicle has a limited warranty for the seat belt and if the seatbelt sensor has failed then he feels it should

be covered under the warranty,
“*5 CASE MODIFY 7/29/2013 1:08:17 PM, kcabanat
into WIP default and Status of Solving.
SEENOTES 7/29/2013 1.14:18 PM. keabanal, Action Type -~ Call from Customer

! apologized to the client regarding his concen
I explained to the chient the seat belt limited warranty continues for the usetul life of the vehicle that covers the operation of the seat belt.
Client stated there 1s no prablem with the seat belt and feels the part should be covered under the warrang
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Dale  08/09/2013%

Case History

case 0 [ Case Titte - 02E - E/F - POHANKA - s7s L1GHT ON/SEAT BELT SENSOR

| explaed he would need to ugree to pay for the diagnosis fee at the Acura dlr to confirmed the issue and determine wiiat repairs are needed to be done
Client stated the paper from the DMV that states 1t (s the sensor in the seal belt

I'apologized Acura 1s unable to accept the diagnosis from the DMV and has o have the velcle diagnose by the Acura dir

| explained once the vehicle 1s diagnose by the Acura dir he could speak with the SM at the dlr for assistance

Chent got upset that he 15 provided the run around because the dlr referred him Lo contact ACR

1 apologized to the client for the run around und explained a diagnosis 1s needed from the Acura dlr since the dir is Acura s eyes and ears

Client slated he is going 10 bring the vehicle to Pohanka Acura around 4.30-5Spm EST
[ explained his concerns will be forwarded to a DCM to follow up with the dir regarding the diagnosed of the velucle and confirm if the repairs are coyvered

under the seat belt [imited warranty
| provided the case number

*DCM unavailable for the WT

I informed client the DCM will call him back by the end of the next business day.
Client stated he is going on a 4 day trip tomorrow and s trying to get the issue address today
I advised chent to bring the vehicle to the Acura dir to expedite the process and the DCM will follow up with him by the end of the next business day,

Best contact # -ell

Client thanked me and the call was ended
=% CASE MODIFY 7/29/2013 i.14 34 PM, kcabanal
into WIP default and Status of Solving.
#*= CASE DISPATCH 7/29/2013 1:14:41 PM, kcabanat
from WIP default to Queue Acura Team B
**% CASE ACCEPT 7/29/2013 2:37:41 PM, adalia
from Queue Acura Team B to WIP DEFAULT.
“¥& CASE MODIFY 7/25/2013 2:38:17 PM, adalia
mto WIP DEFAULT and Status of Solving
*=4 SUBCASE REATE 7/29/2013 2:39:50 PM, adalia
Created 1n WIP Default with Due Date 7/29/2013 2:39-50 PM.
“*% NOTES 7/29/20113 2:53:41 PM, adalia. Action Type = Call to Customer
T advised that this call may be recorded for quality and training purposes. The client stated that he would like some type of financial assistance towards the
needed SRS warning light repair. 1 provided sympathy and erpathy for the trouble they have had. He is going to Pohanka Acura dealership later today for a
diagnosis. He purchased the vehicle from car max in 2009 and has no service with an Acura dealership, I explained the seat belt warranty 1o him. [ advised
that | would follow up with him by Thursday when I had more mformation He thanked me.
=¥ COMMIT 7/29/2013 2:5347 PM, adalia, Action Type N/A
close
*** CASE MODIFY COMMITMENT 7/29/2013 2:54.15 PM, adalia
wilh_due 07/30/2013 12:00:00 AM.

“#* NOTES 7/29/2013 2.59:03 PM, adalia, Action Type - Tield Service
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date - 08/0%/2013

Case History
cese 0 [ G Case Title:  02E - E/F - POHANKA - SR SRS L(GHT ON/SEAT BELT SENSOR
[ contacted the DPSM and left a detailed message with my name and contact information requesting & retumn call at their carliest convenience.

X NOTES 7/30/2013 10:20:41 AM, adalia, Action Type @ Call to Customer
[ advised that this call may be recorded for quality and training purposes. The client stated that the dealership replaced the seat belt buckle at no charge and
he 1s very happy. He is very busy and cannot be on the phone. He no longer needs assistance

I encouraged MR [ © contact ACR tn the tuture if there are any other concerns. They thanked mie for the follow up call and stated that their expeciations
have been met, The call ended
4% CASE MODIFY COMMITMENT 7/30/2013 10:21:21 AM, adalia
with [ dve 08/02/2013 12:00:00 AM.
=% NOTES 7/30/2013 2:58°43 PM, adalia, Action Type : Field Service
I advised the DPSM of the clients concerns and contact to ACR. I shared the case details with him and he thanked me for the information
*es CASE MODIFY 8/1/2013 8135 56 AM, adalia
into WIP CLOSE and Status of Solving
=%% CASE MODIFY COMMITMENT 8/1/2013 8:36:20 AM. adalia
with [ Gue 08/08/2013 12:00.00 AM
o CASE MODIFY 8/7/2013 7:34'05 AM, adalia
into WIP CLOSE and Status of Solving,
e NOTES 8/7/2013 92452 AM. adaha Action Tvpe . Dealer Communication
ATTN Busimess Impravement Facilhator

Please complete the OBW Resolution [nfonmation i response to the following concern(s)

The client coniacted ACR regarding financial assistance wwards the needed seal buckle repair

Please contact the DPSM and ACR regarding, this concern/request for assiztance in this matter.
W-N“msz 772013935 17 AM, adala
Status = Solving, Resolution Code = Instruction Given

"ok CASE CLOSE 8/7/2013 92517 AM, adaha
Status = Closed, Resolution Code = [nstruction Given. State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Last Closed By ' Kelly Fuller (Team CA)
Case Title SRS LIGHT ON

Site / Egntact Info :

Point of Origin ' Customer Wipbin

Spool Report Run Date - 08/09/2013
Case Defails
| CaselID: 3| Division Honda - Aato Condition = Closed Open Date . 5/29/2012 7:13 00 AM
| Case Originator - Kelly Fuller (Team CA) Sub Dwision  Satelhte Center Status Closed Close Date ;  5/29/2012 7 15:39 AM
Case Owner:  Kelly Fuller (Team CA) Method Phone Queue Days Open 0

No of Attachments: 0

Product Info :

Day Phone No
Evening Phaone No.
Cell / Pager No

Fax No. :

Address

City / State / Zip

E Mail :

Svc District / Sls Dist

Site Name [ Unit Owner

Dealer No VIN Type / No

Site Phone No. Model! / Year

Contact Name Model ID / Product Line
Miles / Hours

In Service Date -
Months In Use *
Engine Number

Selling Dealer No / Name
Trim -

No. Of Doors
Transmission Code .

Current Dealer Info

Exterior Color :

Current Dealer No. / Name

92

US VIN/ J!l4Cl.96854C-

TSX / 2004
CL9684JW / B

07/67/2004
94
K24A21041646

Onginating Dealer No. / Name 251041 / NALLEY ACURA

251022 ( ED VOYLES ACURA
BASE

4

SAT

BK

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

Pnhone No.
Address HPP/N/SC Coverage Start / End Date :
City / State / 2;:9 HPP/N/SC Cancellation Date :
S\IV:rrZ'::r“L‘alb;'rsRD’;‘"‘Fba : 1 Extended Warranty Start / End Date :
7 : ate te
3 y : / Extended Warranty Cancellation Date
Agent Narme Comp Ind
Previous Dealer Info | 3rd Party Info .
Dealer #] Dealer Name Agent Name [Comp Ind S—— .
‘ Party 1. Not Applicable Party 3 Not Applicable
Party 2: Not Applicable Party 4 . Not Applicable
%W e W e s = = o G o G
Issue TD 7 Title Stafus [ Issue Type 1 Issue Type 2 [abor Code] [abor Code Desc
- PRODUCT - Subcase Close | Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

f
AMERICAN HONDA Spool Report Run Date - 08/09/2013
ISsue Details
issue ID : Disposition; Information Condition . Closed Wipbin
Issue Originator . Kelly Fuller Type 1: Product Staius Subease Close Open Date - 5/29/20127 14.20 AM
Issue Owner * Culler Type 2 Omrau'on Queus Close Date . 5/29/2012 7:15.39 AM
Issue Title : ﬂ PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info .
Labor Code / Desc 752 / SRS ©olution 1D Resoluton e
Condition Code Des¢ ~ Warn Light On 7524 golution Title
Campaign Code / Desc ./
Temperament Code - Cold
Resolutions :  Provided Information
Component Category | 14 - Air Bags
::'revliog_sg;:)blished : Sg Parts Info :
ire Indi - "
Rollover Indicator : NO Part No | Part Descriplion | BO Reason
Cosmetic / Sound Quality Indicator: ~ NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date -

08/09/2013

Case History

Case ID . _ Case Title : - SRS LIGHT ON

=*x CASE CREATE 5/29/2012 7°13:00 AM, kfuller
Contact = Priority — N/A, Status — Solving.
“% CASE MODIFY 5/29/2012 7:13 53 AM, kiuller
into WIP Default and Status of Solving
++* SUBCASE [ A 16 5/29/2012 7:14:20 AM, Kuller
Created in WIP Default with Due Date 5/29/2012 7:14:.20 AM,
== NOTES 5/29/2012 715°36 AM, kfuller. Action Type © Call from Customer
The customer called and stated the SRS light 15 on. I verified customer and checked campaigns 1 advised the customer that the light can come on for many
different reasons, I advised the customer that the vehicle would have to be diagnosed  The castomer stated he would call his local Acura dealer
24 SUBCASE LOSE 5/29/2012 7:15:39 AM, kfuller
Status — Solving, Resolution Code ~ Instruction Given
*=* CASE CLOSE 5/29/2012 7:15-39 AM, Kfuller
Status = Closed, Resolution Code — Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date « 08/09/2013

Case Details

cased. Division Acura - Auto Condition - Closed Open Date *_ 8/5/2013 122240 PM |

Case Ongmnator Edward Victor (Team AD) Sub Division - Cuslomier Relations Slatus Closed Close Date . 8/6/2013 112445 AM
Case Owner Samantha Rushby (Team AC) Method Phone Queue Days Open: 1
Last Closed By - Samantha Rushby (Team AC) Point of Origin | Customer Wipbin
’ Case Tite - | IIEE"/\D!O CODE/SS6/AIRBAG WARNING LIGHT No. of Attachments - 0
Site / Contact Info : Product Info .
Site Name - Unit Owner - 613
Dealer No : VIN Type / No - US VIN/ JIMCI‘%SN(‘-
Site Phone No. : Model /Year: TSX /2004
Contact Name : Moael ID / Product Line - CL96R4IW / B
Day Phone No. Miles / Hours :
Evening Phone No | In Service Date 07/20/2004
Cell / Pager No Months In Use : 109
Fax No. Engine Number : K24A21042006
Address Originating Dealer No, / Name :251510 / BOBBY RAHAL ACURA
City / State / Zip : BETHESDA, MD- Selling Dealer No. / Name 251507/ CHEVY CHASE ACURA
E Mail Trim BASE
Svc District / Sls District . / Na. Of Doors : 4 |
Transmission Code : SAT !
Current Dealer Info . | Exterior Color BX
Current Dealer No._ / Name - Factory Warranty Start / End Date :
Phone No Factory Warranty Cancellation Date :
Address [ HPPIVSC Coverage Start/ End Date
City /State/Zip. HPP/VSC Cancellation Date
W;gfg'?;oilrs}gfénféam g / Extended Warranty Start / End Date
" i Extended Warranty Cancellztion Date
i Agent Name Comp Ind | ——
Previous Dealer Info : 3rd Party Info :
Dealer #] — DealerName [ Agent Name '—[Cdrhb 1nd.]
| | Party 1 Not Applicable Party 3: Not Applicable
Party 2 © Not Applicable Party 4 - Naot Applicable
[Ssues:
[ - [ssue 107 Title Status Issue Type T [ssue TypeZ Labor Code] Labor Code Desc
CAMPAICN - [Subcase Close Campaign Elgibiliy
PRODUCT - Subcase Close Product Codes 010 Radio, EQ & CD
PRODUCT - Subcase Close Product ()Fcranon 7523 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA
Spool Report Run Date - 08/09/2013
Issue Uetails
Issue 1D : Dispositicn: Information Condition - Closed Wipoin -
fssue Onginator | Edward Victor Type 1. Campaign Status - Subcease Close Open Date . 8/5/2013 12:23:48 PM
|Issue Owner : Edward Victor Type 2 Ehgibihty Queue Close Date: 8/5/2013 12:32;17 PM
Issue Title : _ CAMPAIGN - ELIGIBILITY
Coding Info : Solution / Linked Resolution Info .
[ Labor Code /Desc 7 somtion 10 Resolunon Tiie
Condition Code Desc Please Specify solution Title
Campaign Code / Desc . $86 { ECM/PCM CORROSION
Temperament Code ; Please Specify
Resolutions . Provided Information, Referred to Dealer
Component Category : 11 - Electncal System
Prevro‘)sly Pu?hshed : NO Parts Info :
Fire Indicator - NO
| Rollover Indicator : NO Pari No. | Part Descripiion ‘BU Reasen
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:

Issue Details

’—IssueT— Disposition. Information Condition ~ Closed Wiptin |
Issue Originator : Edward Victor Type 1 Product Status Subcase Close Open Date |

Issue Owner : Edward Victor Type 2. Codes Queue . Close Date
Issue Title - - PRODUCT - CODES

Solution / Linked Resolution Info .

Coding Info :

8/5/2013 12:27:36 PM
8/5/2013 12:32:17 M

Labor Cede TDesc 0107 Radio, EQ & CD gaton 10 Resoufion niie
Condition Code Desc Anti-Theft Code 0105 qolution Title

Campaign Code / Desc: /
Temperament Code : Please Specify
Resolutions - Provided [nformation

Component Category ; NR - No Category Found
Previously Published . NO

Fire Indicator | NO Parts Info :

Rollover Indicator : NO “Pat No. | Part Descrigtion

BU Reason

Cosmetic / Sound Quality Indicator :  NO
Dealer Coding’

I
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r AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report Run Date : 08/09/2013
Issue Details
Issue ID - Disposition” [nformation Conditon . Closed Wipbin -
Issue Originator : Edward Victer Type 1. Product Status - Subcase Close Open Date  g/5/2013 122815 PM
Issue Owner : Edward Vietor Type 2: Operation Queue Close Date ' 8/5/2013 12:32:17 PM

Issue Title * |- PRODUCT - OPERATION

Coding Info :

Solution / Linked Resolution Info :

~ Labor Code /Desc 7527 SKES

Campaign Code / Desc -/

Praviously Published  NO
| Fire Indicator NO
| Rollover Indicator : NO

Cosmetic / Sound Quality Indicator :

Dealer Coding-

Condition Code Desc Warn Light On 7524

Temperament Code - Please Specity
Resolutions ©  Prowvided Information, Referred to Dealer
Compaonent Category 14 - Air Bags

Solution ID Resolution Title :
Solution Title
Parts Info .
Part Na. I Part Description T BOU Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Shol Beport

Run Date

08/09/2013

Case History
case 0 [ G Case Title : (N RADIO CODE/SS6/AIRBAG WARNING LIGHT

we¥ CASE CREATE 8/5/2013 12:22:40 PM, evictor
Contact — [ P00ty © N/A, Status = Solving
*#* CASE CREATE 2013 12:2348 PM evictot
Number = Created in WIP default with dué date 08/06/2013 12 2348 PM

- SuBtad 'm CREATE 8/5,2013 12.23:48 PM, evictor, Action Type
Created in WIP delault with duz date 08/06/2013 12:23.48 PM.

#++ SUBCASE [ 10D Y /52013 12 24.00 PM, 2victor

wte WIP default and Status of Solving
%8 CASE MODIFY 8/5/2013 12:24.43 PM, evictor
into WIP detault and Status of Selving,
“¥¥ CASE MODIFY 8/52013 122717 PM, ¢victor
mnto WIP default and Status of Solving
s+ sUBCASE [NGTNEGEGEGEGEEE R 5 552013 12.27 36 PM, eviclor
Created in WIP Default with Due Date 8/5/2013 12:27-36 PM
+=» SUBCASE (I - TE 8/5,20!3 122815 PM, evictor
Created in WIP Default with Due Date 8/5/2013 12,2815 PM
¥ CASE MODIFY 8/5/2013 12:28:24 PM. eyictor
into WIP default and Status of Solving
**e NOTES /52013 12:32°12 PM, evictor, Action Type = Call from Cuslomer
Updated client information

Best contact |G

The client catled ACR n regards to an 1ssue with her radio, The chient requested the radio code.

The client provided the radio senal number U1001U0444 | was able to generate the radio code 65352. 1 also informed the client of an outstanding

recall on the vehicle (S86). 1 informed the client of the recail, and stated that should schedule an appointment with the dealership to have the recall performed

The client understond and stated she would do so. The client also stated that there was an issue with the airbag in her vehicle The client stated that the

arrbag light was illuminated. [ informed the client that she have the vehicle diagnosed by the dealership for the issuc.

The client thanked me and the cal| was ended,
== CASE MODIFY 8/5/2013 12 32:13 PM, evictor

intop WIP default and Status of Solving.
suuc.«s»‘_@osz $/5/2013 12:32:17 PM, evictor

Status « Solving, Resolution Code = Instruction Given

rov susCASE |G- Os: $/52015 123217 PM, evictor
Status = Solving, Resolution Code = Instruction Given

xen sypcAsE NG 55 2/5/2013 12 3217 PM. evictor
Status = Solving, Resolution Code = Instruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA et Run Dete -

08/09/2013

Tase History

case 0 (N case Title : [ ?A D10 CODE/S8S/AIRBAG WARNING LIGHT

**% CASE CLOSE 8/5/2013 12:32-17 PM, evictor
Status = Closed, Resolution Code — Instruction Given, State = Open
**¥ CASE REQPEN 8/6/2013 11-21:50 AM, srush
with Conditron of Open and Status of Solving,
#=5 NOTES 8/6/2013 11.24:41 AM. srush, Action Type : Call from Customer
The client contacted ACR because her radio is not accepting the radio code provided to her earlier The client advised that she sees ERR E and ACR informed
her that the radio has been locked out and she will need to reset the system by (i) leaving the system on for | hour or (2) to disconnect the battery for
5 - 10 mins. After resetting, she should see CODE and then enter the radio code. The client understood and thanked me for the information. No further
assistance is required.
««* CASE MODIEY 8/6/2013 11:24:43 AM: sTUsh
to WIP default and Status of Solving
**& CASE CLOSE 8/6/2013 112445 AM, srush
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMEN?S—YS?EM
Spool Report

Run Date : 08/09/2013

Case

Details

Case D" | ] Division Acura - Auto Condition . Closed Open Date  6/1/2012 11 43.45 AM
Case Originator ; Rosa Cigarroa (Team AD) Sub Division :  Customer Relations Status Closed Close Date © 6/1/2012 11 54.57 AM
| Case Owner: Rosa Cigarroa (Team AD) Method - Phone Queue Days Open- 0
Last Closed By * Rosa Cigarroa (Team AD) Point of Origin .. Customer Wipbin
1 | Case Title _ SRS LIGHT COMES ON INTERMITTENTLY No, of Attachments = 0
Site / Contact info . Product Info
Site Name | [ Unit Owner [
Dealer No. : VIN Type / No US VIN / JH4CLO96864
Site Phone No. Mode! [ Year ISX /2004 C-
Contact Name : Mode! ID / Product Line CL9684JW /B
Day Phone No . - Miles / Hours 58,000
Evening Phone No. . In Service Date 07/31/2004
Cell / Pager No Months In Use 95
Fax No. - Enging Number K24A21043549
‘ Address . Qngnating Dezler Na. { Name 251439 / AUTONATION ACURA SOUTH BAY
City / State / Zip LOMITA, CA Selling Dealer No. / Name 251439/ AUTONATION ACURA SOUTH BAY
E Mail : A frim BASE
Svc District / Sis Distrct No Of Doars 4
- - Transmission Code S5AT
Extenor Color SL

Current Dealer Info

Current Dealer No / Name

Factory Warranty Start / End Date
Factory Warranty Cancellation Date

Fhone No
Address HPPAN/SC Caverage Start / End Date
City / State / Zip HPP/V/SC Cancellation Date
Sve District / Ss District Extended Warranty Start / End Date
Warranty Labor Rate / Date / _ s . B ’
) Extendea Warranty Canceliation Date
Agent Name Comp Ind
Previous Dealer Info : 3rd Party Info
Dealer #] Dealer Name | Ageni Name [Comp Ind — >
Party 1 Not Applicable Party 3. Not Applicable
Party 2 Not Applicable Party 4 = Not Applicable
[ssues : .
Issue ID7 Tifle Stafus Issue Type 1 [ssue Type 2 Labor Codgl Labor Code Desc
‘ PRODU | Subcase Close Product Operation 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Issue Details
T1ssue 10 Disposition: Complaint Conditior . Closed Wipbin .
Issue Originator : Rosa Cigarroa Type 1 Product Status:  Subcase Close Open Date®  6/1/2012 11:54:48 AM
Issue Owner Rosa Cigarroa Type 2. Operation Queue : Close Date :  6/1/2012 11:54:57 AM

Issue Title . Y - PROPUCT - OPERATION

Soding Info . Solution / Linked Resolution Info :
Labor Code / Desc - 7527 SRS olution ID Resolution Title
Condition Code Desc Warn Light On 7524 olution Title

Campaign Code / Desc !/
Temperament Code Please Specify
Resolutions :  Documented Concern
Component Category . 14 - Air Bags
Previously Published : NO

Fire Indicator - NO Parts Info :

Rolloverindicator:  NO | Part No | Part Description [ BO Reasan
Cosmetic / Sound Quality Indicator:  NO |
Dealer Coding.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case History

Case ID _ case Tite NG 55 L'GHT COMES ON INTERMITTENTLY
=#% CASE CREATE 6/1/2012 11,4345 AM. reigarro
Contac! = 7o = N/A, Status = Solving
==¢ CASE MODIFY 6/1/2012 1 1.44.27 AM _reigarro
into WIP default and Status of Solving,
Se4 NOTES 6/1/2012 11 53:53 AN, rengairo. Actton Type - Call from Customer
Ventied client's information

AMERICAN HONDA Spool Report Run Date : 08/09/2013 ‘

Client contacted ACR to find out information on the zirbag system in her vehicle She advised she called in a few days ago but was advised she needed her
VIN to get mnformation. | advised that she may have been asked ta provide the VIN to check on any open recalls for the airbags. Client then advised that
the SRS light has been coming on for about 3 or 4 months. 1 asked client when 1t occurs, and she advised that she cannot predict when it happens. |
thanked client for bringing her concern 1o our attention. and let her know that there are no mrbag recalls on the vehicle. | advised client that she should
take her vehicle to a n Acura dealership for diagnosts since they are (n the best position to assist her. I offered to provided information to the nearest dealer,
but she declined. | asked if she could tell me which dealer she would use, she said she will take the vehicle to Southbay Power Acura. Client thanked me
and no further assistance was needed, call ended

=2 CASE MODIFY 6/1/2012 || 54:15 AM_ reigarro
imte WIP default and Status of Solving.

«x« sUBCASE G :: 1 6/1/2012 1154 48 AM, reigarro
Created in WIP Default with Due Date 6/1/2012 11:54 48 AM,

*»% CASE MODIFY 0/1/2012 11.:54. 34 AM. jeigarro
into WIP default and Status of Solving

*#=% CASE CLOSE 6/1/2012 11'54:57 AM, 1eigarro
Status = Closed, Resvlution Code = Instruction Given. Stale = Open

*#4 SUBCAS CLOSE 6/172012 11 34:57 AM rcigarro
Status = Solving, Resolution Code = lnstruction Given
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date ;. 08/09/2013

Case Details

CaselD: Division Honda - Auto Condition © Closed Open Date :  7/13/2009 12:01,07 PM |
Case Originator - Andrew Ndungy (Team MA) Sub Dwision :  Satellite Center Status Closed Close Date ;. 7/13/2009 12:08 11 PM
Case Owner Andrew Ndupgu {Team MA) Method - Phone Queue Days Open = ¢
Last Closed By : Andrew Ndungu (Team MA) Paintof Origin - Customer Wipbin
Case Title _ SRS LIGHT ON No of Attachments = 0
Site / Contact info - Product Info .
[SiteName . B = Unit Owner .
Deailer No VIN Type / No US VIN/ JI-MCL95824C_
Site Phone No. Medel / Year TSX 12004
Contact Name Model |D / Product Line - CL9584JW /B
Day Phone No Miles / Hours 98,000
Evening Phone No In Service Date . 07/14/2004
Cell / Pager No Months In Use 60
| FaxNo. . | Engine Number K24A21045383
Address Originating Dealer No. / Name ;251385 / ACURA OF MISSION VIEJO
Ctty / State / ZIp MISSION VIEJO. CA- Selling Dealer No. / Name © 251385 / ACURA OF MISSION VIEIO
E Mail || Trim BASE
| SveDistrict/ Sis Distnct—/ } | No. Of Doors * 4
- - Transmission Code : 6MT
Current Dealer Info : Exterior Color : SL
Current Dealer No. / Name . 251385 / ACURA OF MISSION VIEIO Factory Warranty Start / End Date :
Phone No 949-364-1210 Factory Warranty Cancellation Date
Address ; 28802 MARGUERITE PKWY HPP/VSC Coverage Start / End Date -
City / State / Zip - MISSION VIEJO. CA 92692 | HPPNSC Cancellation Date .
SJC District / Sls District : ~ 01C / BO1 Extended Warranty Start/ End Date
arranty LaborRate { Date - 89,00 A | Extended Warranty Cancellation Date
Agent Name . Comp Ind | '
Previous Dealer Info : 3rd Party Info -
[Dealer #1 Dealer Name Agent Name [Comp Tnd”
i X [ Party 1. Not Applicable Party 3. Not Applicable
\ Party 2: Not Applicable Party 4 : Not Applicable
Issues ©
ITitle Stafus TssueTy,e1 | IssueTvpeZ Labor Code| Labor Code Desc
“- CAM |Subcase Close Campaign Eliybiliy 752 SRS
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AMERICAN HONDA CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
SDool Repon Run Date : 08/09/2013
Issue Details
W_ Disposifion’ [nformation Condition . Closed Wipbin -
Issue Originator © Andrew Ndungu Type 1. Campaign Status . Subcase Close Open Date . 7/13/2009 12:02:01 PM
Issue Owner Andrew Ndungu Type 2 Eligibility Queue - Close Date - 7/13/2009 12:08:11 PM
Issue Title - [ - C AMPAIGN - ELIGIBILITY

Coding Info : Solution / Linked Resolution Info *
Labor Code / Desc : 752/ SRS Solution 1D Resolution Title
Condition Code Desc Warn Light On 7524 Solution Title :

Campaign Code / Desc: /
Temperament Code * Cold
Resolutions :  Forward to Call Ctr
Component Category : 14 - Awr Bags
Previously Published :  NO

Parts Info :

Fire Indicator - NO

Rollover Indicator : NO Part Na | Part Descrilion | BO Reason
Cosmetic / Sound Quality Indicator: ~ NO

Dealer Coding
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
A
AMERICAN HONDA Spool Report Run Date

08092013

Case History

" CASE CREATE 7/13/2009 12:01,07 PM. andungn
Contact - [N Prionity = N/A, Status = Solving
25 CASE MODIFY 7/13/2009 12:01-11 PM, anduagu
mto WIP Default and Status of Solving,
v** CASE EXTENDED WARRANTY LOOKUP 7/13/2009 12:01.20 PM. andupzu
WARRANTY CHECK 07/13/2009 12,01:20 PM andunyu
Neo dala found for VIN,
#%¢ CASE CLAIMS LOOKUP 7/13/2009 12:0£.23 PM_ andungu
CLAIM CHECK 07/13/2009 12.01:23 PM andungu
The following Claim History iformation was found
0, 2006-07-22; 251526, 251351 510: 730101 , RELAY. ANY IN FUSE BOX- REPLACE
k=¥ CASE CAMPAIGN LOOKUP 7/13/2009 12:01:29 PM, andungu
CAMPAIGN CHECK 07/13/2009 12.01 29 PM andungu
The following Campaign information was found
04-026; P4%RUNK WIRE: 11/08/04; FX;
06-050: Q2 lass Action Acura; ; -
04-021; Q33, 03- DIO DISPLAY; 03/13/09; FX,
07-016; Q36; 04-
e+ CASE VSC LOOKUP 7/13/2009 12.01 30 PM_andungu
VSC-CUC CHECK 07/13/2009 12:01:29 PM andungu

No data found for VI
=%% SUBCASE CREATE 7/13/2009 12,0201 PM. andungu
Created in WIP Default with Due Date 7/13/2009 12:02:01 PM.

*+* CASE MODIFY 7/13/2009 12:04; (8 PM. andungu
into WIP Default and Status of Solving,
“#£ NOTES 7/13/2009 12:07;12 PM. andungu. Action Type = Call from Customer
Client called in stating that she had a diagnosis from Acura of Mission Viejo for her SRS light that been on and had called for a replacement of the seat
beit sensor and rear impact sensor and was wondering whether it could be covered by AHM as there had an an earlier recall for SRS lights. | advised her
that her vehicle was not part of any recall, but she insisted on receiving financial assistance on the matter. | then transferred the call to ACS as per procedure
=2 CASE MODIFY 7/13/2009 12:08:09 PM, andungu
into WIP Default and Status of Solving.
w»+ SUBCASE |G- o5k 7/15/2009 12:08:11 PM, srdunze
Status = Solving, Resolution Code ~ Instruction Gaven
**% CASE CLOSE 7/13/2009 12:08: 11 PM, andungu
Status - Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case Details
Case D - Pivisica Acian Auto Condition ~ Closed Open Dare  7/13/2009 12.07:28 PM
Case Originator ' Charmaine Uemura (Team AD)  Sub Division ©  Customer Relations Status Closed Close Date - 7/13/2009 2:00:34 PM
Case Owner .  Charmaine Uemura (Team AD)  Method Phone Queue Days Open: 0
Last Closed By - Charmaine Uemura (Team AD)  Point of Onigin : Customer Wipbin
o T No. of Atachments ¢
Site / Contact Info : Product Info :
Site Name - Unit Owner il e e W= _ i)
Dealer No VIN Type / No IS VIN / JH4(‘L95824C-
Site Phone No Model / Year TSX /2004
Cantact Name ! Model ID / Product Lina CLO9S84IW /B
Day Phone No. Miles / Hours - 98,000 |
Evening Phone No | In Service Date 07/14/2004
Cell / Pager No Monins In Use 60
Fax No. : Engine Number K24A210453R3
Address Originating Dealer No. / Name 251385 / ACURA OF MISSION VIEIO
City / State / Zip . MISSION VIEIO, C: Selling Dealer No. / Name 251385/ ACURA OF MISSION VIEJO
E Mail [ | Trm: BASE
Svc District / Sls District / ‘ No. Of Deors ; 4
o Transmission Code 6MT
Current Dealer Info - | Exterior Color SL

Factory Warranty Start / End Date

Current Dealer No / Name .
Factory Warranty Cancellation Date

Phone No
Address HPP/VSC Coverage Start / End Date
City / State / Zip - HPPIVSC Canceliztion Date
. » H o )
S\;IC Dlst(nc‘:: IDSISRD'::"/C(‘)‘ " / Extended Warranty Start/ End Date
e dpsaaii St Extended Warranty Cancellation Date
Agent Name Comp Ind }
Previous Dealer Info - - ™~ 3rd Party Info .
Dealer #] Dealer Name Agent Name |Comp Tnd
Party 1+ Noi Applicable Parly 3 ° Not Applicable
Party 2. Not Applicable Party 4 - Not Applicable
SSues : - ar
Issue TD 7 Title Stafus Issue Type T Issue Type 2 LCabor Codel Laoor Code Desc
g g P'RO [Subcase Close |Produet — |Operation 752 SRS -
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date . 08/09/2013
— Issue Details

issue 0 [N Disposition: Complaint Condition Closed Wipbin

Issue Originator - Charmaine Uemura Type 1 Product tatus @ Subcase Close Open Data  7/13/2009 2:00.01 PM

Issue Owner : Charmaine Uemura Type 2. Operation Queue Close Dale  7/13/2009 2:00 18 PM

1ssue Tite - || I PRODUCT - OPERATION
Coding Info : Solution / Linked Resolution Info !

Labor Code 7'0esc - 7577 SRS Solution 1D Resoiutlon Title

Condition Cude Desc Warn Light On 7524 Solution Title

Campaign Code / Desc®  /

Temperament Code : Please Specity

Resolutions Documented Concem, Referred to Dealer

Component Category = 14 - Air Bags

Previously Published : NO

Fire Indicator NO Parts Info

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

Cosmetic / Sound Quaiity Indicator:  NO

Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date  ()#/0972013
Case Hislory
casen  [HNNEG Cose Tite | "> 'UICATOR
FRECASE CREATE 7/13/2009 120728 PM. cuemura
Conlact Prority = N/A, Status = Solving

**= NOTES 7/13/2009 12:07 33 PM, cuemura, Action Type @ Call from Customer
**= SUBCASE NO32009-07-1301211-] 7/13/2009 12:02,01 PM andungu

**“NOTES 07/13/2009 12:07-12 andungu Action Type: Call from Customer
Client called in stating that she had a diagnosis from Acura of Mission Viejo for her SRS light that been on and had called for a replacement of the seat
belt sensor and rear impact sensor and was wondering whether 1t could be covered by AHM as there had an an earlier recall for SRS lights. | advised her
that her vehicle was not part of any recall, but she insisted on receiving financial assistance on the matter | then transferred the call to ACS as per procedure,
“¥* CASE MODIFY 7/13/2009 1207 37 PM, cuemura
into WIP default and Status of Solving,.
*=* CASE EXTENDED WARRANTY LOOKUP 7/13/2009 12,07:39 PM, cuemusa
WARRANTY CHECK 07/13/2009 12:07:3%9 PM cuemura
No data found for VIN
> CASE CLAIMS LOOKUP 7/13/2009 12 07,44 PM, cuemura
CLAIM CHECK 07/13/2009 12:07:44 PM cuemura
The following Claim History information was found
0; 2006-07-22; 251526, 251351; 510; 730101 ; RELAY, ANY IN FUSE BOX- REPLACE.
**F CASE CAMPAIGN LOOKUP 7/13/2009 [2:07 48 PM. cuemura
CAMPAIGN CHECK 07/13/2009 12:07:48 PM cuemurz
The following Campaign informarion was found

04-026. P45 1 X TRUNK WIRE; 11/08/04; FX:
06-050, Q27, lass Action Acura: | ;

04-021, Q33.03-04 RADIO DISPLAY L 03/13/09, FX,
07.016; Q36: 04-

*=* CASE VSC LOOKUP 7/13/2009 12;07:49 PM, cuemura
VSC-CUC CHECK 07/13/2009 12:07-49 PM cuentura
No data found for VIN.
4= CASE MODIFY 7/13/2009 12:09:14 PM, cugmura
into WIP default and Status of Solving.
% CASE EXTENDED WARRANTY LOOKUP 7/13/2006 12 1102 PM, cuemura
WARRANTY CHECK 07/13/2009 12;11:01 PM cuemura
No data found lor VIN
*+* CASE CLAIMS LOOKUP 7/13/2009 12-11-06 PM, cuemura
CLAIM CHECK 07/13/2009 12:11:06 PM cuemura
The following Claim History information was found
0; 2006-07-22; 251526; 251351; 510; 730101 ; RELAY, ANY IN FUSE BOX- REPLACE
#*#* CASE CAMPAIGN LOOKUP 7/13/2009 12:11:09 PM, cuemura
CAMPAIGN CHECK 07/13/2009 12:11:09 PM cuemura

Page# " 59




CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date

08092013

Case Hisfory

case 0 [ cose e N <5 |NICATOF

The following Campaign information was found
04-026, P45; 4 { TRUNK WIRE: 1/08/04: FX,
06-050, Q27;H:lass Action Acura: ; .
04-021; Q33; 03-04 RADIO DISPLAY; 03/13/09; FX;
07-016; Q36; 04-
H¥e CASE VSC LOOKUP 7/13/2009 12:11: 12 PM, cuemura
VSC-CUC CHECK 07/13/2009 12:11:12 PM cuemura
No data found for VIN.
4 CASE CAMPAIGN LOOKUP 7/13/2009 12:13:46 PM. cuemura
CAMPAIGN CHECK 07/13/2009 [2:13:45 PM cuemura
The following Campaign information was found
04.026; P45 '04 TSX TRUNK WIRE: 1)/08/04: FX,
06050, Q27 1255 Action Acura, , .
04-021; 033, 03-04 RADIO DISPLAY 03/13/09; FX.
07-016, Q36; 0d-
##*= NOTES 7/13/2009 12:21-13 PM. cuemura. Action Type . Cil' from Costamer
Verified client information

Thisischient 3 first new Acura,

Chient states the SRS indicator hight was coming on internutiently. Client srates the vehicle is at Norm Reeves Mission Viejo right now, Client stales SA
Roman advised there is a problem with the SRS unit. SA Roman states they will need to replace the left rear passenger seat and or the SRS unit. SA
Roman advised if this is not replaced then the air bags may not work.

Client states she was quoled;

—-5280 00 1mpact umit including parts and labor

—-$562 00 srs unit inciuding parts and labor

Client states, she has never had an accident only that she was hit 1n a parking lot that was low impact, Client has no kids so no one ever sits in the back

Service history,
Client states she does her service at Norm Reeves Mission Viejo

I advised client the new car LMW 1s 4/50k miles which ever should come first. 1 adwised client the vehicle has surpassed the warranty parameters. [ asked
client if her seat belts are still working?

-Client states her seat belts still work.

| advised client the seat belis have a limited warranty, 1 advised client this is the {irst major safety concern

i apologized to the client but the vehicle is aut of warranty at this tme | advised client to speak with the SM at the dealer. All cases are reviewed

on a case by case basis. [ advised 1t can be reviewed with the Acura Representative and an outcome would be provided that is final

Client thanked me and had no further questons,

“em WNOTES 7/13/2009 12:24°58 PM, cuemura. Action Type . Call from Customer
Spoke with TL - out of warranty

wex suCASE (N /75 7/13/2009 200,01 PM, cuemura
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA
Spool Report

Run Date *

08/09/2013

Case History
CaselD Case Tite - I 5 0ICATOR
Created in WIP Default with Due Date 7/13/2009 2:00:01 PM.

¢ suCASE [INNEGE oS¢ 7/15/2009 200 (8 PM. cuemura
Status = Solving, Resolution Code = [nstruction Given

“*" CASE CLOSE 7/13/2009 2:00:34 PM, cuemura
Status = Closed, Resolution Code ~ Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Run Date @ 08/09/2013 ‘

Spool Report
Case Details
Case D : Division Honda - Auto Conditon ' Closed Open Date  5/4/2009 4.18:55 PM
Case Originator ; Manuen Pan (Team CA) Sub Division . Satellite Center Status Closed Close Date ©  5/4/2009 4.24:48 PM ‘
l Case Owner - Manuen Pan (Team CA) Method Phone Queue Days Open 0
Last Closed By © Manuen Pan (Team CA) Paint of Origin - Customer Wipbin

Case Title

_» SRS CONCERNS

No. of Attachments . 0 {

Site | Contact Info :

Product Info ;

’ Site Name

Dealer No.

Site Phone No
Contact Name -
Day Phone No.
Evening Phene No.
Cell  Pager No.
Fax No

Address

City I State / Zip:  SANJOSE, CA |

B CECEENT
Svc District / Sis Distric /

Engine Number
Originating Dealer No. / Name 251105 AUTONATION ACURA STEVENS CR

Selling Dealer No_/ Name 251105 / AUTONATION ACURA STEVENS CRE

| Unit Owner : ]
VIN Type / No 1S VIN /JHdCL%SM(-
Mode) / Year TSX /2004
Modei ID / Product Line : CLY96RAIW / B
Miles / Hours 20.000
In Service Date 07/31/2004
Months In Use 58

K24A21046444

Trim BASE
No_Of Doors 4
Transmission Code : SAT
Exienor Color SM

Current Dealer Info :

| Current Dealer No / Name

Fhone No.

Address

City / State / Zip

Sve District / Sis Distnct .

Warranty Laoor Rate / Date /

Factory Warranty Start / End Date
Factory Warranty Cancellation Date

HRP/SC Coverage Start / End Date :
HPPNSC Cancellation Date

Extended Warranty Start / End Date
Extended Warranty Cancellation Date

Agent Name Comp Ind.

Previous Dealer Info : - 3rd Party Info .
Deaier #] Dealer Name [ Agent Name [CompTnd | (——

—— Party 1 Not Applicable Party 3. Not Applicable

Party 2. Not Applicable Party 4 © Not Applicable

Issues :
=3 [ssue T07 Tifle Sialus Issue Type T Tsste Tyge? [.abor Codi [abor Cade Dese
_ CAMPAIGN | Subcase Close ~ [Campaign Eligibily, Pl B 14 e

| |
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date ' 08/09/2013
Issue Details
W_ Disposition: Information Conditiar ; Closed Wipbin -
Issue Originator Manuen Pan Type1  Campaign Slatus Subcase Close Open Date :  5/4/2009 4:24:40 PM
Type 2: Eligibility Queue Close Date -  5/4/2009 4:24:48 PM

Issue Owner |
Issue Title : CAMPAIGN - ELIGIBILITY

Solution / Linked Resolution Info

Coding Info :
Labor Code / Desc 1752 / SRS alution 1O Resolution e
Condition Code Desc ~ Advanced SRS Sys7526 olution Title -
Campaign Code / Desc:  /
Temperament Code | Cold
Resolutions . Provided Information
Camponent Category = 14 - Air Bags
grev:ou;ly Puplished . NO Parts Info :
R';e;ocgr'?i:::.'m R :8 [ Part No, [ Part Descriptron ] BO Reason
Cosmetic / Sound Quality Indicator :
Dealer Coding.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date © 08/09/2013
Case History
case D NN Case T 7S COCERS
=*% CASE CREATE 5/4/2009 4,18 35 PM, mpan
Contact = Prionty = N/A, Status = Solving.

**% CASE MODIFY 3/4/2009 4 19:05 PM, mpan
into WIP Default and Stats of Solving
*¥* CASE EXTENDED WARRANTY LOOKUP 5/4/2009 4 19.07 PM, inpun
WARRANTY CHECK 05/04/2009 04:19:07 PM mpan
No data found Tor VIN
we CASE CLAIMS LOOKUP 5/4/2009 4:19:11 PM, mpan
CLAIM CHECK 05/04/2009 04:19:11 PM mpan
The following Claym History information was found
0; 2007-08-18, 251105; 221131; 510, 7120A2 . PRODUCT UPDATE MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL
METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES)
""" CASE CAMPAIGN LOOKUP 5/4/2009 419:16 PM, mpan
CAMPAIGN CHECK 05/04/2009 04 19.16 PM mpan
The followingC, 1gn information was found
06-050, Q27, lass Action Acura; | ,
(4-021, Q33; 03-04 RADIO DISPLAY: - |
07-016; Q36, 04-05 TSX HID HEADLIGHTS, 08/18/07; FX,
*#4 CASE VSC LOOKUP 5/4/2009 4:19:17 PM. mpan
VSC-CUC CHECK 05/04/2009 04.19.17 PM mpan
No data found for VIN,
=4 NOTES 5/4/2009 4:24.20 PM, mpan, Action Type . Call from Customer
The customer contactzd AHM in regards to concerns with the SRS light on the vehicle 1 venfied and updated the customer s contact information on CRMS
I vertfied in CRMS the vehicle s campaign statuses. | advised the customer that there are currently no outstanding recalls ot the vehicle. T advised that
the manufactures warranty is valid 4 years or 50k mules whichever occurs first [ advised that the vehicle has exceeded the warranty parameters, T asked (f
there was anything else T could assist the customer with. The customer responded with a no. | thanked the customer for calling AHM and the call ended.
*+o SURCASHENEEE - 75 5/4/2009 4 24:40 PM, mpan
Created in WIP Default with Due Date 5/4/2009 4 24:40 PM.
=#= SUBCASE LOSE $/4/2009 4 24:48 PM. mpan
Status = Solving, Resolution Code = Instruction Given
=% CASE CLOSE 5/4/2009 4:24 48 PM, mpan
Status = Closed, Resolution Code = Instruction Given, State = Open
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report

Run Date - 08/09/2013

Case Details

[ CaselD: Division Acura- Auto Condition - Closed Open Date. 11/13/2008 2-54.02 PM
Case Originatar - Damel Suh (Team AC) Sub Division . Customer Relations Status Closed Close Date = 1/7/2009 11.42:24 AM
Case Owner Bryan Harrison (Team AB) Method Phone Queue - Days Open : 55
Last Closed By : Bryan Harnson (Team AB) Point of Ongin @ Customer Wipbin

Case Title O1F -

GW ASSIST/OPDS UNIT AND SENSOR

No. of Attachments - 0

Site / Contact Info .

Product Info “

Site Name

Dealer No

Site Phone No
Contact Name -

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

Fax No

Address

City / State / Zip :

E Mail .

Svc District / Sis District

UKIAR, CA

Unit Owner 181

VIN Type / No

Model / Year TSX /2004
Modzl ID / Praduct Line CL9684JW /B
Miles [ Hours ; 33,000

In Service Date . 08/18/2004
Months In Use s1

Engine Number ' K24A21048019

Selling Dealer No. / Name :

Current Dealer Info :

Trm: BASE
No. Of Deors : 4
Transmission Code SAT
Exterior Color SL

Factory Warranty Start / End Date !

2
US VIN/ JH4CL96SI4C-

Originating Dealer No. / Name 251415/ ACURA OF CONCORD
251415/ ACURA OF CONCORD

Cunt B ar No - v 251464 1 HANSE A 2 A
';:;:[:::3" NeL PN 7"'.‘;_';‘& :;‘3”15“ ACURA Factory Warranty Cancellation Date
Address : 2079 CORRY AVENUE HPPNSC Coverage Start / End Date !
City / State / Zip SANTA ROSA. CA 95407 HPPA/SC Cancellation Date :
Svec District / Sls District. 016G /DO Extended Warranty Start / End Date
Warranty Labor Rate / Date © §12600 / | | Extended Warranty Cancellation Date
Agent Narne Comp Ind }
Previous Dealer Info B . ____ J3rd Party Info .
[Deslsr #] Dealer Name i Agent Name [Comp ind
Party 1 Not Applicable Party 3. Not Applicabig
Party 2. Not Applicable Party 4 | Not Applicable
Ssues : |
A=w = Tssue TO T Title Status Tssue Tyge T Issue Type 2 [ abor Codel Labor Code Desc
“WARRANTY |Subcase Close  [Warranyy “|Coverage ) - ' T
- WARRANTY [Subcase Close Warranly - Fxtended Coverage
- PRODUCT - Subcase Close Product Operation 732183 OCCUPANT POSITION D
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spoal Report Run Date . 08/09/2013
ISsue Defails 1
Issue ID : Disposttion’ Information Condition : Closed Wipbin .
Issue Onginator © Daniel Suh Type 1 Warmanty Status . Subcase Close Open Date :  11/13/2008 2:57:42 PM
Issue Owner Daniel Suh Type 2 - Coverage Queue - Close Date :  11/13/2008 2:58:10 PM
|ssue Title _WARRANTY - COVERAGE
Coding Info : Solution / Linked Resolution Info .
abor Code /Desc ./ Solution 1D Resolufion Tife -
| Condition Code Desc galutian Title:
| Campaign Code / Desc - /
Temperament Code Please Specify
Resolutions ©  Provided Information
Component Category © NA - Please Specify
Previously Puolished . NO Parts Info
Fire Indicator - NO y
Rollover Indicator : NO Pari No [ Part Descrigtion ] BO Reason
Cosmetic / Sound Quality Indicator: ~ [NO
Dealer Coding
= . = & — sueDemils — ~
Issue 1D . Disposition, information Condition : Closed Wipbin -
Issue Originator ; Daniel Suh Type 1 Warranty, Extended Status Subcase Close Open Data ' 11/13/2008 2.57:55 PM
Issue Ownerg uh Type 2. Coverage Queue : Close Date:  11/13/2008 2:58:10 PM
Issue Title ; WARRANTY - EXTENDED - COVERAGE

Cosmetic / Sound Quality Indicator :
Dealer Coding

NO

Coding Info : Solution / Linked Resolution Infa .
Lanor Code 7 Desc . 7 | gomenTD Resolution Tite
Condition Code Desc Ksolution Title
Campaign Code / Desc
Temperament Code Please Specify
Resolutions = Refered to Ird Party
Component Category - NA - Please Specify -
avigusly Pubhshed . NO
Elrr'; Indicator aghs NO i s .
Rollover Indicator : NO PartNo I Part Descrption [ BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date : 08/09/2013
1ssue (D [NNGNGNGEEEE Disposiion Complamt Condition  Closed Wipbin
Issue Originator : Bryan Harrison Type 1 Product Status Subcase Close Open Date:  12/15/2008 12:40:31
Issue Owner:  Bryan Harrison Type 2: Operation Queue’ Close Date :  1/7/2009 11:42:23 AM
Issue Title * PRODUCT - OPERATION
L S
Coding Info : Solution / Linked Resolution Info :
Labor Code / Desc : 752185 / OCCUPANT POSITION DETECTION SYSTEM (OF [Salution 1D Resolution Titie
Condition Code Desc Warn Light On 7524 Salution Title -
Campaign Code / Desc© {
Temperament Code Please Specify
Resolutions Assist - AHM Partial
Compaonent Category - 14 - Air Bags
Previously Published . NO Parts Info :
Fire Indicator - NO - o — — R
Rollover Indlcator : NO Part No | Part Descripfion | BO Reason
Cosmetic / Sound Quality indicator;  NO
Dealer Coding,
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ERICAN HO A CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HOND Spool Repeart Run Date - 08/09/2013
Case History
case 0 NN Case The . (1= |- W As5157T/0PDS UNIT AND SENSUR
**% CASE CREATE 11/13/2008 2:54-02 PM dsuh
Contact = Prionty — N/A, Status — Solving.
#4% CASE EXTENDED WARRANTY LOOKUP 11/13/2008 2:54-05 PM. dsuh
WARRANTY CHECK 11/13/2008 02:54.05 PM dsuh

No data found for VIN
%% CASE CLAIMS LOOKUP 11/13/2008 2:34:08 PM, dsuh
CLAIM CHECK 11/13/2008 02:54.08 PM dsuh

The following Claim History information was found
0; 2007-05-C4; 251415, 008071, 510, 7120A2 , PRODUCT UPDATE. MOISTURE IN HEADLIGHT - DIAGNOSE. INSTALL

METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
=% CASE CAMPAIGN LOOKUP 11/13/2008 2:34: 10 PM. dsuh

CAMPAIGN CHECK 11/13/2008 02:54:10 PM dsuh

The following Campaign informatjon was found

06-050;, 027ﬁlass Action Acura; ; ;|

04-021; Q33; 03-04 RADIO DISPLAY: ; ;

07-016: Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX:
=% CASE VSC LOOKUP 11/§3/2008 2:54. 10 PM, dsuh

VSC-CUC CHECK 11/13/2008 02:54° 10 PM dsuh

No data found for VIN.
=% CASE VSC LOOKUP 11/13/2008 2;54'59 PM, dsuh

VSC-CUC CHECK 11/13/2008 02-54:59 PM dsuh

No data found for VIN.
e CASE CAMPAIGN LOOKUP 1 1/13/2008 2.55.25 PM, dsub

CAMPAIGN CHECK. 11/13/2008 02:55:25 PM dsuh

The following Campaign information was found

06-050, Q27; lass Action Acura. | ;

04-021; Q33; 03-04 RADIO DISPLAY ; :

07-016, Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX;
*** NOTES 11/13/2008 2.57.27 PM. dsuh, Action Type . Call from Customer

Updated the owner information = —= =

The client states that there s an airbag hght on and the cliemt had it diagnosed at an Acura dir The chient was told that the problem was the OPDS sensor
and control unit The client would like to know if this unit 1s covered under the factory warranty or under the extended warranty(aftermarket) that the client
purchased from the selling toyota dir. ACS informed the client that his NVLW expired on 8/18/08 and that [ do not know the parameters of hus outside
extended warranty ACS advised (he client 1o contact the provider of his extended warrznry The client had no Turther requests

#»= SUBCASE [ Rz e 11/13/2008 2:57:42 PM. dsub
Created in WIP Default with Due Date 11/13/2008 2:57:42 PM

w2+ SURCASE NG Cc A7 F 11/13/2008 237 55 PM, dsuh

Created i WIP Defauit with Due Dare 11/13/2008 2:57:55 PM
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CUSTOMER RELAT!ONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History
case D : NG Case Tite . 01F N GW ASSIST/OPDS UNIT AND SENSOR

*=** CASE MODIFY 11/13/2008 2:58:05 PM. dsuh
into WIP default and Status of Solving,

+++ SUBCASE |GGG . OsE 11/13/2008 2.58:10 PM, dsuh
Status = Solving, Resolution Code — Instruction Given

»«+ SUBCASE NG 1 OSE 11/13/2008 2:58:10 PM, dsuh
Status — Solving, Resolution Code = Instruction Given

*&% CASE CLOSE 11/13/2008 2:58:11 PM, dsuh
Status ~ Closed, Resolution Code = Instruction Given, State = Open

*#% CASE REOPEN 12/15/2008 9:56:50 AM, jelhs
with Condition of Open and Status of Solving.

#** CASE EXTENDED WARRANTY LOOKUP 12/15/2008 9:56:57 AM, jellis
WARRANTY CHECK 12/15/2008 09:56:56 AM jellis
No data found for VIN,

=55 CASE CLAIMS LOOKUP 12/15/2008 9:57:01 AM, jellis
CLAIM CHECK 12/15/2008 09:57:01 AM jellis

The following Claim History information was found
0, 2007-05-04; 251415; 008071; 510, 7120A2 ; PRODUCT UPDATE: MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL

METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
==& CASE CAMPAIGN LOOKUP 12/15/2008 9:57-03 AM, jellis
CAMPAIGN CHECK 12/15/2008 (9:57:03 AM jellis
The followintn information was found
06-050; Q27;) lass Action Acura: ; |
04-021; Q33; 03-04 RADIO DISPLAY; ; ;
07-016, Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX;
% CASE VSC LOOKUP 12/15/2008 9:57.04 AM, jellis
VSC-CUC CHECK 12/15/2008 09:57-:04 AM jellis
No data found for VIN.
=** CASE EXTENDED WARRANTY LOOKUP 12/15/2008 9:59:58 AM, jelhs
WARRANTY CHECK 12/15/2008 09:59:58 AM jellis
No data found for VIN.
*** CASE CLAIMS LOOKUP 12/15/2008 10:00:02 AM, jellis
CLAIM CHECK 12/15/2008 10:00:02 AM jellis

The following Claim History information was found
0; 2007-05-04; 251415; 008071; 510; 7120A2 , PRODUCT UPDATE: MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL

METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
wox CASE CAMPAIGN LOOKUP 12/15/2008 10:00:04 AM, jellis
CAMPAIGN CHECK 12/15/2008 10:00:04 AM jellis *

The following Campaign information was found
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

08/09/2013

Case History

case 0. I Case Tite: 017 R GV ASS!ST/OPDS UNIT AND SENSOR
06-050; QZMMSS Action Acura; ; ;
04-021; Q33; ADIO DISPLAY; ; ;
07-016; Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX;

**2 CASE VSC LOOKUP 12/15/2008 10:00:04 AM, jellis
VSC-CUC CHECK 12/15/2008 10:00:04 AM jellis
No data found for VIN.

#*% NOTES 12/15/2008 10:07:32 AM,_ielIis, Action Type : Call from Customer
The client 15 calling because he is having problems with his vehicle's OPDS unit and OPDS sensor and the client's passenger side airbag light is on.
The client said that he had his vehicle diagnosed by PRESTIGE ACURA on 11/12/2008 and the client was working with Greg Dennefe (Service Advisor)
at the dealership. The client was told by the dealership that his vehicle's OPDS unit and OPDS sensor would need to be replaced and that the cost of
the repair of his vehicle would be around $1,000.00. The client was told by the dealership that his vehicle was outside of warranty and the client was
told to go back to where the vehicle was purchased at Merin Toyota to see if they could help him with the repair of his vehicle.

The client is seeking assistance with the cost of the replacement of his vehicle’s OPDS unit and OPDS sensor. The client feels that his vehicle's OPDS

unit and OPDS sensor shouldn't need to be replaced so early in the life of the vehicle. [ informed the client that if they are seeking assistance from Acura
Client Services for a non-campaign related issue then I will need to transfer them to another representative from Acura Client Services for further information
regarding their request. [ warm transferred the client to Acura Client Services and the call ended.

[ verified the client's information. 7074891902
%3 CASE YANKED 12/15/2008 10:10°12 AM, jortiz
Yanked by jortiz mto WIPbin default.
=#% CASE EXTENDED WARRANTY LOOKUP 12/15/2008 10:10:33 AM, jortiz
WARRANTY CHECK 12/15/2008 10:10:33 AM jortiz
No data found for VIN.
“#* CASE CLAIMS LOOKUP 12/15/2008 10.10:36 AM_ jortiz
CLAIM CHECK 12/15/2008 10:10:36 AM jortiz
The following Claim History information was found
0; 2007-05-04; 251415; 008071; 510; 7120A2 , PRODUCT UPDATE. MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL
METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
=% CASE CAMPAIGN LOOKUP 12/15/2008 10:10:42 AM, jortiz
CAMPAIGN CHECK 12/15/2008 10:10-42 AM jortiz
The followi 1gn information was found
06-050, Q27 lass Action Acura; ; |
04-021; Q33; 03-04 RADIO DISPLAY; ; ;
07-016; Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX;
=2 CASE VSC LOOKUP 12/15/2008 10:10:43 AM, jortiz
VSC-CUC CHECK 12/15/2008 10:10:43 AM jortiz
No data found for VIN.
Hex CASE VSC LOOKUP 12/15/2008 10 13°48 AM, jortiz
VSC-CUC CHECK 12/15/2008 10.13.48 AM jortiz
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA ey Run Date

08/09/2013

Case History

o= b 000 | Case Title ©  01F - [ G\ ASSIST/OPDS UNIT AND SENSOR
No data found for VIN.
*3 NOTES 12/15/2008 10:22:18 AM, Jortiz, Action Type . Call from Customer
The client was WT from John in Chino,
I had him verify his address and phone numbers again
I venified all of John's notes,
The client is seeking GW assistance with the OPDS unit and Sensor
He stated he purchased a warranty through the Merin Toyota where he purchased this vehicle but it does not cover this issue.
I advised that anytime the vehicle is out of warranty, assistance is not guaranteed.
But [ will forward his case to an RCM for review

He is the 2nd owner of this vehicle; he purchased it in August 08 with 30K from Merin Toyota
He hasn't even had 1t long enough for its first oil change.
He has owned a 94 Legend purchased from a Saturn dealer, a used Accord and Civic.
#=* CASE MODIFY 12/15/2008 10:22:28 AM, jortiz
into WIP default and Status of Solving.
##= CASE MODIFY 12/15/2008 10.23:27 AM, jortiz
into WIP default and Status of Solving.
*#& CASE DISPATCH 12/15/2008 10:23:42 AM, jortiz
from WIP default to Queue Acura Team B.
**2 NOES [2/15/2008 10:27:28 AM, jortiz. Action Type : Warm Transfer
T attempted WT and Bryan accepted.
*#* CASE YANKED 12/15/2008 10:29'40 AM, bharriso
Yanked by bharriso into WIPbin default.
==* NOTES 12/15/2008 10:41:21 AM, bharriso, Action Type : Call to Customer
ACS recieved a warm transfer.
I introduced myself as the regional case manager that will be reviewing his concern.
ACS provided the ctient with the || ] ]NNEEEEE vy direct extension 115078, and verified that he had the case #.
ACS verified and updated the client s information including the client s current address, phone numbers, mileage, and dealer
Client stated that:
-He paid $400 on an afiermarket warranty through the Toyota dealership which doesn’t cover the repair.
-He is financially unable to pay for the repair for the OPDS sensor.
-Toyota dealership was over 120 miles away and bought it there because they were seliing a TSX cheaper than an Acura dealership.
-"I am pretty strapped for cash nght now; we had to get something in our price range”
-Due to how short time he has owned the car he hasn't had a chance to do even an oil change.
-He has owned a 94 Acura Legend purchased used from a Saturn dealer, a used 88 Honda Accord, and a used Honda Civic (of an unknown year).
-For his past vehicles he services 1t at an IRF.
-Closest Acura dealership is like 70 miles away - Honda dealership in his area doesn't work on Acuras.
-Is seeking 100%.
ACS noted that should the vehicle have been purchased as a CUC from an Acura dealership the concern would have been covered.
ACS added that should he purchased the vehicle used from an Acura dealership he could have purchased a AHFC service contract that would have also covered the
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date - 08/09/2013
Case History
case 10 NG case Tite:  01F i 6 AsstsT/oPDS UNIT AND SENSOR
repair.

ACS noted that 1t is for circumstances such as his that reinforces all purchases to go through an Acura dealership,

ACS apologized for the situation and added that his vehicle is out of warranty; however, as a courtesy I can review his concern for Goodwill Assistance, which
is reviewed on a case by case basis, however, their is no guarantee for financial assistance,

ACS stated that I would review his concern intemally and act as a liaison between himself and dealer as [ seek a resolution; however, reiterated there in

not a guaranteed outcome,
ACS stated that I will be contacting the dealer and will be contacting him back shortly.
ACS stated that if he has any questions or concerns in the interim period to feel free to contact me
Client understood, expressed gratitude, and terminated the phone call.
#«s CASE EXTENDED WARRANTY LOOKUP 12/15/2008 12:20:24 PM. bparriso
WARRANTY CHECK 12/15/2008 12:20:24 PM bharriso
No data found for VIN.
#*+ CASE CLAIMS LOOKUP 12/15/2008 12:20:29 PM, bharriso
CLAIM CHECK 12/15/2008 12:20:29 PM bharriso
The following Claim History information was found
0, 2007-05-04; 251415; 008071; 510; 7120A2 ; PRODUCT UPDATE: MOISTURE IN HEADLIGHT - DIAGNOSE, INSTALL

METAL CLIPS, AND ADJUST THE HOOD (BOTH SIDES).
*#% CASE CAMPAIGN LOOKUP 12/15/2008 12.20:34 PM, bharriso
CAMPAIGN CHECK 12/15/2008 12:20:34 PM bharriso
The following aicn information was found
06-050; Q27%ass Action Acura; ; |
04-021: Q33; 03-04 RADIO DISPLAY; ; ;
07-016; Q36; 04-05 TSX HID HEADLIGHTS; 05/04/07; FX,
#*¥ CASE VSC LOOKUP 12/15/2008 12:20:36 PM, bharriso
VSC-CUC CHECK 12/15/2008 12:20:35 PM bharriso
No data found for VIN.

ATTN' SERVICE MANAGER
This customer contacted our office regarding the following issue(s):

O1F - - GW ASSIST/OPDS UNIT AND SENSOR
JHACL96814C

The client is calling because he is having problems with his vehicle's OPDS unit and OPDS sensor and the client’s passenger side airbag light is on.

The client said that he had his vehicle diagnosed by PRESTIGE ACURA on 11/12/2008 and the client was working with Greg Dennefe (Service Advisor)
at the dealership. The client was told by the dealership that his vehicle's OPDS unit and OPDS sensor would need to be repiaced and that the cost of

the repair of his vehicle would be around $1,000.00. The client was told by the dealership that his vehicle was outside of warranty and the client was

told to go back to where the vehicle was purchased at Merin Toyota to see if they could help him with the repair of his vehicle.

The client is seeking assistance with the cost of the replacement of his vehicle’s OPDS unit and OPDS sensor. The client feels that his vehicle's OPDS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date :  08/09/2013
Case Hlsggg(
case ID: NG Case Title :  01F - GW ASSIST/OPDS UNIT AND SENSOR

unit and OPDS sensor shouldn't need to be replaced so early in the life of the vehicle.
Thank you for your attention to this matter.

Bryan Harrison
Acura Client Services
310.781.5078

ATTN: EXCELL FACILITATOR

Please complete the OBW Resolution [nformation 1n response to the following concern(s);

O1F - - GW ASSIST/OPDS UNIT AND SENSOR
JHACL96814C]

The client 1s calling because he 1s having problems with his vehicle's OPDS unit and OPDS sensor and the client's passenger side airbag light is on.

The chient said that he had his vehicle diagnosed by PRESTIGE ACURA on 11/12/2008 and the client was working with Greg Dennefe (Service Advisor)
at the dealership. The client was told by the dealership that his vehicle’s OPDS unit and OPDS sensor would need to be replaced and that the cost of

the repair of his vehicle would be around $1,000.00. The client was told by the dealership that his vehicle was outside of warranty and the client was

told to go back to where the vehicle was purchased at Merin Toyota to see if they could help him with the repair of his vehicle.

The client is seeking assistance with the cost of the replacement of his vehicle's OPDS unit and OPDS sensor The client feels that his vehicle's OPDS
unit and OPDS sensor shouldn't need to be replaced so early in the life of the vehicle,

Thank you for your attention to this matter.

Bryan Harrison
Acura Client Services
310.781 5078
#x% NOTES 12/15/2008 12:31:16 PM, bhatriso, Action Type : Call to Dealer
ACS reviewed the case with S/M Don
Don Stated that:
-Seat sensor and OPDS control unit needs to be replaced.
-405,05: Seat 623.33: Unit
-No service history with him,
-TSX didn't have problems with the OPDS unit.
-Can't verify if their is water that was spilled on the sensor until the cover is off.
-Doesn't appear to be in an accident.
-Believes that he can retain the Client should Acura provide assistance.
-OPDS unit may not have to be replaced.
=% NOTES 12/15/2008 12:36:43 PM, bharriso, Action Type . Field/DSM
ACS left a message for DPSM Daryl reviewing the case and requesting a return phone call.
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Ao Run Date.

08/09/2013

Case History

case 0. [ G case Tite . o1F -l G ASSiST/OPDS UNIT AND SENSOR

== COMMIT 12/15/2008 12:38:04 PM. bharriso, Action Type ; N/A
Made o] I ¢ue 12/16/2008 12:38.06 PM
Close case 1f no contact.
*+= SUBCASE | R:~ T 12/15/2008 12:40:31 PM, bharriso
Created in WIP Default with Due Date 12/15/2008 12:40:31 PM.
*#* CASE MODIFY 12/15/2008 12:40:23 PM, bharriso
into WIP default and Status of Solving.
*#= NOTES 12/15/2008 2:49-40 PM, bharriso, Action Type : Field/DSM
DPSM Dary| stated that with regard to Client service retentron would offer the Client a 50-50 split
Dealership to make the offer.
#%« NOTES 12/15/2008 2:54:12 PM. bharriso, Action Type : Call to Dealer
ACS spoke with S/M Don.
ACS informed Don that DPSM Dary| stated that with regard to Client service retention would offer the Client a 50-50 split.
S/M Don stated that he would call the CLient with the GW offer.
4% NOTES 12/16/2008 9:32:41 AM, bharriso, Action Type . Call to Customer
ACS left a message for the Client on 7074891902 inquiring on the satisfaction of the offer and left my name, number, and request for a return phone
call.
== CASE MODIFY COMMITMENT 12/16/2008 9:33:15 AM, bharriso
with LUIS JOHN due 12/17/2008 12:38:06 PM.
= NOTES 12/17/2008 12:10:50 PM, bharriso, Action Type . Call to Customer
ACS left a message for the Client on 7074891902 inquiring on the satisfaction of the offer and left my name, number, and request for a return phone
call.
*** CASE MODIFY COMMITMENT 12/17/2008 12:11:12 PM, bharriso
with| N v 01/02/2009 12:38:06 PM.
=+= NOTES 1/2/2009 9:51':09 AM, bhargi tion Type : Call to Customer
ACS left a message for the Client o tating that 1t has been over two weeks since and this is the third contact without a reponse
ACS noted that if T do not hear from him by this Monday the 8th it will be considered that the GW offer was to his satisfaction, concerns, resolved and
case will be closed
ACS added that in the event that he has any additional questions or concems that I could assist with to please F/U with me left my name, number, and extension.
**+ CASE MODIFY COMMITMENT 1/2/2009 9 51:30 AM, bharriso
with [ duc 01/08/2009 12:38:06 PM.
««+ SUBCASH I L 05t 1/7:2009 11:42:23 AM, bharriso
Status — Solving, Resolution Code = [nstruction Given
w&x CASE CLOSE 1/7/2009 11:42:24 AM, bharriso
Status = Closed, Resolution Code — Instruction Grven, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Case ID

Case Originator : Keith Applewhite (Team CD)
Case Owner:  Keith Applewhite (Team CD)

Last Closed By : Keith Applewhite (Team CD)
Case Title - SRS WARRANTY

Spool Report Run Date : 08/09/2013
Case Details
Division ° Honda - Auto Condition | Closed Open Date : 9/23/2011 122450 PM |
Sub Division :  Satellite Center Status Closed Ciose Date . 9/23/2011 12:30.38 PM
Method : Phone Queue : Days Open - 0
Point of Origin : Customer Wipbin :

No_of Attachments . 0

Site / Contact Info :

Product Info :

Site Name

Dealer No. -

Site Phone No.
Contact Name :

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

Fax No.

Address

City / State / Zip

E Mail -

Svc District / Sls District: 7

Current Dealer Info -

RANCHO SANTA MARGARITA, CAJ

Current Dealer No. / Name ;

Unit Owner : F B

VIN Type / No. VIN /JHAC[,969X4C-
Model / Year : TSX 12004

Model ID / Product Line : CL9694KW /B

Miles / Hours : 106,000

In Service Date : 09/20/2004

Months In Use : 84

Engine Number : K24A21049835
Originating Dealer No. / Name :251050 / ACURA OF GLENDALE
Seliing Dealer No / Name: 251050 / ACURA OF GLENDALE

Trim . NAVI
No Of Doors : 4
Transmissicn Code : SAT
Extenor Color - Si

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

Phone No. :

Address - HPPN/SC Coverage Start / End Date

City / State / Zip : HPP//SC Canceliation Date :

Svc District / Sls District 1~/ Extended Warranty Start/ End Date :

Warranty Labor Rate / Date : / Extended Warranty Cancellation Date :

Agent Name : Comp Ind [
Previous Dealer Info : 3rd Party Info .
[Dealer 39] Dealer Name | Agent Name W

[ Party 1: Not Applicable Party 3: Not Applicable «‘
Party 2: Not Applicable Party 4 . Not Applicable
—
Ssues :
fssue D7 Tile Status™ [ssue Type 1 Issue Type 2 [Labor Code] Labor Code Desc

_| CCAMPAI | Subcase Close Campaign ETiibility 732 SRS
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date : 08/09/2013

Issue Details

FIWI'D:__ Disposttion: Tnformation Condition - Closed Wipbin :

Issue Originator : Keith Applewhite Type 1: Campaign Status Subcase Close Open Date: 9/33/2011 12:30:31 PM
Issue Owner:  Keith Applewhite Type 2 . Eligibility Queue * Close Date : 9/23/2011 12:30:38 PM
Issue Title _ CAMPAIGN - ELIGIBILITY

Coding Info ; Solution / Linked Resolution Info :

Labor Code 7Desc - 7527 SRS Solution ID Resolution Title :

Condition Code Desc Warn Light On 7524 Solution Title -

Campaign Code / Desc: /

Temperament Code : Cold

Resolutions :  Provided Information |
Component Category : 14 - Air Bags

Previously Published - NO

Fire Indicator : NO Parts_Info :

Rollover Indicator : NO Part No. [ Part Description | BO Reason
Cosmetic / Sound Quality Indicator :

Deaier Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AM ERICAN HONDA spool Repon Run Date :

08/09/2013

Case History

case 0 |G case Tite - [ - SRS WARRANTY

k& CASE CREATE 9/23/2011 12:24'50 PM, kapplewh
Contact -— Priority = N/A, Status = Solving.
**% CASE MODIFY 9/23/2011 12:24:55 PM, kapplewh
mmto WIP default and Status of Solving.
**% CASE MODIFY 9/23/2011 12:26:30 PM, kapplewh
into WIP default and Status of Solving.
#&% CASE MODIFY 9/23/2011 12:27:30 PM, kapplewh
into WIP default and Status of Solving.
**#* CASE MODIFY 9/23/2011 12:27:34 PM, kapplewh
into WIP default and Status of Solving.
*#+* NOTES 9/23/2011 12:30: 14 PM, kapplewh, Action Type : Call from Customer

The client called ACS regarding SRS light concems. 1 verified the clients contact information. The client passenger side srs hight is on and she'd like
to know if the vehicle is covered under warranty. | advised the client that the vehicle has exceeded the warranty by time and miles. The client understood.

The chient refused no further assistance.

Clients contact number:
**#* CASE MODIFY 9/23/2011 12:30:16 PM, kapplewh
into WIP default and Status of Solving,

wey SUBCASEMCREATE 9/23/2011 12:30:31 PM, kapplewh
Created in W ault with Due Date 9/23/2011 12:30:31 PM.

*#% CASE MODIFY 9/23/2011 12:30:35 PM, kapplewh

into WIP default and Status of Solving.
**+ SUBCASE ‘ CLOSE 9/23/2011 12:30:38 PM, kapplewh

Status = Solving, Resolution Code = Instruction Given
*¥#% CASE CLOSE 9/23/2011 12:30:38 PM. kapplewh
Status = Closed, Resolution Code = Instruction Given, State — Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Spool Report

Run Date .

Case ID -
Case Originator : James Webb (Team HC)
Case Owner James Webb (Team HC)

Last Closed By : James Webb (Team HC)
Case Title

Site / Contact Info :
Site Name :
Dealer No. :
Site Phone No.
Contact Name :
Day Phone No
Evening Phone No.
Cell / Pager No
Fax No.
Address
City / State / Zip :
E Mail :

| Svc District / Sis Distri

Current Dealer Info :
—
Current Dealer No / Name :
Phone No.
Address
| City / State / Zip :
Svc District / Sis District -
Warranty Labor Rate / Date

FRISCO, TX-

Case Details

- SRS LIGHT IS ON

Division : Acura - Auto Condition - Closed Open Date ;.  11/18/2011 2:09:26 PM
Sub Division :  Customer Relations Status Closed Close Date :  11/18/2011 2:16:19 PM
Method : Phone Queue. Days Open: 0
Point of Origin - Customer Wipbin
No. of Attachments - 0
Product Info :
[ Unit Owner : [ O3
VIN Type / No. JSVIN/ Jl»{4CL96894(-
Model / Year - TSX 2004
Model ID / Product Line ; CL9684JW / B
Miles / Hours : 93,000
In Service Date : 10/05/2004
Months In Use 85

Engine Number : K24A21051552
Originating Dealer No. / Name :251010 / GOODSON ACURA OF DALLAS
Selling Dealer No. / Name : 251010/ GOODSON ACURA OF DALLAS

Trim : BASE
No. Of Doors : 4
Transmission Code SAT
Exterior Color : BX

Factory Warranty Start/ End Date :
Factory Warranty Cancellation Date :
HPPAN/SC Coverage Start / End Date :

HPP/VSC Cancellation Date :

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

Agent Name - Comp Ind '

Previous Dealer Info : 3rd Party Info :
Dealer #] Dealer Name Agent Name 1Comp IndA‘

——=— = Party 1. Not Applicable Party 3. Not Applicable

Party 2: Not Applicable Party 4 . Not Applicable
SSues : -
[ssue TD 7 Title Status Issue Type 1 Issue Type 2 [Labor Code) Labor Code Desc

_l Subcase Close Warranyy - Extended | Coveraye 752 SRS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA

Spool Report Run Date - 08/09/2013
Tssue Detdlls
[ Issue ID :7_ Disposition: Information Condition -~ Closed Wipbin :
Issue Originator : James Webb Type 1: Warranty - Extended Status Subcase Close Open Date - 11/18/2011 2:16:08 PM
Issue Owner:  James Webb Type 2. Coverage Queue . Close Date © 11/18/2011 2:16:19 PM
Issue Title | - W ARRANTY - EXTENDED - COVERAGE
Coding info : Solution / Linked Resolution Info -
Labor Code / Desc : 752/ SRS solution 1D Resoution Tiie
Condition Code Desc ~ Warn Light On 7524 solution Title :
Campaign Code / Desc: /
Temperament Code - Please Specify
Resolutions :  Updated Information, Documented Concem, Provided Information
Component Category © 14 - Air Bags
Previously Published : NO
X . Parts Info :
Fire Indicator : NO
Rollover Indicator : NO Part NO- l S I BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date :

08/09/2013

Case History

«## CASE CREATE 11/18/2011 2:09:26 PM. jwebb
contact = R Priovity - N/A. Status ~ Solving.

##¢ CASE MODIFY 11/18/2011 2:15'27 PM, jwebb
into WIP default and Status of Solving.

4% NOTES 11/182011 2:15:44 PM. jwebb, Action Type - Call from Customer
[ verified Client information

Client contacted ACR because last week she had taken her vehicle to an Acura DLR because her SRS light is on and was told that the problem was from a
faulty seat belt buckle. The client stated that the SA at the DLR told her that the extended warranty she has on her vehicle would not cover the repair
and would like to know if that is true.

ACR informed the Client that any questions about her extended warranty she would have to speak with Acura Care | provided the client with the number 800-959-5901

and also informed her that [ can place her back into the directory. The client stated that she will just call the number | provided her with

Client understood and required no further assistance

*#s CASE MODIFY 11/18/2011 2:15.46 PM, jwebb
into WIP default and Status of Solving.

s+ SUBCASE [ G R:~ - 11/182011 2:16:08 PM. JWebb
Created in WIP Default with Due Date 11/18/2011 2:16:08 PM.

+ee CASE MODIFY 11/18/2011 2:16:16 PM, jwebb
into WIP default and Status of Solving

+e= SUBCASE NN | OSE | 1/18/2011 2:16:19 PM, jwebb
Status = Solving, Resolution Code = [nstruction Given

##x CASE CLOSE 11/18/2011 2:16:19 PM, jwebb
Status = Closed, Resolution Code = Instruction Given, State = Open
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
Spool Report

Run Date :  08/09/2013

Case Details

CaseiD: NN Division Acura - Auto Condition : Closed Open Date: 1/4/2012 1:44:04 PM
Case Originator : Kristine Cabanatan (Team AC) Sub Division :  Customer Relations Status : Closed Close Date :  1/13/2012 12:31:14 PM
Case Owner . Ingrid Moribio (Team MA) Method : Phone Queue : Days Open: 9
Last Closed By : Ingrid Moribio (Team MA) Point of Origin : Customer Wipbin :
case Title - 1A- (POWER) | ISR S L \GHTHEADLIGHT MOISTURE GW RQ  No. of Attachments : 1
Site / Contact Info Product Info -
Site Name R | [ UnitOwner [ 00 EN
Dealer No. : VIN Type / No. US VIN iJH4CL96834C-
Site Phone No. : Model / Year : TSX /2004
Contact Name : Model ID / Product Line CL9684JW /B
| Day Phone No. Miles / Hours : 88,000
Evening Phone No In Service Date : 11/02/2004
Cell / Pager No Months In Use : 86
Fax No Engine Number : K24A21052772 |

Address

City / State / Zip
E Mail :

Svc District / Sis District

NEW PORT RICHEY

, FL

Selling Dealer No. / Name :

Current Dealer info -

Trim : BASE
No. Of Doors : 4

— Transmission Code : SAT
Exterior Color : SM

Current Dealer No / Name :

251439 / AUTONATION ACURA SOUTH BAY

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

Originating Dealer No. / Name :251493 / FOUNTAIN ACURA
251493/ FOUNTAIN ACURA

Phone No 310-539-3636

Address 25341 CRENSHAW BLVD HPP/VSC Coverage Start/ End Date :

City / State / Zip : TORRANCE, CA 90505 HPP/V/SC Canceliation Date -

Svc District / Sls District 01A 7/ AD1 Extended Warranty Start / End Date

Warranty Labor Rate / Date - $14000 / Extended Warranty Cancellation Daté ]

Agent Name * Comp Ind ’ ’
Previous Dealer Info . 3rd Party Info -
[Dealer #] ~Dealer Name | 74Agenm§me lComElnd,l
[ ‘ Party 1: Not Applicable Party 3 : Not Applicable

| Party 2: Not Applicable Party 4 © Not Applicable
— —

1ssue5 .
| ~ Issue D /Title Status Issue Type 1 [ssue Type 2 [abor Coadel Labor Code Desc
PROD” Subcase Close Product Operation 752 SRS
| PROD |Subcase Close Product Operation 712102 HEADLIGHT UNIT, BOT |
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AMERICAN HONDA

CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

Issue Title : _ PRODUCT - OPERATION

Spool Report Run Date : 08/09/2013
Tssue Defails
ssuelD: Disposifion: Complaint Condition - Closed Wipbin :
Issue Originator : Ingrid Moribio Type 1 . Product Status : Subcase Close Open Date :  1/5/2012 11:28:55 AM
Issue Owner : Ingrid Monbio Type 2. Operation Queue - Close Date - 1/13/2012 12:14:46 PM
Issue Title | - PROPVCT - OPERATION
Coding Info . Solution / Linked Resolution Info : )
Labor Code 7 Desc 17527 SRS Solufion ID Resolution Title N
Condition Code Desc Warn Light On 7524 Solution Title
Campaign Code / Desc -/
Temperament Code Please Specify
Resolutions :  Documented Concern
Component Category : 14 - Air Bags -
?evnou_sly Pupllshed : NO Parts Info :
ire Indicator : NO
Rollover Indicator : NO Part No. | Part Description | BO Reason
Cosmetic / Sound Quality Indicator:  NO
Dealer Coding:
Issue Details
Issue 1D - Disposition: Complaint Condition - Closed Wipbin :
| Issue Onginator : Ingrid Moribio Type 1. Product Status Subcase Close Open Date :  1/13/2012 12:15:24 PM
| issue Owner:  Ingrid Moribio Type 2. Operation Queue : Close Date = 1/13/2012 12:15:39 PM

Coding Info :
Labor Code / Desc 7121027 HEADLIGHT UNIT, BOTH. INCLUDES: ATM HEA[]
Condition Code Desc Condensation 7124

Campaign Code / Desc: /

Temperament Code : Please Specify

Resolutions :  Documented Concern, Assist - AHM 100%, Provided Information
Component Category : 11 - Electrical System

Previously Published . NO

Fire Indicator : NO
Rollover indicator : NO
Cosmetic / Sound Quality Indicator :

Dealer Coding:

NO

Solution / Linked Resolution Info :

Solution ID : Resolution Title

Solution Title

Parts Info :

| Part No. | Part Description | BO Reason
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History

CaseID: _ Case Title: IA- (POWER)—-SRS LIGHT/HEADLIGHT MOISTURE GW RQ

¥ CASE CREATE 1/4/2012 1:44:04 PM, kcabanat
Contact =—Priorlty = N/A, Status — Solving
##% CASE MODIFY 1/4/2012 1:44:09 PM, keabanat
into WIP default and Status of Solving
#¥* CASE MODIFY 1/4/2012 1:52:37 PM, kcabanat
into WIP default and Status of Solving.
*#* CASE MODIFY 1/4/2012 1:55:24 PM, kcabanat
into WIP default and Status of Solving.
#% CASE MODIFY 1/4/2012 1:55:33 PM. kcabanat
into WIP default and Status of Soiving.
#xx NOTES 1/4/2012 2:24:05 PM, kcabanat, Action Type : Call from Customer
Client s contact information was updated (last name, address and phone number)
One phone number provided.

Client mentioned she posted her concerns on Facebook and someone from Acura advised to call ACR.

Client called upset that the SRS unit 1s not covered under the warranty

Client stated the SRS light came on.

Brought the vehicle to POWER ACURA SOUTH BAY on Monday.

Client 1s dealing with a service person (doesn -t ; know his name) and was told the SRS unit rieeds to be replaced for $700

Client doesn t understand why the repairs are not covered under the recall.

Chient didn 1 ask for assistance for the cost of repairs.

I explained to the client her vehicle does not have a recall, product update or warranty extension regarding the SRS light and the vehicle is outside of the
4/50k mfg warranty by 3 years and 33Kk miles,

I explained to the client ACR could review on a case by case basis to see what outside of warranty assistance could be provided

Client then mentioned she was researching online regarding recails on the vehicle.

Client found that the vehicle has a product update regarding the moisture in the headlights.

Client stated in 2007 or 2008 her driver s headlight had moisture in the headlight that cause the headlight to go out.

Clicnt did not receive notification regarding the product update.

Client had no local Acura dl where she was living in Florida and brought the vehicle to Spacecoast Honda.

Client paid the dIr $800 for labor to install the inverter, light bulb and doesn! t know if other parts were included she purchases from an Acura dir on EBay
for $200.

Client stated the dIr was charging her a lot more for the part.

Client stated she doesn  t know if she still has documents from the Honda dIr since she has moved.

I explained ACR could review for possible reimbursement; however ACR would need proof of payment and also the RO from the Honda dlir.
1 provided the fax 310.783 3535 and case number.

[ mentioned to the client the HID product update was preformed on 06/11/07.
Q36,04-05 TSX HID HEADLIGHTS 07-016  FX06/11/07
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case History
case ID - NG Case Title:  1A- (POWER){E SRS U/ GHT/HEADLIGHT MOISTURE GW RQ

Client requested the name of the dlr.
I apologized ACR does not have the details available sice the warranty repairs were preformed more than 3 years ago.
Client stated she remembered paying the repairs and doesn — t recall brining the vehicle to the Acura dlir to have the product update preformed on the vehicle.

Client mentioned the passenger side now Is cracking, but has not had moisture in the headhght
I explained to the client the vehicle still has the product update and the dir could perform the service it the issue she is experiencing is in relation to the

product update.
Client stated she has not mentioned to the dir regarding the passenger headlight.
Client is requesting for ACR to call the dlr to inform the dir regarding the passenger headhight.

Client also mentioned the front passenger door locks do not work, but understands she has to pay for the service.

DIr is also performing the outstanding recall-
R35,04-08 TSX POWER STEERING HOSE = 10-010

Original owner of the vehicle.
First Acura vehicle
Service maintenance preformed by Ferman Acura, Spacecoast Honda and IRF

Client has authorized the repairs of replacing the SRS unit because of the safety concems the airbags may not deploy.
Vehicle will be ready to be picked up tomorrow, after 4pm PST.

*DCM unavailable for WT

[ explained to the client DCM will cail her back by the end of the next business day.
[ advised chent in the meantime to call the dlr, speak with the SM regarding the SRS light and also the passenger headlight is cracking and see what options

could be provided.
[ explained SM will contact the Acura field rep regarding her request and will expedite the process.

Best contact # _hm.’wk

Client thanked me and the call was ended.

e CASE DISPATCH 1/4/2012 2:24:23 PM, kcabanat
from WIP default to Queue Acura Team B.

=% CASE ACCEPT 1/4/2012 2:49.05 PM, imoribio
from Queue Acura Team B to WIP DEFAULT

s SUBCASEMREATF 1/5/2012 11:28:55 AM, imoribio
Created in WP Default with Due Date 1/5/2012 11:28:55 AM

=% NOTES 1/5/2012 11:29:40 AM, imoribio, Action Type - Call to Customer
*ANO L ES 01/05/2012 11:27 AM
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date - 08/09/2013

Case History

casse0: [ GTGTNNNE Case Title : 1A~ (POWER) Y SR S | GHT/HEADLIGHT MOISTURE GW RQ

Acura Chent Relations (ACR) called the client a*nd was placed into her voicemail, [n the message I introduced myself as the DCM
who has been assigned to look into her concerns I asked her to return my call at 800-382-2238 ext 115047

**& CASE MODIFY 1/5/2012 11 30:03 AM, imoriblo
into WIP DEFAULT and Status of Solving.

*#% NOTES 1/5/2012 11:30:49 AM, imoribio, Action Type - Call to Customer
*#*NOTES 01/05/2012 11:30 AM

Acura Client Relations (ACR) called Cesar SM (POWER ACURA SOUTH BAY) at (310) 539-3636 and was placed into his voicemail. In the
message | asked for a call back.

e COMMIT 1/5/2012 11:31:37 AM, imoribio, Action Type : N/A

ffu w/ client

=% NOTES 1/5/2012 4:25.10 PM, imoribio, Action Type . Call from Dealer
***NOTES 01/05/2012 03:55 PM

Acura Client Relations (ACR) received a call from SM Cesar. He advised the client came in with an SRS light one. He advised usually when the SRS
light is on it could be due to low voltage. He advised they checked the battery and it was working perfect. He advised they reset the hght and test drove
it but the light came back on. He advised they found 1t needs an SRS control unit (87k miles). She authorized them to replace 1t and tested it once again
but the light did not come back on.
I asked about the headlight and he advised he had not complaints but will check with the client. I asked if they completed the P/S hose recall and he said
yes. He added they also did an A1 service and door lock actuator. [ asked if he could review for assistance on the SRS unit and headlight. He understood
and will keep me posted. [ thanked him then ended the call

*2* NOTES 1/5/2012 4:30:28 PM. imoribio, Action Type : Call to Customer
*¥*¥NOTES 01/05/2012 04:28 PM

Acura Client Relations (ACR) was notified by E. Wilson (DCM) that my client left her a voice message requesting a call back _

I returned her call and was placed into her voicemail, In the message I asked her to return my call and made sure I provided my extension.

4« NOTES 1/5/2012 4-46:14 PM, imoribio, Action Type : Call from Dealer
***NOTES 01/05/2012

Acura Client Relations (ACR) recetved a cail abck from Cesar SM. He advised he has checked the head ligh and found that they are in bad shape. He advised
the right one is in bad shape (it has moisture and an orange/rust substance) and the left is faded. I asked him to include that in the case review but to
notify the DPSM of it as well. He understood then ended the call.
#¥x NOTES 1/5/2012 4-47:05 PM, imoribio, Action Type : Note-General
ACR found the following info in Airbase:

Original owner
She has 5 service visits.
No other Acura/Honda vehicles found under her ownership.

##= CASE MODIFY 1/5/2012 4:47:07 PM, imoribio
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM

AMERICAN HONDA Spool Report Run Date : 08/09/2013
Case History
Case 1D : NN case Title:  1A- (POWER) | SR S || GHT/HEADLIGHT MOISTURE GW RQ

into WIP 1A- Todd and Status of Solving.
w4 NOTES 1/5/2012 4:59:41 PM, Icisnero, Action Type - (all for Case Mer
Client called requesting to speak with DCM. N
DCM accepted call,
=2 NOTES 1/6/2012 8:30:46 AM. pbongco, Action Type : Letter/Fax
On 01/06/12 ACR received a 2-page fax from the client regarding previous issue
#*% CASE ADD ATTACHMENT 1/6/2012 8:45.15 AM, crmsuser
Added attatchment ScanDoc 1 with path Wahmtor10icrms_scandoc\ScanDoc_Final\B012012-01-0401835 1.PDF
*+3 NOTES 1/6/2012 8:47:06 AM, imoribio, Action Type : Call trom Customer
***NOTES 01/05/2012 04:59 PM 5

Acura Client Relations (ACR) received a WT from L. Cisneros.

{ thanked the client for returning my call and went over the concerns. | shared [ had been in contact with the dlr and we are reviewing for GW consideration
the concerns that prompted her call I the client advised she looked only and read that many others believed it was just a seat belt buckle. She states the
dlr diagnosed and found it was the SRS unit which she was told would cost $700. The client found it hard to believe it was that expensive of a part.

She pointed out the headlight concern was another issue that she did not expect. She states she paid Space Coast Honda to replace the passenger side headlight
in May 2009. I pointed out Ferman Acura completed the product update on 06/11/2007. | shared the dir confirmed the clips were on there. She claims
she was never told they completed the campaign. The client states she is not looking for a handout but she is unhappy that it' s costing her a lot of money.
I told the client I understood and advised her concerns had been thoroughly documented. [ shared the dir and ACR will be following up with her once we have
additional info
¢ CASE MODIFY COMMITMENT 1/6/2012 8:47:17 AM, imoribio
with | v 0!/09/2012 11:30.00 AM.
#4 NOTES 1/6/2012 3:03:07 PM, imonbio, Action Type = Freld Service
+***NOTES 01/06/2012

Acura Client Relations (ACR) called DPSM (Rutherford) and provided the client s vehicle info. He received the GW request from Cesar and was informed
the client was looking for assistance with the headlights. | advised that was correct. [ advised the chent s concern was with the price of the SRS unit.
He advised he will offer to cover the headlight 100% but the client would be responsible for the SRS unit. I told him I understood and shared that would
make her happy. | thanked him for s time
=2 CASE MODIFY COMMITMENT 1/6/2012 3:03:15 PM, imoribio
wnh_ due 01/10/2012 11:30:00 AM.
=2 NOTES 1/9/2012 1:33:04 PM, imoribio, Action Type : Call to Dealer
This call took place on...
*#*NOTES (1/06/2012 03:52 PM

Acura Client Relations (ACR) received a call from SM Cesar. He advised Mrs‘-was very happy with the outcome and the assistance He advised
she will be picking up tomorrow (Saturday). I thanked him for his time and assiatnce.

=#* CASE MODIFY 1/9/2012 1:33:17 PM. imoribio
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} CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA Spool Report Run Date : 08/09/2013

Case History

case 0 (GGG Case Tite :  1A- (POWER) SRS | GH T/HEADLIGHT MOISTURE GW RQ

into WIP 1A- Todd Resolved and Status of Solving_
“** NOTES 1/10/2012 12:20.00 PM, imoribio, Action Type : Call to Customer
*¥NOTES 01/10/2012 12:19 PM

Acura Client Relations (ACR) called the client at 310-545-6748 and was placed into her voicemail. In the message I invited her to return my call.
e COMMIT 1/10/2012 12:23:04 PM, imonibio, Action Type © N/A
f/u wi/ client
*ex CASE FULFILL 1/10/2012 12:23:16 PM, imoribio
Fulfilled for ue 01/10/2012 11:30:00 AM.
*¥x NOTES 1/13/2012 12:14.30 PM, imonbio, Action Type : Call to Customer
***NOTES 01/13/2012 11:45 AM

Acura Client Relations (ACR) called the client amnd asked how things were going. He advised everything so far is great, She advised
the only thing that she found was that the [-pod music link cord was missing. She plans to bring it back because it could be that 1t was not pulled out.
Nevertheless, she 15 extremely happy with Acura; s assistance. She states her husband was speechless when he found out we had taken care of her headlights
I advised it was glad to hear they were satisfied with the outcome and advised we not only stand behind the product but her as the owner. The client advised
Acura should know we will be a continuous purchaser of Acura vehicles in the future. [ told her that was great to her and thanked her for working with us.
I encouraged her to call our offices 1f there was anything else we could assist her with. She understood then ended the call.
s=x SUBCASE [N | O<: (/132012 12:14-46 PM, imoribio
Status = Solving, Resolution Code — Instruction Given
#*+* SUBCASE REATE 1/13/2012 12:15.24 PM. imoribio
Created in WIP Default with Due Date 1/13/2012 12:15:24 PM
+e» SUBCASE [ CLOSE 1/13/2012 12:15:39 PM, imoribio
Status = Solving, Resolution Code = Instruction Given
#*% CASE MODIFY 1/13/2012 12:15:40 PM, imoribio
into WIP 1A- Todd Resolved and Status of Solving.
=** NOTES 1/13/2012 12:31:08 PM, imoribio_Action Type : Dealer Communication
ATTN: EXCELL FACILITATOR

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

Acura Client Relations received a call from Ms_The client states her SRS light was on and it was determined the SRS control unit needed
to be replaced. She complains the cost of the SRS control unit is too expensive, The client also expressed a concern with the headhghts
% CASE MODIFY 1/13/2012 12:31:12 PM, imoribio
into WIP 1A- Todd Resolved and Status of Solving.
*** CASE CLOSE 1/13/2012 12.31.14 PM, imoribio
Status = Closed. Resolution Code = Instruction Given, State = Open
=*% NOTES 1/17/2012 3:03:26 AM, imoribio, Action Type : Inbound DCS
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CUSTOMER RELATIONSHIP MANAGEMENT SYSTEM
AMERICAN HONDA

Spool Report Run Date : 08/09/2013
Case History
case 0. [[IIEGE Case Tite: 1A~ (POWER (S SR S || GHT/HEADLIGHT MOISTURE GW RQ

replace srs unit and headlight assembly

replace headlight assembly
##2 COMMIT 1/17/2012 3.03:26 AM, imoribio, Action Type - External Commitment
Inbound DCS received from Dealer # 251439
=x¢ CASE FULFILL 1/18/2012 10:17:40 AM, imoribio

Fulfilled for_due 6NN
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