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T'echnician]
Comment

AGENT ADVISED CUSTOMER SHE WOULD NEED TO HAVE VEHICLE DIAGNOSED AT A MAZDA DEALERSHIP AND PAY FOR
DIAGNOSIS BEFORE WE CAN REVIEW FOR AWA. AGENT AUTHORIZED GOODWILL TOW FOR CUSTOMER. CUSTOMER CANCELED
GOODWILL TOW AGENT AUTHORIZED. AGENT CLOSED CASE AS CUSTOMER DID NOT TAKE VEHICLE TO A MAZDA DEALERSHIP
FOR DIAGNOSIS. AGENT WILL RE OPEN UPON CUSTOMER CONTACT. 0012012 11 02CRPP103 REQ DESC BRAKE BOOSTER CONCERN
AGENT ADVISED CUSTOMER IN ORDER FOR MAZDA TO REVIEW FOR AFTER WARRANTY ASSISTANCE CUSTOMER WOULD NEED TO
HAVE THE VEHICLE DIAGNOSED AT A MAZDA DEALERSHIP AND PAY FOR DIAGNOSIS. CUSTOMER STATED THE VEHICLE IS UNSAFE
TO DRIVE AND REQUESTED A SUPERVISOR. AGENT REVIEWED CASE WITH SUPERVISOR| AGENT ADVISED CUSTOMER A
SUPERVISOR REVIEWED THE CASE AND ADVISED MAZDA CAN GOODWILL A TOW TO THE NEAREST DEALERSHIP. AGENT ADVSIED
CUSTOMER SHE WOULD BE RESPONSIBLE FOR A DIAGNOSTI 0022012 11 02CRPP103 C FEE AND MAZDA CAN REVIEW FOR AWA ONCE
VEHICLE IS DIAGNOSED. AGENT CONFERENCED ROADSIDE ASSISTANCE TO AUTHORIZE A GOODWILL TOW. CUSTOMER CALLED
STATING SHE CONTACTED 23925 AND WAS ADVISED TO CONTACT US TO AUTHORIZE A LOANER VEHICLE. AGENT ADVISED
CUSTOMER OF MAZDA'S POLICY THAT A LOANER VEHICLE IS OFFERED AFTER A DIAGNOSIS AND IF VEHICLE IS A WARRANTABLE
REPAIR OVER 4 HOURS. CUSTOMER BECAME UPSET STATING SHE WOULD LIKE TO SPEAK TO A SUPERVISOR. AGENT PUT
CUSTOMER ON HOLD AND REVIEWED 0032012 11 02CRPP103 WITH SUPERVISOR WHO ADVISED MAZDA WILL NOT
APPROVE A LOANER VEHICLE AND THAT WE CAN REVIEW FOR A LOANER ONCE THE VEHICLE IS DIAGNOSED. AGENT ADVISED
CUSTOMER THAT SUPERVISOR REVIEWED FOR LOANER AND EXPLAINED MAZDA'S POLICY TO CUSTOMER AGAIN. CUSTOMER
DEMANDED TO SPEAK TO A SUPERVISOR. AGENT TRANSFERED CALL TO SUPERVISOR WITH PERMISSION. 0042012 11
02CRPP305 ESCALATE CUSTOMER STATES THAT SHE NEEDS RENTAL WHILE VEHICLE IS BEING DIAGNOSED AT DEALERSHIP.
SUPERVISOR ADVISED THAT VEHICLE IS OUT OF WARRANTY AND VEHICLE MUST BE DIAGNOSED PRIOR TO MAZDA PROVIDING
RENTAL. CUSTOMER GOT IRRATE STATING MAZDA NEEDS TO HELP HER. SUPERVISOR ADVISED THAT THIERE IS PROPER
PROCEDURE THAT HAS TO BE FOLLOWED TO REVIEW FOR AWA/GOODWILL. CUSTOMER INQUIRED ON HOW MUCH MAZDA WOULD
ASSIST WITH BECAUSE IF MAZDA WILL NOT HELP SHE WILL HAVE TO HAVE TOWED BACK OUT TO BE REPAIRED AT INDEPENDENT
SHOP BECAUSE DEALER IS 0052012 11 02CRPP305 TOO EXPENSIVE. SUPERVISOR ADVISED THAT IS PROCEDURE AND IT IS UP TO
CUSTOMER IF SHE WOULD LIKE MAZDA TO LOOK INTO OR HAVE REPAIRED ELSEWHERE HOWEVER UNTIL DIAGNOSIS, MAZDA
WOULD NOT BE ABLE TO ADVISE WHAT ASSIST WOULD BE NEEDED. CUSTOMER THEN HUNG UP ON SUPERVISOR. 0062012 11
02CRPP103 CUSTOMER CONTACTED 23925 AND SPOKE TO SERVICE ADVISOR . AGENT INQUIRED IF CUSTOMER'S VEHICLE WAS
TOWED TO 23925. i ADVISED CUSTOMER'S VEHICLE IS NOT CURRENTLY AT 23925. AGENT CONTACTED ROADSIDE ASSISTANCE
TO INQUIRE IF CUSTOMER CANCELED TOW. ROADSIDE ASSISTANCE AGENT ADVISED ALPINE TOWING DROPPED VEHICLE TO 23925.
AGENT CONTACTED 23925 AND SPOKE TO SERVICE ADVISOR ALBERTO. AGENT INQUIRED ABOUT VEHICLE'S DIAGNOSIS.

ADVISED AGENT THE VEHICLE WAS NOT TOWED TO 23925. 0072012 11 02CRPP103 AGENT CONTACTED ROADSIDE ASSISTANCE TO
INQUIRE IF CUSTOMER CANCELED TOW. ROADSIDE ASSISTANCE VERIFIED THAT CUSTOMER CANCELED TOW REQUEST. AGENT
ADVISED CUSTOMER SHE WOULD NEED TO HAVE VEHICLE DIAGNOSED AT A MAZDA DEALERSHIP AND PAY FOR DIAGNOSIS
BEFORE WE CAN REVIEW FOR AWA. AGENT AUTHORIZED GOODWILL TOW FOR CUSTOMER. CUSTOMER CANCELED GOODWILL
TOW AGENT AUTHORIZED. AGENT CLOSED CASE AS CUSTOMER DID NOT TAKE VEHICLE TO A MAZDA DEALERSHIP FOR
DIAGNOSIS. AGENT WILL RE OPEN UPON CUSTOMER CONTACT.
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computer "word search™ of customer and technician symptom comments. Supplier data, technician
and customer comments are unverified and actual root cause of any potential issue is not established
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