
CASE NUMBER: CAS- STATUS: Information Provided

OPEN: 08-03-2022 CLOSED: 08-31-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION:

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | CCT Criteria |

DEALER NAME: Holmes Tuttle Lincoln

PA CODE: 20337 DLR SALES CODE: 54001 REGION: WE ZONE: WEC

VIN: 5LMJJ2LT4KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 28,040

BODY STYLE: J2L - NAVIGATOR 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | AZ |  | USA

HOME PHONE:

SYMPTOMS: Safe & Secure | Seat Belt | Front Passenger | Deployment (Unintended)

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Lianna Davis

COMMENTS:

2022-08-03 20:53:24

Clt said: Veh is at the dlr. Veh is having a vehicle concern hearing noise from veh. Passenger side seatbelt is
stuck. Veh smelled like there was an explosion. Clt has to change tire and don't understand why tires are
prorated. Clt had to obtain a rental on her own. Headlamp has a small chip on the driver side of veh.
VIN# 5LMJJ2LP4KE , 23000mi

Clt Dlr said: Veh is at Holmes Tuttle Ford/Lincoln and clt is working with SA Mike. Was informed that the
seatbelt need to be replaced.

CSM Advised: I advised clt I will contact dlr to get more information about repair and total cost of repair to see
if I am able to financial assist. I advised clt that per her B2B warranty after veh is driven over 12000mi tires
are prorated. I also advised clt that due to veh shortage loaners/rental are very limited and clt is able to rent a
veh on her own and submit for reimbursement up to $72/day and if it over exceeds I can see If I have
provisions available to me to assist with total cost of rental if need be. I advised the clt I will f/u with clt
tomorrow after I speak with dlr

Next steps: f/u with clt tomorrow after I speak with dlr

2022-08-03 21:06:38

CSM Lianna x77218 OBC to Dlr 5202923745 or mhill@htford.com

Spoke to: SA Mike advised he is repairing concerns that are covered under warranty and the things that are
not are the tires and headlamp. Mike will email me the total cost of concerns not covered under warranty for
financial assistance. Mike also advised enterprise are out of SUV and can put the clt on a waitlist for bigger
veh.

Next step: Email SA Mike FIN ASSIST template and f/u with clt tomorrow on financial assist.

2022-08-04 16:11:13

CSM Lianna x77218 Email from dlr Mike Hill

RO #:
RO Open Date: 08/02/2022
RO Mileage: 28040
Line#: 02
Parts cost: $1815.00
Labor Cost: $217.50
Total: $2035.50

RO #:
RO Open Date: 08/02/2022
RO Mileage: 28040
Line#: 08
Parts cost: $1104.00
Labor Cost: $100.00
Total: $1204.00

2022-08-04 16:24:56

CSM Lianna x77218 OBC to clt 

Spoke to: LVM advising clt to contact me on assisting with the repair of veh. I advised clt if call is not received
BEOB I will f/u on Monday 8/8 to financially assist on repair.

Next step: f/u on Monday 8/8 to financially assist on repair.

2022-08-04 21:02:27

CSM Lianna x77218 OBC to clt 

Spoke to: Clt and advised clt of my portion $2,539.50 toward her repair. Clt agrees to pay $700 plus taxes
and fees. Clt said she is having service alerts on her loaner veh. I advised clt to contact enterprise and advise
of the service alerts. I also advised clt I will f/u with dlr and clt on Tuesday 8/9 for status of veh

Next step: f/u with dlr and clt on Tuesday 8/9 for status of veh

PE23-021000001 GCCTPV



2022-08-09 21:18:24

CSM Lianna x77218 TransferredIBC to clt 

Spoke to: Clt and husband Mr.  he advised dlr damaged the passenger door and went to take it to the
body shop for repair. Clt hasn't gotten a straight answer on the cause of damaged to passenger side of veh.
Clt wants to know if the body damaged caused to the veh goes against the veh history. The charging doc is
not charging in center console of veh. Clt said she was told that he iPhone 12 is too small to fit the charging
dock

Next step: Contact dlr on damages and f/u with clt on Thursday 8/11 for update on veh financially assisting

CSM Lianna x77218 IBC from clt

2022-08-09 21:27:53

RO #: 
RO Open Date:8/2/22
RO Mileage:28040
Line#:3
DAILY RATE: $45
DLR PORTION: 8/2 - 8/10 ($45*10)=$450.00
LINCOLN PORTION: ?

2022-08-09 21:29:51

CSM Lianna x77218 OBC to DLR 5202923600

Spoke to: SD Andrew advised it was a cosmetic issue and is not with submitted to warranty. Dlr is coving
expense of repair for door damages. Dlr will take a look at offering clt something for the inconvenience and
look at center console for charging devices in clt veh before turning veh over to clt.

Next step: f/u with clt on Thursday 8/11 for update on veh financially assisting

2022-08-11 17:46:25

RO #: 
RO Open Date:8/2/22
RO Mileage:28040
Line#:3
DAILY RATE: $45
DLR PORTION: 8/2 - 8/10 ($45*10)=$450.00
LINCOLN PORTION: 8/11- 8/18 ($45*7)=$315

2022-08-11 21:25:33

CSM Lianna x77218 OBC to clt 

Spoke to: Clt and advised veh should be ready by tomorrow. Clt advised SA Mike text clt to advised as well of
the status of their veh. I advised clt I will be OOO until Sunday and will f/u on Monday 8/15 to see if they are
satisfied with repair or require additional assistance.

Next step: f/u on Monday 8/15 to see if they are satisfied with repair or require additional assistance.

2022-08-15 18:51:27 ***CSM ASST***  |CSM Delicia x77212|OBC to CLT|@   LVM for Ms.    CSM advised that
I'm calling on behalf of CSM Lianna who is out of the office today to see if your repairs were done to full
satisfaction.  I will have CSM Lianna give you a call on Wednesday, August 17th.  NEXT STEPS: Contact
CLT (repairs done to satisfaction? require additional assistance?)

2022-08-17 19:20:52

CSM Lianna x77218 OBC to clt 

Spoke to: LVM for delegate Mr.  requesting a call back to see if clt p/u veh from dlr and is satisfied
with repairs. I advised clt I will make the final attempt to f/u with clt tomorrow to for additional assistance.

Next step: f/u with clt tomorrow 8/18 for additional assistance.

2022-08-17 22:28:53

CSM Lianna x77218 OBC to clt 

Spoke to: Clt said she got a call yester from SA Mike Hill about her veh and dlr did not do a good job on the
body work of the veh. Clt is not happy with SA Mike Hill and prefer not to work with him directly. Clt just want
to know when they will receive their veh. I advised clt I will speak with SM Andrew about veh concerns and f/u
with clt on the status of their veh

Next step: f/u with clt on the status of their veh after speaking with SM Andrew

2022-08-18 20:39:18

CSM Lianna x77218 OBC to DLR 5202923600

Spoke to: LVM for SD Andrew requesting a call back to further assist the clt on her veh concern.

Next step: contact clt

2022-08-27 19:53:10

CSM Lianna x77218 OBC to clt 

Spoke to: Mr.  advised me SA was unable to provide a reason as to why clt seatbelt deploys. Clt said
veh is fully repaired and is satisfied with repairs.

Next step: Send EOC email and close case

 
PE23-021000002 GCCTPV



2022-08-27 19:54:57

CSM Lianna x77218 Email to Clt 

Hello Mrs. 

Thank you for contacting Lincoln Motor Company and allowing me to assist with your 2019 Lincoln Navigator.
I will be closing your case at this time. Please keep my name and number, should you have any questions or
concerns please feel free to contact me directly. Also, watch your email, there will be a survey coming and
always appreciate your feedback on how we can improve our service to our customers. Thank you for being a
valued client and a part of the Lincoln family.

Kind regards,

Lianna Davis
Concierge Service Manager
Lincoln Client Relationship Center
Phone: 888-214-2155 ext: 77218

Lincoln Confidentiality:
This email may contain privileged communications. If you have received it in error, please delete it
immediately and notify the sender. For security reasons, please do not submit any sensitive personally
identifiable information, such as credit card numbers, driver license number, SSN, DOB, etc. Thank you.

2022-08-28 13:39:16

CSM Lianna x77218 Email from Clt 

Dear Lianna,

Could you please wait to close this case?
Yesterday (8/27)I had to take care of my grandkid snd my daughter tried to set car seat and the upper
seatbelt did not locked. She tried both right and left seats but the same. She explained to my husband about
this issue and he will contact you on Monday. I am not sure this issue related to the seatbelt deploy or not but
we need to discuss with you before I take my Lincoln to dealership. Yesterday was the first time I needed to
set
A car seat since we purchased my Lincoln.
Thank you for your help.

Sent from my iPhone

2022-08-29 17:56:08

CSM Lianna x77218 Email to dlr
Andrew Stewart astewart@htford.com>

I also received this email from Mrs.  Please see below and advise.

Dear Lianna,

Yesterday (8/27) I had to take care of my grandkid and my daughter tried to set car seat and the upper
seatbelt did not locked. She tried both right and left seats but the same. She explained to my husband about
this issue and he will contact you on Monday. I am not sure this issue related to the seatbelt deploy or not but
we need to discuss with you before I take my Lincoln to dealership. Yesterday was the first time I needed to
set
A car seat since we purchased my Lincoln.
Thank you for your help.

Sent from my iPhone

Kind regards,

Lianna Davis
Concierge Service Manager
Lincoln Client Relationship Center
Phone: 888-214-2155 ext: 77218

Lincoln Confidentiality:
This email may contain privileged communications. If you have received it in error, please delete it
immediately and notify the sender. For security reasons, please do not submit any sensitive personally
identifiable information, such as credit card numbers, driver license number, SSN, DOB, etc. Thank you.

2022-08-29 17:56:43

CSM Lianna x77218 Email from dlr
Andrew Stewart astewart@htford.com>

Spoke to  and Mr.  today. They will stop in at some point this week for us to take a look at
their concern.

Thank you
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CASE ATTACHMENTS:
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2023-06-06 15:56:42 >|Email to Client|   06/06/23     ORLANDO,
FL,   Case#: CAS-   Good Afternoon, Mr.    We received notice at Lincoln
Concierge that your 2019 Lincoln Navigator was towed in for service on 05/19/23.  I have attempted to
contact you by telephone but have been unable to reach you, to check your repair satisfaction, in addition I
would like to make an offer of a goodwill gesture to you in the form of a Lincoln extended service plan. Please
contact me back if this is something you would be interested in as I would be happy to go over all the details
and would need you to accept this offer before I am able to attach this to your VIN.   As your Lincoln
representative, I would like to respond to your contact and address your concerns.  Please contact me at 888-
214-2155 Ext: 77962 as we are genuinely interested in assisting clients with their Lincoln concerns or
questions. You may also respond to this email if I can still be of any assistance to you.  I am available 9:30am
to 6:00pm EST.   Warm Regards,   NEXT STEPS: Check for contact back from CLT No CLT Contact Back?
Send EOC. Close Case.

2023-06-06 21:20:58 > |OBC to RTL| 4078414550 SPOKE TO: Melissa / Nelson VM    Called DLR ADV I am reaching out in
reference to concern and repairs completed for vehicle, ADV DLR I am looking to confirm the context of the
concern,a and repairs performed, DLR SA Melissa ADV she can only see what is listed on the RO, and stated
circuit in the seat belt petitioner exposed, removed and replaced the driver seat belt assembly. CSM inquired
about parts service warranty, DLR ADV that SA Nelson would be more familiar with this, DLR connected call
to SA Nelson, CSM requested call back from DLR SA Nelson, LVM.   NEXT STEPS: Check for call back from
DLR Call DLR > Service Parts Warranty Available?  ADV CLT of GWG options

2023-06-08 14:58:42 > |OBC to RTL| 4078414550 SPOKE TO: Nelson VM  Called DLR ADV I am reaching out in reference to
parts replaced for seat belt assembly, ADV I am looking to confirm the SPW for this particular part, requested
call back from DLR, LVM.   NEXT STEPS: Check for call back from DLR > Service Parts Warranty Available?
ADV CLT of GWG options

2023-06-08 14:59:37 >|Email from Client|   Thanks Ashley – unfortunately i missed your calls.  I block
all unknowns so apologies for missing the call.  Obviously, you are aware what happened.  It is my wife’s car,
and the seatbelt exploded on her.  It is more the anxiety of driving the vehicle that is the concern moreso than
the service plan.         NEXT STEPS: Check for call back
from DLR > Service Parts Warranty Available? ADV CLT of GWG options

2023-06-08 19:55:59 >|Email to Client|   Good Afternoon, Mr.    I hope this email finds you well.
I can understand your hesitancy with the type of concern present when your seat belt malfunctioned,
however; I can assure you that the part installed on Ms.  vehicle have been repaired to Lincoln
standards, by a factory ASE certified technician. The parts installed on your vehicle are covered under a
service parts warranty as well, in the event that another concern does represent.   This extended service plan
I am able to offer is a value of up to $2500, which I am happy to purchase on your behalf, this does cover
your vehicle for 6 years or 100,000 miles whichever occurs first. It does carry a $100 deductible; however,
1000+ components are covered under this plan. This does offer peace of mind for any repairs that might
come up which can be covered under this plan. If this is something that you would be interested in, I am
happy to add this to your VIN for you.   If you do have any questions or concerns, please do not hesitate to
contact me directly as I would be happy to assist.   Warm Regards,   NEXT STEPS: Check for email back
from CLT  CLT accept offer?

2023-06-12 19:36:35

|CSM Kisha x77851| OBE to CLT| @

**CSM KISHA ASSISTING CSM ASHLEY**

Good afternoon Mr. 

My name is Kisha and I am assisting my colleague Ashley today as she is out of the office. I have copy and
paste the Good Will Gesture email offer below for your reference from Ashley regarding your recent seatbelt
concern. I am unaware if you have already responded to Ashley’s prior email and do apologize for the
inconvenience if you have. However, you are a valued client and I am inquiring if you would like to accept the
offer documented below in order to begin processing. Please advise and I thank you in advance for your time,
patience and patronage to the Lincoln Brand.

Good Afternoon, Mr. 

I hope this email finds you well.

I can understand your hesitancy with the type of concern present when your seat belt malfunctioned,
however; I can assure you that the part installed on Ms.  vehicle have been repaired to Lincoln
standards, by a factory ASE certified technician. The parts installed on your vehicle are covered under a
service parts warranty as well, in the event that another concern does represent.

This extended service plan I am able to offer is a value of up to $2500, which I am happy to purchase on your
behalf, this does cover your vehicle for 6 years or 100,000 miles whichever occurs first. It does carry a $100
deductible; however, 1000+ components are covered under this plan. This does offer peace of mind for any
repairs that might come up which can be covered under this plan. If this is something that you would be
interested in, I am happy to add this to your VIN for you.

If you do have any questions or concerns, please do not hesitate to contact me directly as I would be happy
to assist.

Regards

SHASKISHA MYERS
Concierge Service Manager
Lincoln Customer Relationship Center

NEXT STEPS: Check for email back from CLT
CLT accept offer? Tues 6/13
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2023-07-07 15:04:15 CSM Kuljeet 77959 | Reference CAS   CLT responded back to EOC email and rather than
re open the case i have created this one to add the premium care warranty as originally promised to the client
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CASE ATTACHMENTS:
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CASE NUMBER: CAS- STATUS: Resolved

OPEN: 08-24-2023 CLOSED: 08-28-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION:

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | Financial Assistance - VehPay; ConExp; Refund |

DEALER NAME: Sam Galloway Ford, Inc.

PA CODE: 04845 DLR SALES CODE: 24480 REGION: S3 ZONE: S3A

VIN: 5LMJJ2TT9KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 46,237

BODY STYLE: J2T - NAVIGATOR 4X4 4DR BLK LBL

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | FL |  | USA

HOME PHONE:

SYMPTOMS: Safe & Secure | Seat Belt | UNKNOWN | UNKNOWN

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-08-24 18:28:37 Rtl note- PER HOTLINE P8QB7006 WE ARE REPLACING THE RCM AND SEAT BELT PRETENSIONER.
BOTH HAVE BEEN ORDERED  Part # JL7Z78611B09AM  RO #:   RO Open Date: 8/14/2023 RO
Mileage:  46,237 Line: 03 Year/Model of Rental: 5LMCJ1C90JUL30377 First day:  8/14/2023 Rental Days
total: 26 Rental Daily Rate: $45.00 Total Cost: $1170.00 Dealer Portion: 8/14-8/23 (10 days $450.00 ESP
Portion: Preimumcare ESP  Lincoln Portion: 8/24-9/8 (16 days $720.00)  NEXT STEPS- Cnt S/A  get
update on repair/ hotline/ Update rental 9/8

2023-08-24 18:31:29 OBE TO THE RTL "Randall Sellers"   Hi  Good afternoon, I hope all is well with you, can you tell me if
the part listed is on Emergency order? I need a copis case VOR opened please. Hotline hasn't received a
reply since 8/17  Rtl note- PER HOTLINE P8QB7006 WE ARE REPLACING THE RCM AND SEAT BELT
PRETENSIONER. BOTH HAVE BEEN ORDERED    Part # JL7Z78611B09AM   Rental: RO #:    RO
Open Date: 8/14/2023  RO Mileage:  46,237  Line: 03  Year/Model of Rental: 5LMCJ1C90JU   First
day:  8/14/2023  Rental Days total: 26  Rental Daily Rate: $45.00  Total Cost: $1170.00  Dealer Portion: 8/14-
8/23 (10 days $450.00  ESP Portion: Preimumcare ESP   Lincoln Portion: 8/24-9/8 (16 days $720.00)
Thanks,  Amanda Eldridge Concierge Service Manager Lincoln Customer Relationship Center Phone: 888-
214-2155 ext: 77950 | eFax: 866-984-5190

2023-08-24 18:43:45 IBE FROM THE RTL Randall Sellers   Hey Amanda,  I just checked again and the part arrived today. Hotline
instructed us to replace the RCM and the SeatBelt Pretensioner as it deployed without cause. The
Pretensioner is what we've been waiting on.  We should have this wrapped up tomorrow....   Sellers
Service Advisor Sam Galloway Lincoln 239-274-2372

2023-08-24 18:46:32 Rental: RO #:    RO Open Date: 8/14/2023  RO Mileage:  46,237  Line: 03  Year/Model of Rental:
5LMCJ1C90JU   First day:  8/14/2023  Rental Days total: 12 Rental Daily Rate: $45.00  Total Cost:
$540.00 Dealer Portion: 8/14-8/23 (10 days $450.00  ESP Portion: Preimumcare ESP   Lincoln Portion: 8/24-
8/25  (2 DAYS $90.00)  NEXT STEPS- CNT S/A  VEHICLE COMPLETE 8/28

2023-08-25 15:33:23 obe to the rtl Randall Sellers   Hi   Is this vehicle complete?   Thanks,  Amanda Eldridge Concierge
Service Manager Lincoln Customer Relationship Center Phone: 888-214-2155 ext: 77950 | eFax: 866-984-
5190

2023-08-25 15:44:43 IBE FROM THE RTL Randall Sellers   Hey Amanda,,  I literally just had the keys dropped on my desk. I know
the customer wants to pickup today, getting ready to call him now.   Sellers Service Advisor
Sam Galloway Lincoln 239-274-2372

2023-08-25 15:49:21 IBE FROM THE RTL Randall Sellers   No pudl . He dropped it off and will pick it back up.    Sellers
Service Advisor Sam Galloway Lincoln 239-274-2372

2023-08-25 20:09:06 obe to the rtl Montgomery, Jessica   When you can , I have this for Monday to cut p11 for rental   Rental: RO
#:    RO Open Date: 8/14/2023  RO Mileage:  46,237  Line: 03  Year/Model of Rental:
5LMCJ1C90JU   First day:  8/14/2023  Rental Days total: 12 Rental Daily Rate: $45.00  Total Cost:
$540.00 Dealer Portion: 8/14-8/23 (10 days $450.00  ESP Portion: Preimumcare ESP   Lincoln Portion: 8/24-
8/25  (2 DAYS )  Amanda Eldridge Concierge Service Manager Lincoln Customer Relationship Center Phone:
888-214-2155 ext: 77950 | eFax: 866-984-5190

2023-08-28 13:09:23 IBE FROM THE RTL Jessica Montgomery   Hi, Amanda,  This customer has 10 days through ESP and was
only in the rental for 11 days so there is no assistance, correct?

2023-08-28 13:10:04 NEXT STEPS-CSM CLOSE CASE
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CASE ATTACHMENTS:
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CASE NUMBER: CAS STATUS: Resolved

OPEN: 09-28-2023 CLOSED: 09-28-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION:

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | Financial Assistance - Repair |

DEALER NAME: Lincoln of Melbourne

PA CODE: 11480 DLR SALES CODE: 25023 REGION: NE ZONE: NEE

VIN: 5LMJJ2LT8KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 36,789

BODY STYLE: J2L - NAVIGATOR 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | FL |  | USA

HOME PHONE:

SYMPTOMS: Safe & Secure | Seat Belt | Front Passenger | Deployment (Unintended)

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-09-28 18:20:19 LTV N/S WSD 4/17/2019 4 years/ 5 months  Subsequent owner   Rtl note - CUSTOMER WAS PARKED
WITH VEHICLE RUNNING, WAITING IN CAR WITH KIDS FOR HUBBY.  HEARD A LOUD EXPLOSION
SOUND THINKING SOMETHING HIT THE CAR.  FOUND PASSENGER SIDE FRONT SEAT BELT
LOCKED INTO PLACE WILL NOT RELEASE.  BROUGHT TO DEALER TO INSPECT, DEALER FOUND
PASSENGER SIDE SRS PRETENTIONER DEPLOYMENT. WILL NEED TO BE REPLACED AS THIS IS A
SAFETY ISSUE   NEXT STEP- CSM EMAIL RTL/ DENYING ASSISTANCE

2023-09-28 18:21:59 OBE TO THE RTL "Beth Lee"   I received your case requesting assistance for client, 
.Regrettably, this vehicle is outside of guidelines, and I am not able to assist.   LTV N/S   Thanks ,

Amanda Eldridge Concierge Service Manager Lincoln Customer Relationship Center

2023-09-28 18:22:13 NEXT STEPS- CSM CLOSE CASE
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CASE ATTACHMENTS:
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CASE NUMBER: CAS- STATUS: Information Provided

OPEN: 10-02-2023 CLOSED: 11-15-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | CCT Criteria |

DEALER NAME: Jim Click Ford Lincoln

PA CODE: 29559 DLR SALES CODE: REGION: W3 ZONE: W3A

VIN: 5lmjj2lt2ke MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 61,942

BODY STYLE: J2L - NAVIGATOR 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | AZ |  | USA

HOME PHONE:

SYMPTOMS: Safe & Secure | Seat Belt | Front Driver | Deployment (Unintended)

ANALYST NAME: Roberta Brown OPEN ANALYST NAME: Roberta Brown

COMMENTS:

2023-10-02 19:38:19 CLT SAYS: CLt States that he was driving and heard an explosion and he seat belt unlatched and hit him in
his chest he thought he was in the accident but it was his seat belt. CLT stated that he took his VEH to the
RTL and the SA stated that the light that comes on mean the airbag is disabled. but he says that's not the
problem.  CLT wants FIN assist for cost of repair.   PER CLT DLR SAYS: That the airbag disabled light
comes on , and that the CLT seat belt exploded  CSM ADVISED: I apologized to the CLT for the
inconvenience and stated it may be  the airbag because the CLT said he smelled the airbag dust smell but it
did not deploy. I explained this to the CLT and he said a SA told him that the grenade has gone off and the
seat belt has been destroyed  NEXT STEPS : F/U With RTL to see what the diagnosis of the CLT VEH is to
see if we are able to FIN assist.

2023-10-03 21:12:08

> OBC to RTL ( 520-570-7301)

SPOKE TO: SA Allan Heady
SA stated that the seat belt to the CLT VEH malfunction and to the seat belt exploding SA also stated that this
malfunction has happened to multiple Lincoln Navigator VEHs that have been brought in lately. SA also
stated that the incident had nothing to do with a accident or an airbag. SA also stated that her will do a GWG
for the repair of the seat belt.

NEXT STEPS: F/U with CLT with the information that I received from the SA

2023-10-03 21:42:44 > OBC to CLT (  )   SPOKE TO: No answer Left VM   NEXT STEPS: F/U with CLT with the
information that I received from the SA

2023-10-04 21:38:43 > OBC To CLT  (  )   SPOKE TO: TO CLT  I called CLT to update him on the information that I
received from the SA.  SA stated : that the incident had nothing to do with a accident or an airbag. SA also
stated that her will do a GWG for the repair of the seat belt.  CLT also asked will the SA be able to provide a
loaner VEH. I informed the CLT that I would reach out to the RTL tomorrow to see if they are able to provide a
loaner and to see when they will be able to start the repair on his VEH.   NEXT STEPS: F/U with SA to see if
they are able to provide a Loaner VEH for the CLT.

2023-10-05 16:42:22 <<CSM (Elaine) x(77856) OBC to RTL ( 520-570-7301  SPOKE TO: Left VM  I Called to speak to SM : Allan
Heady to F/U on the repair process for the CLT VEH, but the SM did not answer so I left a VM.   NEXT
STEPS: Try calling the SM again today to get information on the CLT repair process.

2023-10-05 17:21:36

Good morning Mr.Heady. This is Elaine from Lincoln Motor Company, we recently spoke about, Mr. 
Frazee Case. I received your portal message and you were supposed to send me a email. But I have not
received it. For clarification my email address is : rbrow741@lincoln.com. Thank you for your continued
support and making sure the client needs is your top priority.

- Best Regards, Elaine ( Client Service Manager)

2023-10-09 22:21:43

Concern:
Customer heard a loud noise with seat belt buckled. After noise Drivers front seat belt locked up.

Cause:
Internal short in the pretensioner caused the grenade to go off locking up the seat belt.
Tech comments
verified and checked ssm's and tsb's, none related to
customer concern hooked up FDRS and performed self-test on
all modules found dtc: b007e:13 performed pinpoint test a,
and found Front Seatbelt Retractor and Pretensioner and
anchor internally failed recommend replacing.

JL1Z-78610E0E45-AN 142.89
JL7Z-78611B09-AL $440.43

Labor 1.4  $231.00

Total cost of repair $814.32
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2023-10-09 22:28:30 > OBC to RTL  ( 520-570-7301 )   SPOKE TO:SA  I informed the SA that I would only be able to cover half of
the cost of repairs for the CLT VEH in the amount of 407.16  SA stated that she would pass the information
on to the CLT SA Mr. Allan Heady.   NEXT STEPS: F/u with CLT to inform him that I am only able to cover
half of the cost of the repairs.

2023-10-09 22:37:58 > OBC to CLT (  )   SPOKE TO: CLT  I contacted the CLT to inform him that I am only able to
cover half of the cost of repairs.   NEXT STEPS: F/u with CLT on 10/19/2023 to see if part arrived for VEH
repair.

2023-10-19 15:33:53 > OBC to RTL (   )   SPOKE TO: SA Sam  SA stated that SA Peter is in charge of the repair for
the CLT VEH and he is not in yet, but she will give him my contact information to reach out to me once he is
in.   NEXT STEPS: F/U with the RTL to see if he is in, so that I can get the status of the repair.

2023-10-19 15:38:51 > OBC to CLT (  )   SPOKE TO: CLT  CLT informed me that the SA Peter is on vacation for two
weeks , and that he's also on Vacation as well ( the CLT ). CLT also stated that SA peter informed him that
the part will take 2 weeks to arrive and then the technician can start the repair. I ADV the CLT that I will F/U
with him on 11/03/2023 after I reach out to the RTL  to see if the part has arrived.   NEXT STEPS: F/U with
CLT on 11/03/2023 after I reach out to the RTL  to see if the part has arrived.

2023-11-03 23:16:46 > OBC to CLT (  )   SPOKE TO: CLT states that his VEH is now back on the road and it working
properly. I offered a Limited Maintenance Plan as a GWG. I also explained the process of the ESP to the
CLT. I ADV the CLT that I would F/U with him on 11/16/2023 to see if the ESP is active on his VIN.   NEXT
STEPS : F/U with CLT on 11/16/2023 to see if the ESP is active on his VIN.

2023-11-09 22:00:49 COM transmitted case number CASE NUMBER: 

2023-11-10 19:48:37 > OBC to CLT (  )   SPOKE TO: CLT  I called CLT to explain how the ESP process work and I
also let the CLT know that I will be reaching out to the RTL to pay half of his repair as well as a GWG CLt veh
was at the RTL for 30 days, so I offered 2 GWG's on his behalf.   NEXT STEPS :  F/U with RTL to het correct
amount of repair sent over to me via email.

2023-11-13 17:07:12 > OBC to RTL ( 520-570-7301 )   SPOKE TO: LEFT Message for SA to contact me back regarding P11 code.
NEXT STEPS : F/U with SA later today 11/13/2023

2023-11-13 19:52:25 > OBC to RTL ( 520-519-7228 )   SPOKE TO: Tried reaching out to SA Alan again no answer left VM   NEXT
STEPS : Proceeded with F/U for 11/16/2023

2023-11-13 21:59:19 > OBC to CLT (  )   SPOKE TO: No answer Left VM.   NEXT STEPS : F/U with CLT via SMS .

2023-11-13 22:31:27 > OBC to CLT (  )   SPOKE TO: CLT  I called the CLT to see what amount he paid towards the
repair the CLT stated that he paid $400. I sent portal message to the RTL , because the SA still has not
responded to me.   NEXT STEPS : F/U with the status of the P11 on 11/16/2023

2023-11-15 21:19:55

ACOM approval for GWG of $415..41 for repair assistance.

2023-11-15 22:33:07

HelloMr.  ,

Thank you for contacting Lincoln Motor Company and allowing us to assist you with your2019 Lincoln
Navigator regarding case:CAS- . Partnering withJim Click Ford , I am glad I was able to
resolve yourVehicle concerns.

The complimentary Lincoln Protect Limited MaintenancePlan that was added to your vehicle is to provide you
with peace of mind knowing Lincoln has your back. This plan has a retail value of$1,300.00 that covers
youroil changes, tire rotations and multi-point inspectionand comes with other great benefits should you have
an issue in the future. You get up to 12 uses out of this plan and is set to expire on November 09 ,2027. Also
for your vehicle being down for more than 30 days I threw in a complimentary repair payment I the amount of
415.41 for the cost of repairs.

As I will be completing your case, please look for an email in the next 24 hours with a brief survey regarding
my efforts and your experience with me in completing your case – Lincoln and I value your feedback. You
may receive an additional survey regarding your retailer and vehicle at a later date.

Should you need to contact me again, you may reach me directly at rbrow741@lincoln.com or by phone at 1-
888-214-2155 ext. 77856. If I’m unavailable, please leave me a detailed message and I will return your call as
soon as possible. Note: for a quicker response, please provide your case number indicated above.

Thank you for being a valued client and a part of the extended Lincoln family.
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CASE ATTACHMENTS:
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CASE NUMBER: CAS- STATUS: Resolved

OPEN: 11-17-2023 CLOSED: 11-21-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Client Roadside Outreach COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | Retailer Capacity |

DEALER NAME: Casa Lincoln

PA CODE: 20455 DLR SALES CODE: 67141 REGION: WE ZONE: WEG

VIN: 5LMJJ3LT1KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 47,475

BODY STYLE: J3L - NAVIGATOR L 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | TX |  | USA

HOME PHONE:

SYMPTOMS: Safe & Secure | Seat Belt | Front Passenger | Retraction

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Rachelle Lewis

COMMENTS:

2023-11-17 15:12:04

CSM Rachelle Lewis EXT 77859 OBC to the RTL9157792272

Spoke to: SA Claudia adv veh should be diagnosed by Monday.

CLT Name/Phone: 
VIN:
Mileage: 47475
RO#: 
Service Advisor: Jose
Is the veh still there?: Yes
Concern: popping noise passenger side/air bag light, passenger seatbelt wont retract
Has a tech assigned?: yes
Diagnosed/Time Range: 2-3 days
CLT in loaner Y/N: No

Next steps: f/u /w rtl on veh diagnosis, engage clt? 11/21

2023-11-21 17:43:18

CSM Rachelle Lewis EXT 77859 OBC to the RTL9157792272

Spoke to: Lm w/ SA Jose for update on clt's veh repair. Email isJoseborunda@casaford.com.

Next steps: f/u w/ clt on repair update 11/21

2023-11-21 17:46:36

CSM Rachelle Lewis EXT 77859 Email To RTLJoseborunda@casaford.com

Hello Jose,

I hope this email finds you well. I am reaching out to you on behalf of our mutual client,  I am
needing to get an update on this vehicle repair. Has this vehicle been diagnosed?

VIN: 5LMJJ3LT1KE
Clt contact: 

Thank you,

Next steps: f/u w/ rtl/clt on repair update 11/21

2023-11-21 20:12:50

CSM Rachelle Lewis EXT 77859 OBC to the RTL9157792272

Spoke to: SA Jose adv veh has not yet been diagnosed. Based off shop traffic, hoping it will be diagnosed by
next Monday. More than likely but cannot guarantee.

Next steps: close case shop capacity.

2023-11-21 20:15:32

Closing case due to shop capacity and veh no firm eta on veh diagnosis.
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CASE NUMBER: CAS- STATUS: Information Provided

OPEN: 07-23-2023 CLOSED: 07-24-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | Has not been to dealer |

DEALER NAME: Covert Lincoln

PA CODE: 04437 DLR SALES CODE: 67162 REGION: C2 ZONE: C2C

VIN: 5LMJJ2LT2KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 42,000

BODY STYLE: J2L - NAVIGATOR 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | TX |  | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Warning Indicators/Messages/Chimes | Safety belt | Inoperative

ANALYST NAME: Pearl Campbell OPEN ANALYST NAME: Pearl Campbell

COMMENTS:

2023-07-23 22:29:06 CLT SAYS: CLT stated he heard a loud noise while driving and he smelled a burning smell. CLT stated that
the airbag and sign for ABS also came on. CLT stated he purchased his vehicle 3 months ago and needs a
loaner and appt.  PER CLT DLR SAYS: N/A  CSM ADVISED: CSM advised she will call DLR when she is in
tomorrow to get info on availability and loaner. CMS advised it is up to DLR for info.  NEXT STEPS: Email
CLT

2023-07-23 22:30:22 Pearl x 76338 OBE to CLT >>  Hi Mr.    I wanted to make sure you
have my contact information. I look forward to speaking to you tomorrow.   Thank you for being apart of the
Lincoln family.   Next Steps: Contact DLR for CLT appt and loaner

2023-07-24 19:23:22 Pearl x 76338 OBC to DLR 5123454343>>  CSM made 8 attempts to reach service for CLT to get availability.
Next Steps: Contact CLT

2023-07-24 21:20:53 Pearl x 76338 OBC to CLT   CSM left CLT a vm advising that she has made attempts to reach
DLR. CSM advised CLT that she left a voicemail for the DLR to give CLT a call with appt details with loaner.
Next Steps: Email CLT before closing the case

2023-07-24 21:33:05 Pearl x 76338 IBE from CLT >>  Hi Mr.   How did it go at the dealership?
Unfortunately, I was unable to reach someone to get availability for an appointment and a loaner.   My
apologies, I called and left several voicemails. Were you able to stop by?  Pearl x 76338 IBE from CLT

>>   Hi Pearl,   Any update with Covert Lincoln? Did you speak to them about my
vehicle service and loaner? Kindly advise.

2023-07-24 21:35:04 Pearl x 76338 IBC from CLT  Spoke to: Mr.   CLT stated he was stopping by DLR to
speak to them face to face. CLT thanked CSM for help. CSM advised she did reach out to DLR several times
and was unsuccessful.  Next Steps: Close case.
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CASE NUMBER: CAS STATUS: Resolved

OPEN: 07-25-2023 CLOSED: 08-01-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION:

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | Financial Assistance - VehPay; ConExp; Refund |

DEALER NAME: Bozard Ford

PA CODE: 04921 DLR SALES CODE: 24413 REGION: S3 ZONE: S3C

VIN: 5LMJJ3LT2KE MODEL YEAR: 2019 MODEL: NAVIGATOR MILEAGE: 78,088

BODY STYLE: J3L - NAVIGATOR L 4X4 4DR RESERVE

LAST NAME FIRST NAME MIDDLE:  |  |

ADDRESS:

CITY STATE ZIP COUNTRY:  | FL |  | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Warning Indicators/Messages/Chimes | Airbag | Stays On

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-07-25 14:18:31 LTV 99 WSD 4/29/2019 4 years/ 2 months  Subsequent Owner  Mileage 78,088  Rtl note- AIRBAG LIGHT
COMING ON. CONFIRMED CUSTOMER COMPLAINT. SELF TEST B007F:13. PERFORM PPT A FOR
DTC. FOUND SEATBELT RETRACTOR FAILED. Part # KL7Z7806024AA  Repair: RO #:   RO Open
Date: 7/19/2023  RO Mileage:  78,088 Line: 07 Parts $1863.34 Labor $640.35 Total $2503.69  Client
$1250.00 (50%) Lincoln $1253.69 (50%)  NEXT STEPS- EMAIL RTL

2023-07-25 14:19:37 OBE TO THE RTL "Crystal Garrison"   Hi Crystal,  I hope all is well with you, I can assist you with 50% of this
repair, Lincoln $1253.69 (50%), client pay $1250.00 (50%).  Repair: RO #:  RO Open Date: 7/19/2023
RO Mileage:  78,088 Line: 07 Parts $1863.34 Labor $640.35 Total $2503.69  Client $1250.00 (50%) Lincoln
$1253.69 (50%)  Sincerely,  Amanda Eldridge Concierge Service Manager Lincoln Customer Relationship
Center Phone: 888-214-2155 ext: 77950 | eFax: 866-984-5190

2023-08-01 13:15:35 OBE TO THE RTL Crystal Garrison   Hi Crystal ,  I hope all is well with you, I have been waiting to hear from
you about this case   I can assist you with 50% of this repair, Lincoln $1253.69 (50%), client pay $1250.00
(50%) please let me know if client accepts offering, this offer is good for 30 days and I can re-open this case
by 9/1/2023. I will be closing this case for now due to no reply.  Repair: RO #:  RO Open Date:
7/19/2023 RO Mileage:  78,088 Line: 07 Parts $1863.34 Labor $640.35 Total $2503.69  Client $1250.00
(50%) Lincoln $1253.69 (50%)  Sincerely,  Amanda Eldridge Concierge Service Manager Lincoln Customer
Relationship Center Phone: 888-214-2155 ext: 77950 | eFax: 866-984-5190

2023-08-01 13:16:43 NEXT STEPS- CSM CLOSE CASE/ CSM WAIITNG TO SEE IF CLIENT ACCEPTS OFFERING. 50/50
SPLIT/ CSM CAN -REOPEN CASE BY 9/1/2023

2023-08-01 13:40:43 ibe from the rtl Crystal Garrison   Yes we did accept.  I think the ticket will close out in the next couple days.
Thank you! Crystal Garrison Comm & Mobile Service Manager Bozard Ford Lincoln (904) 824-1641

2023-08-01 13:42:15 OBE TO THE RTL Crystal Garrison   Repair: RO #:  RO Open Date: 7/19/2023 RO Mileage:  78,088
Line: 07 Parts $1863.34 Labor $640.35 Total $2503.69  Client $1250.00 (50%) Lincoln $1253.69 (50%) p11=
MSPA010879  Sincerely,  Amanda Eldridge Concierge Service Manager Lincoln Customer Relationship
Center Phone: 888-214-2155 ext: 77950 | eFax: 866-984-5190

2023-08-01 13:42:27 NEXT STEPS- CSM CLOSE CASE
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