
CASE NUMBER: STATUS: Resolved

OPEN: 09-20-2019 CLOSED: 05-10-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Information | Warranty Loaner Approval |  |

DEALER NAME: Pat Milliken Ford, Inc.

PA CODE: 02741 DLR SALES CODE: 48024 REGION: G2 ZONE: G2B

VIN: MODEL YEAR: 2019 MODEL: TAURUS MILEAGE: 3,646

BODY STYLE: P2E - TAURUS SEL FWD 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: CANTON | MI | | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: P Rxa2ap OPEN ANALYST NAME: SYSTEM

COMMENTS:

PE24-030 000001 GCCT PV

     
      



CASE ATTACHMENTS:

PE24-030 000002 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 05-24-2023 CLOSED: 05-25-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Web

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

DEALER NAME: Woodhouse Lincoln

PA CODE: 10670 DLR SALES CODE: 63008 REGION: CE ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 50,039

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: |

ADDRESS: 

CITY STATE ZIP COUNTRY: OMAHA | NE |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Appearance

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-05-24 19:04:47 CSM JEFF  77989  RTL SAYS customer seeking assistance, vehicle 39 miles over bumper to bumper
warranty. rear camera is not functioning. found codes for rear camera failure, recommend remove and
replace rear camera  WSD  6-11-19 MILES  50,039 CLV  93  OBE TO RTL  Gavin,  Why is this being
submitted as a refund instead of a repair ?  Thanks.   NEXT STEP  5-25 FOR REPLY

2023-05-25 12:30:24 CSM JEFF  77989  CLOSING AS DUPLICATE TO 

PE24-030 000003 GCCT PV



CASE ATTACHMENTS:

PE24-030 000004 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 05-24-2023 CLOSED: 05-25-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Web

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

DEALER NAME: Woodhouse Lincoln

PA CODE: 10670 DLR SALES CODE: 63008 REGION: CE ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 50,039

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: OMAHA | NE | | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Appearance

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-05-25 12:33:27 CSM JEFF   77989  RTL SAYS customer seeking assistance, vehicle 39 miles over bumper to bumper
warranty. rear camera is not functioning. found codes for rear camera failure, recommend remove and
replace rear camera  WSD 6-11-19 MILES 50,039 CLV 93  CSM WILL ASSIST REQUESTED AMOUNT   P
11 CODE      700.00  next step  close case

PE24-030 000005 GCCT PV



CASE ATTACHMENTS:

PE24-030 000006 GCCT PV



CASE NUMBER: STATUS: Information Provided

OPEN: 06-16-2023 CLOSED: 06-16-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Passenger Vehicle Inquiry NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | Has not been to Dealer |

DEALER NAME: Ford of Clermont

PA CODE: 05793 DLR SALES CODE: 24542 REGION: S3 ZONE: S3C

MODEL YEAR: 2019 MODEL: TAURUS MILEAGE: 70,000

BODY STYLE: P2D - TAURUS SE FWD 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE:  |

ADDRESS: 

CITY STATE ZIP COUNTRY: WINTER GARDEN | FL |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Image Quality

ANALYST NAME: Emia Hailey OPEN ANALYST NAME: Tamika Durham

COMMENTS:

2023-06-16 14:59:04 Tamika Durham/79468/tdurha10@ford.com   IBC From:   VIN#
 Issue? REAR CAMERA VEH at the Dealership: NO Meets FLP Guidelines: NO Year

of VEH: 2019 Taurus Mileage: 70,000 CLV: 20 Transfer to Concern: NO Concern Agent Name: N/A Reason
for Concern: Cust says he just spoke with a local Ford DLR: Ford of Clermont (3523946161). His veh has a
failed back up camera. Cust was told veh was out of warranty. Cust says there was a camera replacement
back on March 2021 at same DLR. Issue started 3 weeks ago. Camera started flickering and now it is black.
Message says rear camera not available.   What are you seeking from Ford today? Fin Assistance  Plan of
action: After reviewing my resources, there are no warranties or programs in effect that would provide
coverage of your current concern. I recommend that you keep your receipts in case we initiate a program in
the future based on your situation. Cust says veh was registered under ESTES EXPRESS LINES as fleet veh
OBC to Claremont: (603) 542-9800 Spoke with Eric in Service. Wrong DLR OBC to Ford of Clermont
913523946161 Spoke with Frank in Service. Last repair was 03/2021 Warranty only lasted one year.  Cust
has Ford Fleet Care program ESP Would need cust to bring veh in for Diag and we can run a claim under
ESP CXS let cust know his veh would need to be at DLR and Diagnosed.  CXS provided cust with the
number for our Ford Pro (Fleet) 1-800-343-5338 for further assistance.  Next steps: Closing case  Ford Motor
Company ® Tamika Durham - Customer Experience Specialist tdurha10@ford.com  | www.ford.com  office:
866-631-3788 ext. 79468 Office Hours: Monday-Friday 8 am – 4:30

2023-06-16 14:59:24

*** I am not a Concern agent I am on the Inquiry team. If a customer calls back in a concern agent will have to
further assist with customers concerns to progress the case. Thank you! ***

2023-06-20 20:22:31  told customer we are not able to assist him at this time and sent him to correct department

2023-06-20 20:26:55   Emia Hailey Customer Experience Specialist ehailey@ford.com  866-631-3788 ext. 79815   IBC from
customer //   Customer stated  The vehicle is registered as a fleet but it is not.
Customer stated fast path denied him for assistance. the inquiry team sent him to fleet.  Cust has 2 CASES

  Cust is seeking assistance towards paying for back up camera.    Cxs provided
denial verbiage.   Cust name:   Registered owner: Yes  Opt in SMS? N/A
Number  Email: COM CLV : 20  Yr/make: 2019 Ford Taraus  Vin:

  Mileage: 77,000    Next steps: Document. Cxs provided denial verbiage. NO
ASSISTANCE CAN BE PROVIDED.  CLV: 20  Ford Motor Company ® E'mia Hailey Customer Experience
Specialist ehailey@ford.com  | www.ford.com  Office: 866-631-3788 EXT . 79815

PE24-030 000007 GCCT PV

 . . 



CASE ATTACHMENTS:

PE24-030 000008 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 06-20-2023 CLOSED: 06-28-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: FAR FastPath NA CRC COMMUNICATION: Web

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

DEALER NAME: Ford of Clermont

PA CODE: 05793 DLR SALES CODE: 24542 REGION: S3 ZONE: S3C

VIN: MODEL YEAR: 2019 MODEL: TAURUS MILEAGE: 71,042

BODY STYLE: P2D - TAURUS SE FWD 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: |

ADDRESS: 

CITY STATE ZIP COUNTRY: WINTER GARDEN | FL |  | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Image Quality

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-06-20 16:08:48 Case Number : Customer :  Business Phone :  Home Phone :
Mobile Phone :  LTV Score : 20 Vehicle Purchase Status : Subsequent Owner Ford Credit

Contract Number :  Part Number :  Dealer Name : Ford of Clermont Dealer P&A : 05793 Dealer phone :
VIN :  Year : 2019 Make : FORD Model : TAURUS Mileage : 71042

Engine Specification :  Transmission Specification :  Warranty Start Date : 2018-11-10 Open Recall/FSA: :
ESP :  Hotline Contact :  Warranty History :

PE24-030 000009 GCCT PV



CASE ATTACHMENTS:

PE24-030 000010 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 09-22-2023 CLOSED: 09-22-2023 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: Tom Masano Lincoln

PA CODE: 09954 DLR SALES CODE: 15221 REGION: N3 ZONE: N3B

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE:

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: KINZERS | PA |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | Inoperative

ANALYST NAME: Kayla Arnold OPEN ANALYST NAME: Kayla Arnold

COMMENTS:

2023-09-22 13:28:04 CLT SAYS: CLT called in adv that she is having issues with her rear camera. CLT adv she was wondering if
there is any recalls on this. CLT adv oh no and I am responsible for that cost? CLT adv okay and where is
that RTL. CLT thanked.    PER CLT RTL SAYS:    CSM ADVISED: CSM apologized adv that I would like to
look into this further for her. CSM adv that there is no active recalls on VIN. CSM adv that veh would need to
be diagnosed at RTL. CSM adv at this point if they do find an issue it may not be covered, but RTL can
determine that. CSM offered to get closest RTL on the line for appointment?  OBC to RTL: 6107771371
Provided RTL all information, CLT disconnected. CSM ask RTL to reach out to the CLT. RTL agreed. CSM
texted CLT to let them know since the line disconnected.   NEXT STEPS: close case

PE24-030 000011 GCCT PV



CASE ATTACHMENTS:

PE24-030 000012 GCCT PV



CASE NUMBER: STATUS: Information Provided

OPEN: 10-10-2023 CLOSED: 10-10-2023 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:

PA CODE: DLR SALES CODE: REGION: ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 83,000

BODY STYLE: J5N - MKT LIVERY AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:  |

ADDRESS: 

CITY STATE ZIP COUNTRY: NORCROSS | GA | | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Appearance

ANALYST NAME: Bertha Carey OPEN ANALYST NAME: Bertha Carey

COMMENTS:

2023-10-10 19:01:34 CLIENT SAYS:  Back up camera is showing inverted. The guidelines are not coming up. The left is showing
on the right side. Lines/ glitchy when I drive at night.   PER CLIENT, RETAILER SAYS:  $200 diagnosis
CRC ADVISED: Csm advised there's no recalls at this time. If for some reason there's any recalls/ clt
satisfaction they would be able to send the information via mail. csm advised I'll notate the experience so we
can look at it internally  Next steps: Close case

PE24-030 000013 GCCT PV



CASE ATTACHMENTS:

PE24-030 000014 GCCT PV



CASE NUMBER: STATUS: Information Provided

OPEN: 12-05-2023 CLOSED: 12-05-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | CLP / Lincoln Loyalty Criteria | Has been to Dealer

DEALER NAME: Koons Lincoln of Annapolis

PA CODE: 00089 DLR SALES CODE: 28009 REGION: N4 ZONE: NEG

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 73,000

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:  |

ADDRESS: 

CITY STATE ZIP COUNTRY: BOWIE | MD |  | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Image Quality

ANALYST NAME: Victoria Seybold OPEN ANALYST NAME: Victoria Seybold

COMMENTS:

2023-12-05 15:59:13 CLT SAYS: Clt part for backup camera repair was 3 months BO and now the rtl is closing down. Clt also
asked for fin assist on repair.   PER CLT RTL SAYS: Part on BO, rtl closing for business next week.   CSM
ADVISED: Clt would need an appointment with a new rtl then I can see what programs may be avail for fin
assist. I offered to call next closest rtl to clt and he said he preferred a call back after I called rtl.   NEXT
STEPS: Call  rtl

2023-12-05 16:01:52 CSM Victoria EXT 77860 OBC to the RTL KOONS LINCOLN BETHESDA (301) 890-5100  SPOKE TO:
Service VM I left a message explaining clt veh concern and providing clt direct line for assistance with apt
setting.   NEXT STEPS:  Call clt.

2023-12-05 16:10:34 CSM Victoria EXT 77860 OBC to Client   SPOKE TO:   I adv clt that I left a message
with the service department at Koons Lincoln of Bethesda and clt said that it is too far and that he would
prefer Koons Lincoln of Annapolis. I adv clt that I would be happy to reach out to them and that if he wouldn't
mind waiting on hold it would be preferable that way he can set an appt immediately. Clt agreed.   CSM
Victoria EXT 77860 OBC to the RTL KOONS LINCOLN OF ANNAPOLIS  888-419-3905  SPOKE TO: 
and  said she would be happy to assist clt with setting apt for his veh concern and I provided
clt with my direct line in case he would like to contact me again. Clt had no further questions for me.   NEXT
STEPS:  Close case.

PE24-030 000015 GCCT PV



CASE ATTACHMENTS:

PE24-030 000016 GCCT PV



CASE NUMBER: STATUS: Information Provided

OPEN: 02-28-2024 CLOSED: 02-28-2024 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Phone

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

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE:

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS: 

CITY STATE ZIP COUNTRY: EDMOND | OK |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Not Listed | UNKNOWN

ANALYST NAME: Francis Henrichsen OPEN ANALYST NAME: Francis Henrichsen

COMMENTS:

2024-02-28 16:54:23

CLIENT SAYS:

CLT called in for financial assistance for back up camera concern.
Back camera is inoperative, glitches with lines across the screen. CLT has not been to RTL. CLT states he
will call RTL of his own accord.

PER CLIENT, RETAILER SAYS:
N/A

CRC ADVISED:

CSM advised no resources to provide fin assist. CSM referred CLT to RTL and offered to get them on the
line.

Next steps:

CLOSE CASE

PE24-030 000017 GCCT PV



CASE ATTACHMENTS:

PE24-030 000018 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 04-16-2024 CLOSED: 04-16-2024 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:

PA CODE: DLR SALES CODE: REGION: ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE:

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:  |

ADDRESS: 

CITY STATE ZIP COUNTRY: charleston | sc | | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Image Quality

ANALYST NAME: Samantha Sepeda OPEN ANALYST NAME: Samantha Sepeda

COMMENTS:

2024-04-16 15:15:21

CLT SAYS: clt advised that when she puts the veh in reverse the rear camera is not available but can
sometimes wait, put it in park and try again and it will work. Clt asked if there were any recalls for vehicle.

PER CLT RTL SAYS:N/A

CSM ADVISED: CSM advised there are not current recalls for this vehicle and advised to take a rlt for further
diagnosis. Clt asked if it would be covered under warranty, CSM advised that the rtl would need to diagnosis
and would be able to advise if it is covered or not.

NEXT STEPS: Close case

PE24-030 000019 GCCT PV



CASE ATTACHMENTS:

PE24-030 000020 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 05-22-2024 CLOSED: 05-23-2024 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound NA CRC COMMUNICATION: Phone

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

DEALER NAME: McGovern Ford

PA CODE: 04785 DLR SALES CODE: 11032 REGION: N2 ZONE: N2A

VIN: MODEL YEAR: 2019 MODEL: TAURUS MILEAGE: 43,224

BODY STYLE: P2K - TAURUS SHO AWD 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: SAUGUS | MA |  | USA

HOME PHONE:

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: Maria Sarmiento OPEN ANALYST NAME: Maria Sarmiento

COMMENTS:

2024-05-22 21:17:47 KB REPAIR ASSISTANCE  cust says:    I have  2019 ford taurus I  put in reverse the back up camera is
upside down, the view at the back not the screen    per cust/dlr says:n/a  crc advise:  we are not tech inclined,
refer cust to dealer  still tried to help and advise to PORSOS and perform keycycle, still upside down, advise
to call dealer to set an appt have them check the veh  set cust proper expectation that if the issue will  not be
covered charges may apply  offer to transfer to dealer but cust refused

PE24-030 000021 GCCT PV



CASE ATTACHMENTS:

PE24-030 000022 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 07-02-2024 CLOSED: 07-02-2024 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Lincoln Concierge NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | CCT Criteria |

DEALER NAME: Palmetto Lincoln

PA CODE: 01125 DLR SALES CODE: 26355 REGION: S2 ZONE: NED

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 72,000

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: charleston | sc |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: Autumn Lewis OPEN ANALYST NAME: Isiah Daley

COMMENTS:

2024-07-02 19:27:30 CLT Says:  CLT calling because she is having back up camera issues. She has an appt with dlr Palmetto
Lincoln. CLT has an esp and she notified dlr of this. DLR is saying that loaner will be provided if repair falls
under esp after they diagnose vehicle. CLT told me that dlr informed her they are not sure how long diagnosis
will take. CLT is asking is this standard practice with Lincoln motors.   Per CLT, DLR Says:  can provide
loaner pending diagnosis.   CLT advised:  CLT is advised in order to get rental dlr has to diagnose vehicle to
make sure concern falls under esp being that she is outside of standard warranty. CLT is advised that if she
wishes i can find a new dlr for her if she does not feel comfortable. I gave client information for dlr O.C. Welch
Lincoln, but they are too far for her. CLT is advised to take my number if she runs into any issues with dlr.
CLT thanked me.   next steps:  CSM closing case. no further assistance required.

PE24-030 000023 GCCT PV



CASE ATTACHMENTS:

PE24-030 000024 GCCT PV



CASE NUMBER: STATUS: Resolved

OPEN: 07-05-2024 CLOSED: 07-05-2024 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: White Bear Lincoln, Inc.

PA CODE: 12507 DLR SALES CODE: 43319 REGION: CE ZONE: GLB

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 73,000

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: ROSEVILLE | MN | | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: Donald Flowers OPEN ANALYST NAME: Elizabeth Mollo

COMMENTS:

2024-07-05 19:27:50

CLT SAYS: Client stated he has a 2019 MKT. Client stated he has had several concerns with his vehicle.
Client stated the yellow lines do not come on in his display. Client stated he previously replaced the camera
and did repairs on his own. Client stated that the left driver's side mirror was fogging up and client paid $500
for repairs. Client stated the rear window washer fluid was leaking onto roof and rtl did not replace but did
repairs. Client stated that there were blue stains on the roof and client had to pay for repairs. Client stated
that the turn signal lights do not turn off after turning. Client stated that his vehicle is not currently at the rtl.
Client stated vehicle is a lemon.

PER CLT RTL SAYS: N/A

CSM ADVISED: Csm apologized to the client. Csm offered GFR. Client declined. Client stated he does not
want to keep putting money into the vehicle. Call got disconnected.

NEXT STEPS: call client back-7/5

2024-07-05 19:35:59

> | OBC to client | @

SPOKE TO: Csm spoke to the client. Csm apologized for call disconnecting. Csm advised client regarding his
concerns once his vehicle is diagnosed through ford or lincoln rtl, I can further look into programs to assist
with cost of repairs. Csm provided case number and contact information. Client stated he will schedule appt
with rtl.

NEXT STEPS: close case

2024-07-10 18:57:50

> | IBC from client | 

Spoke to: Csm spoke to the client. Client stated he was wanting to following up regarding his MKT. Client
mentioned concern with camera and turn signal. Client stated he contacted rtl and went to rtl yesterday. Client
stated that rtl advised to buy esp. Client stated he does not want to do that. Client was advised to bring his
vehicle in next Monday. Csm advised client once rtl has completed diagnosis I can look into programs to
assist. Client understood and thanked csm for assistance.

Next steps: Keep case closed.

2024-07-16 13:46:41 CSM Nigel -EXT 77220 >> | IBC to the RTL |(651 483 2631) White bear Lincoln | | SA Bob  Spoke to: Bob
DLR calling in provided cas number  advised CLT said we are paying diag , calling for confirmation
CCSM advised: from what i see looks like we advised we would look into programs , so not a guarantee,
offered to relay message, or grab . CSM, SA asked if CSM could call CLT and then him , i advised i will relay
the message , SA thanked.   Next Steps: update CSM

2024-07-22 13:38:49

> | IBC from client | 

SPOKE TO: Csm spoke to the client. Client stated he took his vehicle to the rtl last week. Client stated he
dropped his vehicle off on Tuesday. Client stated rtl repaired camera, but the directional lighting does not
work. Client stated he picked his vehicle up on Wednesday. Client stated on Friday the camera was not
working again. Csm apologized to the client and advised client will need to bring his vehicle back to the rtl for
further diagnosis. Csm advised once his vehicle is at the rtl I can look into further assistance. Client stated he
will follow up once his vehicle is at the rtl.

NEXT STEPS: keep case closed.

PE24-030 000025 GCCT PV



CASE ATTACHMENTS:

PE24-030 000026 GCCT PV



CASE NUMBER: STATUS: On Hold

OPEN: 07-22-2024 CLOSED: 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: White Bear Lincoln, Inc.

PA CODE: 12507 DLR SALES CODE: 43319 REGION: CE ZONE: GLB

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 77,309

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: ROSEVILLE | MN |  | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Elizabeth Mollo

COMMENTS:

2024-07-22 16:36:27

CLT SAYS: Client stated he is calling regarding previous case number #: . Client
stated his vehicle is currently at the rtl for the cameras and rtl is working on diagnosis. Client stated that rtl is
providing him a loaner vehicle. Client stated he will follow back up with csm once rtl has diagnosed.

PER CLT RTL SAYS: N/A

CSM ADVISED: Csm advised client as his vehicle is currently at the rtl I can follow up with rtl on diagnosis.
Client agreed. Csm advised I do want to allow the rtl time to diagnose. Csm advised client of follow up for
Wednesday. Client agreed.

NEXT STEPS: F/U w/RTL- Update on diagnosis?; F/U w/CLT- No later than 5/24

2024-07-22 16:37:03

Previous case:

2024-07-23 16:06:31

> | OBC to retailer | @

SPOKE TO: Csm spoke to SA Bob. Bob did advise rtl is still diagnosing for camera and turn signal. Bob did
advise rtl is checking modules to see which one pops a fuse. Bob asked if lincoln is assisting. Csm advised
once diagnosis is completed I am going to review for assistance with repairs. Bob provided
email:bob.osborn@wblincoln.com . Csm advised I will send email shortly.

NEXT STEPS: Send email to rtl

2024-07-23 16:12:16

> | OBE to retailer | @bob.osborn@wblincoln.com

Good Afternoon,

I am reaching out on behalf of Mr. regarding his 2019 MKT (VIN: ). Once a
diagnosis has been completed please provide the following information:

RO #:
Open Date:
Mileage:
Line Number:

Parts:
Labor:

Thank you for your assistance.

Best Regards,

Next steps: F/U w/RTL- Check for update on diagnosis?; F/U w/CLT-7/24

2024-07-24 21:00:09

> | OBC to client | @

SPOKE TO: Csm spoke to the client. Csm advised I did speak to rtl yesterday and they are working on
diagnosis and checking modules. Csm advised once rtl has completed diagnosis, I can review for assistance.
Csm advised client I will continue to follow up with rtl and will follow up with client no later than Friday. Client
agreed.

NEXT STEPS: F/U w/RTL- Update on diagnosis? Parts and Labor for repairs?; F/U w/CLT-7/26

2024-07-26 15:44:31

> | OBC to retailer | 

Spoke to: Csm spoke to Bob in service. Csm requested update on diagnosis. Bob did advise rtl did place
fuses on modules and gave vehicle back to client to test drive to see which ones pop as they are trying to
isolate to circuits.

Next steps: F/U w/CLT-7/26
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2024-07-26 15:50:26

> | OBC to client | @

Spoke to: Csm spoke to the client. Client stated that rtl did return his vehicle back to him. Client stated he is
going out of town this weekend, but is going to bring vehicle back to the rtl on Tuesday morning. Csm advised
I will follow up no later than Wednesday. Client agreed.

Next steps: F/U w/RTL- Has client brought vehicle back into rtl?; F/U w/CLT-7/31

2024-07-31 14:56:11

> | OBC to retailer | 

Spoke to: Csm spoke to Bob in service. Csm inquired if client has brought his vehicle back in. Bob did confirm
vehicle is back in and has been assigned to a technician but there is no further update right now. Csm
thanked Bob for his assistance.

Next steps: F/U w/CLT-7/31

2024-07-31 14:58:53

> | OBC to client | @

Spoke to: Csm attempted to contact the client and left a VM. Csm advised rtl is still working on diagnosis.
Csm advised I will follow up on Friday. Csm provided contact information.

Next steps: F/U w/RTL- Update on repairs and diagnosis?; F/U w/CLT-8/2

2024-08-02 16:31:44

> | OBC to retailer | 

Spoke to: Csm attempted to contact SA Bob and left a VM. Csm requested update on diagnosis. Csm
provided contact information.

Next steps: F/U w/RTL- Update on diagnosis?; F/U w/CLT-8/2

2024-08-02 17:55:35

> | IBE from retailer | @bob.osborn@wblincoln.com

WE HAVE NO UPDATE YET WE ARE STILL IN DIAG PROCESS

 BOB OSBORN

Next steps: F/U w/CLT-8/2

2024-08-02 19:57:23

> | OBC to client | 

Spoke to: Csm attempted to contact the client and left a VM. Csm advised client rtl is working on a diagnosis.
Csm advised I will continue to follow up with the rtl and will follow up no later than next Wednesday. Csm
provided contact information.

Next steps: F/U w/RTL- Update on diagnosis?; F/U w/CLT-8/7

2024-08-07 20:12:02

>> | OBC to RTL | 

Spoke to: SA Bob
Csm advised sa that I was calling regarding James Shuda. Csm inquired if dealership was able to diagnosis
Mr. Shuda 2019 Mkt. Bob stated they are still in the process of diagnosing his vehicle. Csm thanked Bob.

Next Steps: F/u w/ clt- update - 8/7/24. Update Csm.

2024-08-07 20:16:36

>> | OBC to clt | @ 

Spoke to: Csm attempted to contact clt. Csm left a vm.
Csm advised clt I was calling on behalf of his case manager Elizabeth. Csm advised clt I was able to get in
contact with the rtl. Csm advised clt the rtl do not have a diagnosis for his 2019 mkt at the moment. Csm
advised Elizabeth will continue to follow up with the rtl. Csm advised Elizabeth will contact the clt Monday
8/12/24. Csm provided contact information.

Next steps: Update csm. F/u w/ rtl - update? f/u w/ clt - 8/12/24

2024-08-12 16:34:59

> | OBC to retailer | @

Spoke to: Csm spoke to Jose in service. Csm was transferred to Bob in service. Csm left a VM. Csm
requested update on diagnosis. Csm provided contact information.

Next steps: F/U w/RTL and CLT on diagnosis-8/12

2024-08-12 20:36:59

> | OBC to retailer | 

Spoke to: Csm spoke to service. Csm was advised there is no further update at this time.

Next steps: F/U w/CLT DEL-8/12
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2024-08-12 20:44:25

> | OBC to client | @

Spoke to: Csm spoke to the client. Client stated he has picked up vehicle from rtl at this time. Client stated
camera is working and turn signal is working. Client stated rtl could not find concern, but did notice AC was
not working. Client stated it may be related. Csm advised once his vehicle is at the rtl I can provide further
assistance. Client stated SM Bob was going to call him. Client stated he may contact rtl tomorrow. Csm
advised once vehicle is at rtl I can look into additional assistance. Client agreed.

Next steps: F/U w/CLT- Concern with camera and turn signal still present?-8/19

2024-08-19 17:02:27

> | OBC to client | 

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I did want to follow up to see if
concern with camera and turn signal were still present. Csm advised of follow up for Wednesday and
provided contact information.

Next steps: F/U w/CLT- Concern with camera and turn signal still present?-8/21

2024-08-21 14:44:08

> | OBC to client | 

Spoke to: Csm spoke to the client. Client stated he is going to lincoln rtl this afternoon. Client stated he is
currently busy and requested csm to call back later today. Csm agreed to follow up later today.

Next steps: F/U w/CLT-8/21

2024-08-21 21:08:19

> | OBC to client | 

Spoke to: Csm spoke to the client. Client stated he went to the rtl today and spoke to Bob in service. Client
stated rtl did repairs on camera last month, but are still waiting to see if concern with camera comes back, as
rtl believes it may. Client stated per rtl it may have to do with heating element in rear seat. Client stated rtl
also took out portion of carpeting on passenger side if they have to go back in. Client stated he is going to go
to the rtl next week. Client stated that the AC is not working and rtl is aware, but he is going to wait until
camera issue is resolved. Client stated rtl was able to resolve turn signal concern. Csm advised client I will
follow up next wednesday. Client agreed.

Next steps: F/U w/CLT- Camera concern still present? Has clt brought vehicle to rtl for AC?-8/28

2024-08-28 20:03:53

> | OBC to client | @

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I did want to follow up to confirm if
client has brought vehicle back into rtl for concern with camera and ac. Csm provided contact information.

Next steps: F/U w/CLT- Camera concern still present? Has clt brought vehicle to rtl for AC?-9/3

2024-09-03 18:38:55

> | OBC to client | @

Spoke to: Csm spoke to the client. Client stated so far camera is working, but rtl believes it may malfunction
again. Client stated that the AC on the driver's side is not working. Client stated he is going to go to the rtl
tomorrow. Csm advised I will follow up Thursday. Client agreed.

Next steps: F/U w/CLT- Concern with Camera and AC?-9/5

2024-09-05 20:07:42

> | OBC to client | @

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I did want to follow up regarding
his MKT. Csm advised of follow up for tuesday and provided contact information.

Next steps: F/U w/CLT- Has clt brought vehicle into rtl for camera and ac?-9/10

2024-09-10 18:17:08

> | OBC to client | @

Spoke to: Csm spoke to the client. Client stated he is going to the rtl tomorrow. Csm advised I will follow up
on Friday. Client agreed.

Next steps: F/U w/CLT- Has clt brought vehicle into rtl for camera and ac?-9/13

2024-09-13 17:10:31

> | OBE to client | @

Good Afternoon 

I hope this email finds you well.

I am following up to confirm if you have taken your MKT to the dealership at this time. I will be out of the office
next week for training, but will follow up on 9/24.

Thank you for being the best part of Lincoln!

Best Regards,

Next steps: F/U w/CLT- Has CLT taken vehicle back to rtl for concerns with AC and camera?-9/24
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2024-09-19 17:47:16

> assisting CSM Elizabeth x77456 | IBC from client | 

SPOKE TO 

CLT his vehicle is ready at the RTL and is requesting to speak with his acting CSM. CSM advised that his
acting CSM is OOTO this week but would return on 9/23/24. CSM advised he did look into if there was
anything he would be able to assist with but unfortunately it would have to wait for his acting CSM to return on
9/23/24 to assist with coverage for the repairs on the vehicle. CSM did apologize that he didn't have a way to
assist while his CSM is out. CSM advised he would document and e-mail his CSM.

NEXT STEPS: E-mail CSM

2024-09-24 20:07:58
> | OBC to client | @
Spoke to: Csm attempted to contact the client and left a VM. Csm advised client I do apologize I missed his
call as I was in training last week. Csm advised I will follow up with rtl and client tomorrow. Csm provided
contact information.
Next steps: F/U w/RTL- Repairs?; F/U w/CLT-9/25

2024-09-25 14:20:24
> | OBE to retailer | @bob.osborn@wblincoln.com
Good Morning,
 
I am reaching out on behalf of  regarding his 2019 MKT. I was advised he brought his
vehicle in last week and was wanting to see if there is any further update?
 
Thank you for your assistance.
 
 
Best Regards,
 
Next steps: F/U w/CLT-9/25

2024-09-25 17:23:42

> | IBE from retailer | @bob.osborn@wblincoln.com

We repaired his vehicle mostly but he will have a issue in the future with one of the modules . customer has
his vehicle back

BOB OSBORN
SERVICE ADVISOR

Next steps: F/U w/CLT-9/25

2024-09-25 17:24:31

> | OBE to retailer | @bob.osborn@wblincoln.com

Thank you.  paid for any repairs at this time?

Best Regards,

Next steps: F/U w/CLT-9/25

2024-09-25 20:29:23
> | OBC to client | 
Spoke to: Csm attempted to the client and was unable to leave a VM.
Next steps: F/U w/CLT regarding repairs?-9/30

2024-09-30 16:30:19
> | OBC to client | @
Spoke to: Csm spoke to the client. Client stated he went on a trip last week to Milwaukee and cameras and
screen would not work. Client stated he call SA Bob and was advised to bring vehicle in today. Client stated
he dropped vehicle off today and rtl is going to further diagnose. Client stated rtl believes they know what is
wrong. Client stated he paid $2000 for repairs and hopes lincoln can absorb some of that cost. Csm
apologized and advised I will follow up with rtl and will follow up with client no later Wednesday. Client stated
he loves his vehicle. Client stated he would like his vehicle to work. Csm apologized and advised I will follow
up with rtl and will follow up Wednesday. Client agreed.
Next steps: F/U w/RTL- Diagnosis for camera and screen?-10/1; F/U w/CLT-10/2
 

2024-10-01 14:15:44

> | OBE to retailer | @bob.osborn@wblincoln.com

Good Morning,

I am following up regarding  and his 2019 MKT. I was wanting to see if there is any update on his
MKT at this time?

Thank you for your assistance.

Best Regards,

Next steps: F/U w/CLT-10/2

2024-10-01 18:14:37
> | OBC to retailer | 
Spoke to: Csm spoke to Bob in service. Bob did advise technician is still diagnosing circuitry on vehicle at this
time. Csm thanked bob for his assistance.
Next steps: F/U w/CLT- provide update on repairs-10/2
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2024-10-02 19:31:05
> | OBC to client | 
Spoke to: Csm spoke to the client. Csm advised client rtl is still working on a diagnosis for infotainment
screen going out. Client stated he has already paid rtl $2000 a few weeks ago and inquired about
reimbursement. Csm advised client he can email copy of the invoice and I can review for reimbursement.
Csm advised I will send email to client shortly. Csm advised client I will follow up friday. Client agreed.
Next steps: email client-10/2; F/U w/RTL- Update on diagnosis for infotainment screen?; F/U w/CLT-10/4

2024-10-02 19:35:45
> | OBE to client | @JIM@ALEXSLAWNANDTURF.COM
Good Afternoon 
 
I hope this email finds you well.
 
If you can, please reply to this email with the copy of the invoice for what you have already paid for repairs
and I can review for a partial reimbursement.
 
Thank you for being the best part of Lincoln.
 
 
Best Regards,
 
Next steps:F/U w/RTL- Update on diagnosis for infotainment screen?; F/U w/CLT-10/4
 

2024-10-04 12:38:34

> | OBE to retailer |@bob.osborn@wblincoln.com

Good Morning,

I am following up regarding  and his 2019 MKT. I was wanting to see if there is any update on his
MKT at this time?

Thank you for your assistance.

Best Regards,

Next steps: F/U w/RTL- Update on diagnosis?; F/U w/CLT-10/4

2024-10-04 13:16:10

> | IBE from retailer |@bob.osborn@wblincoln.com

I SHOULD HAVE ONE FOR YOU NEXT WEEK

BOB OSBORN
SERVICE ADVISOR

Next steps: F/U w/CLT-10/4

2024-10-04 13:17:14
> | OBC to client | @
Spoke to: Csm attempted to contact the client and left a VM. Csm advised rtl is still working on a diagnosis.
Csm advised of follow up for next Wednesday. Csm provided contact information.
Next steps: F/U w/RTL- Update on diagnosis?; F/U w/CLT-10/9

2024-10-09 17:02:49

> | IBE from retailer |@bob.osborn@wblincoln.com

Hello,
Here is  estimate. he also paid $2200 last week. Let me know how you want me to do. this is for
wiring repair for the park aid sensor which looked like a factory defect where the wire rubbed on the vehicle.
thanks,
Bob

BOB OSBORN
SERVICE ADVISOR

Next steps: F/U w/CLT-10/9

2024-10-09 17:18:20
> | OBC to client | @
Spoke to: Csm spoke to the client. Csm advised client rtl has provided estimate for repairs for parking aid
sensor. Csm advised total for parts and labor is $1750. Csm offered to assist with $1050 and client would be
responsible for $700 plus applicable taxes and/or fees. Client stated he has $6000 worth of repairs lincoln
would need to reimburse for. Csm advised I am not able to reimburse $6000. Csm advised for repairs done at
rtl two weeks ago, client can send copy of invoice and I can review for reimbursement. Client stated vehicle is
a lemon. Csm offered GFR. Client stated he may not want to proceed. Client stated these repairs should be
warranted for safety. Csm apologized and advised vehicle is outside NVLW. Csm advised repairs outside of
warranty are client pay. Client stated he will go to senator for his state. Client stated he is very upset. Client
stated he is disconnecting call. Client disconnected call.
Next steps: email rtl-10/9

2024-10-09 17:25:36
> | IBC from client | @
Spoke to: Csm spoke to the client. Client stated he would like to accept the offer. Csm advised Lincoln would
be covering $1050 and client would be responsible for $700 plus taxes and/or fees. Client inquired about the
warranty. Csm advised SPW 24 months/unlimited miles if same parts are replaced. Client understood. Csm
advised I will re-send previous email, as client did not receive previous email. Csm advised I will follow up
next Tuesday.
Next steps: email rtl and CLT-10/9; F/U w/RTL-Update on repairs?; F/U w/CLT-10/15
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2024-10-09 17:33:16
> | OBE to retailer |@bob.osborn@wblincoln.com
 
Good Afternoon,
 
I did follow up with Mr. Shuda for repairs for the wiring. I did offer to assist with $1050 and Mr. Shuda would
be responsible for $700 plus taxes and/or fees. Mr. Shuda did accept the offer for assistance. Once repairs
are completed I can provide the P11 code. Unfortunately I am not able to assist with the cost for the rental
vehicle. If you can please provide the following RO information:
 
RO #:
Line Number:
Open Date:
Mileage:
 
Thank you for your assistance.
 
 
Best Regards,
Next steps: email client-10/9

2024-10-09 17:35:11
> | OBE to client | @JIM@ALEXSLAWNANDTURF.COM
Good Afternoon 
 
I hope this email finds you well.
 
If you can, please reply to this email with the copy of the invoice for what you have already paid for repairs
and I can review for a partial reimbursement. Regarding repairs for the wiring for the parking aid sensor,
Lincoln is assisting with $1050 and you would be responsible for $700 plus taxes and fees. There is a service
parts warranty for any parts replaced of 2 years/unlimited miles.
 
Thank you for being the best part of Lincoln.
 
 
Best Regards,
Next steps: F/U w/RTL-Update on repairs?; F/U w/CLT-10/15

2024-10-11 13:32:11

> | IBE from retailer |@bob.osborn@wblincoln.com

Herer is  invoice

BOB OSBORN
SERVICE ADVISOR

Next steps: cut p11 code-10/11

2024-10-11 14:04:00

2024-10-11 14:04:37

CURRENT CLV SCORE: 80
WARRANTY START DATE: 6/20/2018
MILEAGE: 77309
ESP: No

P&A CODE: 12507
RO NUMBER: 513555
RO OPEN DATE: 9/30/24
RO LINE NUMBER: A

PARTS: $ 85.81
LABOR: $ 1659.99
TOTAL REPAIR: $ 1745.80

CLIENT SHARE: $ 695.80
RETAILER SHARE: $ 0
LINCOLN SHARE: $ 1050

APPROVAL CODE: 

2024-10-11 14:06:51

> | OBE to retailer |@bob.osborn@wblincoln.com

Thank you. The p11 code for repairs is , with Lincoln assisting with $1050 and 
covering $695.80 plus taxes and fees.

Thank you for your assistance.

Best Regards,

Next steps: F/U w/CLT- Has CLT Picked up vehicle from rtl? Has clt sent invoices for previous repairs?-10/15

2024-10-11 15:25:12
> | IBC from client | 
Spoke to: Csm spoke to the client. Client stated he received email for SPW. Client stated he is needing
reassurance repairs will be covered in the future. Csm advised SPW is good for 24 months/unlimited miles for
parts replaced. Client del advised he needs more than that. Csm offered to look into ESP, but advised I would
not be able to look into reimbursement for previous repairs. Client del advised lincoln needs to come to an
agreement. Csm apologized and advised SPW would only covers parts that are replaced. Client del advised
lincoln is not standing behind their vehicle and client del advised he is going to disconnect the call. Client del
disconnected call.
Next steps: F/U w/CLT- Has clt picked up vehicle from rtl-10/15
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2024-10-15 15:26:38
> | OBC to client | @
Spoke to: Csm attempted to contact the client and left a VM. Csm advised I am following up to confirm if client
has picked up vehicle from rtl. Csm provided contact information.
Next steps: F/U w/CLT-Satisfied w/Repairs?; Has CLT Provided Invoice for previous repair?-10/29

2024-10-29 13:37:57

> | OBC to client | @

Spoke to: Csm attempted to contact client and left a VM. Csm advised client I am following up to confirm
repair satisfaction. Csm advised I have not received previous invoice. Csm advised I would not be able to
reimburse for the entire cost of previous repairs, but can review for potentially reimbursing for a portion of
previous repair. Csm advised of follow up for thursday and provided contact information.

Next steps: F/U w/CLT-Satisfied w/Repairs?; Has clt provided previous invoice?-10/31

2024-10-31 14:38:07

> | OBC to client | @

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I am following up to confirm
satisfaction with repairs. Csm advised I have not received invoice for previous repair. Csm advised of follow
up for tomorrow. Csm provided contact information.

Next steps:F/U w/CLT-Satisfied w/Repairs?; Has clt provided previous invoice?-11/1

2024-11-01 14:53:14

> | OBC to client | @

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I am following up to confirm repair
satisfaction. Csm advised I have not received the invoice for previous repair. Csm advised this is my final
attempt to follow up. Csm provided contact information.

Next steps: Send UTC email-11/1

2024-11-01 14:57:09

> | OBE to client | @JIM@ALEXSLAWNANDTURF.COM

11/1/24

Lincoln Motor Company

Case #:

Dear 

We received notice at Lincoln Concierge that you requested support on 7/22/24 regarding your 2019 MKT. I
have attempted to contact you by telephone, but have been unable to reach you.

As your Lincoln representative, I would like an opportunity to respond to your contact and address your
concerns. Please contact me at 888-214-2155 ext 77456 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 Monday through Friday 8 AM to 4:30 PM EST.

Sincerely,

Next steps: UTC email sent; If not response review for case closure-11/5
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2024-11-01 17:12:56

> | IBC from client | @

Spoke to: Csm spoke to the client. Client stated he did receive an email. Client stated he would like to mail
invoices. Client stated he would like to know if this is a waste of his time. Client stated vehicle is a lemon.
Csm advised I can not guarantee reimbursement without invoice. Csm advised I can not accept being sent
via mail. Client stated he would like to send priority. Csm advised client can send via email. Csm provided
email. Csm offered GFR. Client agreed to GFR. Client did advise some repairs were done at local mechanic
(Tire pros), that worked on camera and parts were on BO. Client stated he spoke to lincoln in Detroit and was
advised of several places that have part. Client paid $350 to get part from TX and provided to local shop and
cameras went until May, but then brought vehicle to rtl. Client advised he also replaced windshield, as
windshield was not clear and paid $500 and put in glass repair shop. Csm advised I can not reimburse for
repairs done at 3rd party. Client stated to forget about reimbursement and advised he will disconnect call.
Client stated back windshield wiper to clean and started to rain blue windshield fluid on roof that is a problem.
Client stated he went to White bear lincoln under warranty, and rtl advised they would fix it, but rtl did not fix it.
Client stated rtl put bandage and charged $300 and worked for about a month and did the same thing. Client
stated currently the top of the roof has a blue stain. Client stated he went back to the rtl and was advised
vehicle is outside of warranty. Client stated rtl quoted $3000 to fix the line. Client declined and went to Tire
pro. Client stated different hose was put in and paid $400 and still works. Client stated he paid $1800 to fix
AC. Client stated he would like to drive vehicle off bridge. Client stated he would like reimbursement. Csm
apologized and advised I can not reimburse for repairs done at 3rd party. Client stated he is going to contact
representative in MN. Client disconnected the call.

1) Where is the vehicle located? (RTL, client possession, or third party?) Client possession.
2) Mileage of vehicle? 77,309 miles
3) Is the vehicle leased or purchased? Purchased.
4) Is client original owner? Yes
4.a) If no, date and mileage purchased? N/A
4.b) Who was the vehicle purchased from? (F/L RTL, individual, or 3rd Party?) White Bear Lincoln
5) State where the vehicle was purchased? MN
6) State where the vehicle is registered? MN
7) Is the client in a loaner? If yes, who is paying? If no, do you need a loaner?
8) Client's alleged number of repair attempts for the same non-conformity? N/A
9) Alleged number of days out of service for warranty repairs? N/A
10) All retailers where repair attempts have occurred? White bear lincoln

Next steps: Speak to ACOM on GFR-11/1

2024-11-01 17:19:02

ACOM denying GFR; Vehicle out of B2B by time and miles

2024-11-05 15:10:59

> | OBC to client | 

Spoke to: Csm attempted to contact the client and left a VM. Csm advised I did want to further discuss the
GFR. Csm advised of follow up for tomorrow and provided contact information.

Next steps: F/U w/CLT-Discuss GFR; Look into additional GWG-11/6

2024-11-05 15:17:04 ACPM approving 2nd GWG of PCP
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CASE ATTACHMENTS:

2024-10-09 17:03:12 Elizabeth Mollo

2024-10-11 13:32:34 Elizabeth Mollo
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CASE NUMBER: STATUS: Information Provided

OPEN: 09-03-2024 CLOSED: 09-04-2024 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:

PA CODE: DLR SALES CODE: REGION: ZONE:

VIN: MODEL YEAR: 2019 MODEL: MKT MILEAGE: 49,800

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: LANCASTER | OH | | USA

HOME PHONE: 

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: Brianna White OPEN ANALYST NAME: Brianna White

COMMENTS:

2024-09-03 20:02:37 CLIENT SAYS: CLT asked if it was common for the stabilizer bar control link to break. Informed him that our
service dept at RTL would be able to provide him with additional info regarding that. Also asked if there were
any recalls in the vehicle for intermitent back up camera.   PER CLIENT, RETAILER SAYS: N/A  CRC
ADVISED: Informed him that our service dept at RTL would be able to provide him with additional info
regarding his question with the stabilizer bar control. Also informed the CLT that there are currently no recalls
on the vehicle. Recommended that CLT take vehicle into RTL to be diag.   Next steps: Close Case

PE24-030 000039 GCCT PV



CASE ATTACHMENTS:

PE24-030 000040 GCCT PV





PE24-030 000042 GCCT PV

  



PE24-030 000043 GCCT PV

  

  

     

  

  

    

  

                
  

       

        

        

 

         

  

            

         

 

  

  

                 
                       
                     
               

                 
                     

                     
                      

     

          



PE24-030 000044 GCCT PV

  







PE24-030 000047 GCCT PV

  



PE24-030 000048 GCCT PV

  

    

    

  

    

 

            
     

       

    

        

     

 

        

 

 

  

            

         

 

  

 

                   



PE24-030 000049 GCCT PV

  



PE24-030 000050 GCCT PV

  

    

        

  

    

  

               

     

           

        

        

     

 

        
 

 

        

   

 

     

  

  

  

  

  

                      
               
              
                       
                      

                  
              
                  

              
                    

                

    
             

           
             

               
            

            
           

  

                
                   

                  
                       
                     

                     
                  

                    
                  

                   
              

                 
                   

                    
                      

                        
                   

                      
                    

                     
                    

                    
                    

                  
                  

                      
                   
                

                    
                  

                  
                        

                    
            

              
                 

             
         
                

              
                 

             
           

      







PE24-030 000053 GCCT PV

 

  

  

 

   

              
             
                     

                 
                   

                     
              

                      
                   
                   

                   
                    

                 
                      
                
              

             
                    

                   
               

               
                 
               

               
                  

             
                  

               
                      

                    
                  

                      
                    

                     
                  
                   

               

         
                
                  

                
            

               
              

                
                   

                    
                       
                    

                 
             

  

                  
                  
          

               
       

                 
                   

               
                  
                

                  
                   
                   

                    
                 

                     
                  

                  
                    

                 
                 
                

           

         
               

                
                     

                    
                  

            
                

                 
                

          
 







PE24-030 000056 GCCT PV

 

 

 

  

  

  

 

 

  

         
                 
                   

                
            

 

          
           

               
  

          
               

                
                 

                  
              

       

          
               

                 
               

                 
                 

                 
                    
                   

                   
               

                

          
                      

              
      

       

          
               

                
    

                 
                    

                      
             

            
             

                   
              

                 
                 

             
              

        



PE24-030 000057 GCCT PV

  





PE24-030 000059 GCCT PV

  





PE24-030 000061 GCCT PV

  

  

  

  

  

   

                
                     

                  
                     
                    

                   
                   

                 
    

                   
             

                 
                       
                  

 

                      
                     

  

               
                    
                    

                

               
                    
                     

               



PE24-030 000062 GCCT PV

  





PE24-030 000064 GCCT PV

  



PE24-030 000065 GCCT PV

  

  

     

  

  

    

  

             
    

          

        

        

     

 

          

  

            

         

 

 

  

  

 

 

 

  

  

  

  

 

                 
                      
                  

                
                

              
               

                
                 

                  
 

           
         

                  
               

                 
            

          
       

    
             

           
             

            
                 

        

                       
                        
                  

                  
                    

                    
          

              
                     
                     

                
                

                   
                   

                    
                    

                    
            

                
                     

                   
                     

   

                   
   

           

       

       



PE24-030 000066 GCCT PV

  



PE24-030 000067 GCCT PV

  

    

    

  

    

 

            
     

       

    

        

     

 

        
  

 

 

  

            

         

 

        

 

  



PE24-030 000068 GCCT PV

  



PE24-030 000069 GCCT PV

  

    

    

  

    

 

            
     

         

    

        

 

        

  

    
    

 

  

     

 

  



PE24-030 000070 GCCT PV

  





PE24-030 000072 GCCT PV

  



PE24-030 000073 GCCT PV

  

  

     

  

  

    

  

               
      

           

        

        

 

          

  

            

        

 

  

  

 

                  
                

               
                

              

                  
                      

                      
           

                  
    



PE24-030 000074 GCCT PV

  



PE24-030 000075 GCCT PV

  

    

       

  

    

  

              
      

           

        

        

 

        
  

            

          

 

  

  

  

   

  

  

  

 

  

  

  

               
                     

                   
               

              
                  
               

                    
                 

 

      

               
                     

                   
                   

              
                

                
                   

                  
          

           

         
             

                   
            
            

               
              

                  
                   

                 
                  

                  
            
                 

                  
                    

                    
                  

                    
              

            
       

            
   

                 
                     

                     
                  

                     
                  

            
                 

            
       

            

                 
              

              
            
 

                  
                  

                   
                   

            

          



PE24-030 000076 GCCT PV

  

  

  

   

   

  

  

  

  

  

  

  

   

  

  

  

                  
                   

                     
                        

   

            

                    
               
            

                 
                 

                      
                  
              

          

          
                

       

              
                

                    
               

             
 

               
                       

                    
                 
                    

                    
                  

                    
                  
            

       

             
                  

                       
    

                 
                     

                   
                

                 
                     

                  
             

              

                    
                  

                  
  

                   
                     
                   
                     
                     

                   
               

             
 

               
                    

               
               

              
            

         

                  
                   

                      
                    

                      
                   

             
 

               
             

              
                        

                    
                 

            
  



PE24-030 000077 GCCT PV

  

  

  

  

   

  

   

  

  

  

   

  

  

  

               
                      

                  
                   

                       
                 

           

                
           

                
               
 

               
                    
            

           
 

               
              
            
            

        

               
                 

                    
                   
               
            

      

               
               

                  
                   

                   
               

           
      

                
      

               
             

                
                 

            
         

               
                

               
            

 

               
              

              
           
 

                   
                    

                        
                

             
 

                  
                       
                     

                     
                 

              
            

                    
                      

                    
                    

                   
                 

                      
                  

            
       



PE24-030 000078 GCCT PV

  

 

  

  

   

  

    

  

   

   

                 
                      

                 
                 

                    
                      

                  
                  

                      
             
               

       

                 
                          

               
            

 

                   
                         
                
                    

               
            

 

                   
                      
                    

                       
               

            
      

                   
                      

              
             

 

                 
                   
            

    

                  
                        

                   
             

      

               
           

     

                
                 

             
     

                  
                      

              
             

     



PE24-030 000079 GCCT PV

  



PE24-030 000080 GCCT PV

  

    

       

  

    

  

              

     

           

        

        

     

        

 
            

        

 

  

  

  

   

  

  

      
              
                   
               
               

           
              

  

                  
                   

                
              

            
             

             

                        
                      

                      
                   

                     
                    

                   
                 

                      
             

           
                 

              
      

            

               
                 

              
            
             

             



PE24-030 000081 GCCT PV

  

    



PE24-030 000082 GCCT PV

     

   

    

   

   

            
                  

                  
              
     

   
  

      
   

    
  

  
              

           

     



PE24-030 000083 GCCT PV

  

    

       

  

    

  

              
      

           

        

        

     

 

        

  

            

          

 

  

  

                
                      

                
              
                 

               
                    

                 
      

               
            
     



PE24-030 000084 GCCT PV

  



PE24-030 000085 GCCT PV

  

    

       

  

    

  

             
  

       

        

        

     

 

     
  

            

         

 

                        
                       

                     
                   
                  
             

                  
               

                       
                 

                  
                    

                  
                   

                 
                   

                    
                    

                   
                  

                 



PE24-030 000086 GCCT PV

  



PE24-030 000087 GCCT PV

  

    

       

  

    

  

              
  

     

    

        

    

 

       
  

 

  

            

 

  

           

 

    
               

                    
                        

        



PE24-030 000088 GCCT PV

  





PE24-030 000090 GCCT PV

  





PE24-030 000092 GCCT PV

  



PE24-030 000093 GCCT PV

  

    

       

  

    

  

              
  

     

       

        

              
 

       
  

            

     

 

 

      

                       
               
            

                 
                 
                  



PE24-030 000094 GCCT PV

  







PE24-030 000097 GCCT PV

  

  

  

  

  

  

  

                      
 

  
   

      
   

   

                  
                     
                 

                      
             

         

            
                  
                    
           

       

  

                  
                 

                   
   

  

  
   

      
   

   

                     

  

  
   

      
   

   

                  
          

                     

  
   

      
   

   



PE24-030 000098 GCCT PV

  

  

  

  

  

  

  

  

  

  

                      
                    

 

  

  
   

      
   

   

              
                      

                      
                     

                       
                   

                  
              

            
                 
        

  

                   
             

  
   

      
   

   

            
                  
                     

                 
                   

          
  

               
                 

             
                    
                       

                     
           

      

              
                     

                    
                     
          

    

                 
                   
                       
                

         
    

 

                      
                    

       

              

   
  

   
 

       
 









PE24-030 000102 GCCT PV

  

    







PE24-030 000105 GCCT PV

  

  

  

  

  

                     
               

  
   

   
    

  

                  
                  

  
   

   
    

  

                   
                         

 

  
   

   
    

  

    
       

   
      

   

               

      
      
      

     

      
  
  

      

     

  
   

   
    

  

                     
              

  
   

   
    

  



PE24-030 000106 GCCT PV

 

 

  

  

 

  

  

  

    
        

   
    

  

          

     
   
   

   

      
   
   

   

              

     

  
   

   
    

  

                     
              

  
   

   
    

  

                   
                

  
   

   
    

  

   

             
                
                

              
         

                  
                   

                     
                    

               
               

               
         

         

                 

    
   

        
  

    

                 
          

          



PE24-030 000107 GCCT PV

  

                     
    

    
   

        
  

    



PE24-030 000108 GCCT PV

  





PE24-030 000110 GCCT PV

  



PE24-030 000111 GCCT PV

  

    

         

  

    

  

                  

     

          

        

        

     

 

         

  

            

         

 

  

  

  

  

  

  

  

   
                      

                   
                     

                     
               
                    

  
                 

   

           
          

                   
          

      

              
          

                 
         

      

             
           

               
          

    

                 
           

         
 

               

      



PE24-030 000112 GCCT PV

  



PE24-030 000113 GCCT PV

  

    

      

  

    

  

              
      

           

        

        

     
 

         

             

         

 

   

   

  

  

 

  

  
    

            
                
                  
         

                     
 

                    
                    

                  
     

        

              

        
         

    
 

   

        

         

       

                    
 

        

                  
             
    



PE24-030 000114 GCCT PV

  





PE24-030 000116 GCCT PV

   

  

  

  

  

  

  

   

   

  

  

  

                   
                   

                  
            

         

                  
                 

                     
                   

          
       

               
                      

                  
         

     

                  
                   

                    
              

          

                 
                    

                
         

      

               
           

                 
         

     

                   
                 

                  
                

          
 

                  
                    
              

         
    

             
                     

                 
         

   

                 
                  
               

          
 

            
               

                
         

      

                 
                         

                      
              

         
     



PE24-030 000117 GCCT PV

  



PE24-030 000118 GCCT PV

  

    

       

  

    

  

                  
       

           

        

        

     

 

         

            

        

 

  

  

  

  

  

  

      
              
                
            

                
            

       
     

        
           

        

               
                

                 
               

           
    

    

               
                

              
          

                 



PE24-030 000119 GCCT PV

  



PE24-030 000120 GCCT PV

  

    

       

  

    

  

                     

     

   

 

    

   

    

    

        

     

 

          

 

            

     

 

      

                        
                      

                       
                    

           
                
             

                    
            

               
                 
             

                
                    

             



PE24-030 000121 GCCT PV

  



PE24-030 000122 GCCT PV

  

    

        

   

    

  

             
  

       

       

        

     

 

         

             

         

 

   

  

  

  

  

   

 

  

  

              
                    

             
            

  

      
               

                     
                 

                 
               
           
       

               
                    

            
            

  

               
                   

                        
                     

                   
                    

            
               

                 
               

                 
               
           

    

               
                     

                     
             

            
  

                
                      

                
            

          

                    
                  
            
        

                  
                   

            
            

  

               
          

          



PE24-030 000123 GCCT PV

  

        

                    
                 

              

                  
     

                
               

   

 

    
  

       
   

    
        

    
  

      
   

    
  

        

  

                
               

               

    
  

      
   

    
  

        

   
                  

            

    
  

       
   

    
        

    
  

      
   

    
  

        

  

                
               

               

    
  

      
   

    
  

        



PE24-030 000124 GCCT PV

  





PE24-030 000126 GCCT PV

  

 

  

       

 
       

   
 

  
                     

 

           

      
            

     
          

  

    
    

 
 

  

  
       
    
    

 
   

        

             
   

     
                  

  
               

  

 
   

   
    

   
       

    

     

  
       
    
    

 
   

        

             
     

        
        

            

  
       
    
    

 
   

        







PE24-030 000129 GCCT PV

   

        

    
       

     

  

                    
                       
                 

                   
                 

            

                    
       

 
  

       
    
    

 
   

        

   
               

                
             

       

  
       
    
    

 
   

        



PE24-030 000130 GCCT PV

  









PE24-030 000134 GCCT PV

  



PE24-030 000135 GCCT PV

  

    

       

   

    

  

                

  

     

    

        

     

 

         

  

 

  

 

            

 

  

         

 

  

          
   

    
                

                   
              
                    

                 
                 

    



PE24-030 000136 GCCT PV

  



PE24-030 000137 GCCT PV

  

    

       

          
  

     

    

        

    

 

   

    

  

 

  

         

            

 

  

         

 

  

                     

                  
     

  
          

 
                    

   
                    

   
           

 
                        

   
         

   
        

   
              

 
 

      
     

  



PE24-030 000138 GCCT PV

  

 
                    
       

   
                      

                  

    

 

 
         

 
  

   
           

 
                 

   
                     
       

 
         

     
    

   



PE24-030 000139 GCCT PV

  





PE24-030 000141 GCCT PV

  



PE24-030 000142 GCCT PV

  

    

     

  

    

  

              

  

   
    

      

     
 

        
 

 
  

            
         

 

 
 





PE24-030 000144 GCCT PV

  

  

  

  

  



 
 
 
 
 
August 29, 2023 
 

 
 

Simpsonville, SC  
 

 
 
Dear  
 
We have received your correspondence requesting coverage for repairs to your 2015 Ford Flex.  I am 
grateful for the opportunity to evaluate your request.  
  
Thank you for taking the time to write to us. We appreciate you informing us about your issues with the 
rearview camera and audio system; your input is valuable and helps us identify problems that may lead to 
a Customer Satisfaction Program (CSP) or recall in the future. We certainly understand the difficulties this 
situation has caused and have documented your concerns for further review. 
 
To locate the exact cause of your concerns, we recommend that you schedule a diagnosis with your Ford 
dealership, as your dealer has specialized equipment and the most comprehensive service information.  
For your convenience, you may locate nearby Ford dealers at www.owner.ford.com > FIND A DEALER. 
  
Upon careful consideration, we have thoroughly examined our resources and determined that there are 
no programs that provide coverage for your repair at this time.  If you decide to move forward with your 
repairs, we encourage you to retain your receipts in case Ford launches a program that may allow for 
reimbursement of your concerns.  
 
If you have further questions or concerns, you can reach our Customer Relationship Center via chat 
Monday - Friday 8:30 AM - 10:00 PM EST and Saturday/Sunday 11:00 AM - 7:00 PM EST.  You will find 
our chat option on www.ford.com/support, look for a blue LIVE CHAT bubble near the bottom right-hand 
corner of the screen.  You can also reach our inbound phone team Monday - Friday 8:00 AM - 11:00 PM 
EST and Saturday 8:00 AM - 8:00 PM EST (closed Sunday) at 1-800-392-3673.  Hearing and speech-
impaired callers can contact the Telecommunication Relay Service by dialing 711.  
  
Thank you again for reaching out to us.  Please know that we value your business and hope this matter 
has not wavered your confidence in the Ford brand.  
  
Sincerely, 

 

Carissha 
Customer Service Representative 
Ford Motor Company   
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August 29, 2023 
 

 
 

Simpsonville, SC  
 

 
 
Dear  
 
We have received your correspondence requesting coverage for repairs to your 2015 Ford Flex.  I am 
grateful for the opportunity to evaluate your request.  
  
Thank you for taking the time to write to us. We appreciate you informing us about your issues with the 
rearview camera and audio system; your input is valuable and helps us identify problems that may lead to 
a Customer Satisfaction Program (CSP) or recall in the future. We certainly understand the difficulties this 
situation has caused and have documented your concerns for further review. 
 
To locate the exact cause of your concerns, we recommend that you schedule a diagnosis with your Ford 
dealership, as your dealer has specialized equipment and the most comprehensive service information.  
For your convenience, you may locate nearby Ford dealers at www.owner.ford.com > FIND A DEALER. 
 
Please note that your vehicle is currently affected by Recall 20S04 - REAR SUSPENSION TOE LINK 
REPLACEMENT.  We urge you to contact a Ford dealer to schedule an appointment for this repair.  
  
Upon careful consideration, we have thoroughly examined our resources and determined that there are 
no programs that provide coverage for your repair at this time.  If you decide to move forward with your 
repairs, we encourage you to retain your receipts in case Ford launches a program that may allow for 
reimbursement of your concerns.  
 
If you have further questions or concerns, you can reach our Customer Relationship Center via chat 
Monday - Friday 8:30 AM - 10:00 PM EST and Saturday/Sunday 11:00 AM - 7:00 PM EST.  You will find 
our chat option on www.ford.com/support, look for a blue LIVE CHAT bubble near the bottom right-hand 
corner of the screen.  You can also reach our inbound phone team Monday - Friday 8:00 AM - 11:00 PM 
EST and Saturday 8:00 AM - 8:00 PM EST (closed Sunday) at 1-800-392-3673.  Hearing and speech-
impaired callers can contact the Telecommunication Relay Service by dialing 711.  
  
Thank you again for reaching out to us.  Please know that we value your business and hope this matter 
has not wavered your confidence in the Ford brand.  
  
Sincerely, 

 

Carissha 
Customer Service Representative 
Ford Motor Company   
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November 14, 2024 
 
 
 
 

 
 

Franklin, VA  
 
Case #  
 
Dear  
 
Thank you for contacting Ford Motor Company to inquire about financial assistance with replacing the 
backup camera in your 2016 Ford Flex. We are happy to hear that you are a Ford family. 
 
I appreciate the opportunity to investigate this matter for you, as the satisfaction of Ford owners is one of 
our highest objectives. We value your business and thank you for bringing your concern to our attention. 

 

Ford Motor Company’s number one responsibility to its customers is to ensure repairs are made to your 
vehicle while under the provisions of the manufacturer's warranty, or the protection of a Ford Extended 
Service Plan. Customer Satisfaction Programs (CSP) are also sometimes initiated by Ford to assist 
customers with the cost of repair beyond the original warranty (extending warranty on parts involved). 
There are no programs we can utilize to assist you in this case. 
 
I would recommend that you hold onto your receipt, so that if Ford Motor Company issues a recall or a 
CSP relating to your specific vehicle and concern, you may be eligible for a refund at that time. CSPs are 
VIN specific and time and mileage limitations do apply. 
 
If you have further questions or concerns, you can reach our Customer Relationship Center via chat 
Monday - Friday 8:30 AM - 10:00 PM EST and Saturday/Sunday 11:00 AM - 7:00 PM EST. You will find 
our chat option on www.ford.com/support, look for a blue LIVE CHAT bubble near the bottom right-hand 
corner of the screen. You can also reach our inbound phone team Monday - Friday 8:00 AM - 11:00 PM 
EST and Saturday 8:00 AM - 8:00 PM EST (closed Sunday) at 1-800-392-3673. Hearing and speech-
impaired callers can contact the Telecommunication Relay Service by dialing 711. 

 
Again, thank you for contacting Ford Motor Company. 
 
Sincerely, 

 
Marsha 
Customer Service Representative 
Ford Motor Company 
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