cAse NUMBER: I 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

viN: MODEL YEAR: 2019 MODEL: TAURUS
BODY STYLE: P2E - TAURUS SEL FWD 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: [

ADDRESS:

CITY STATE zIP COUNTRY: CANTON | M! | | VsA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | UNKNOWN

ANALYST NAME: P Rxa2ap OPEN ANALYST NAME: SYSTEM

COMMENTS:

ZONE: G2B
MILEAGE: 3,646

PE24-030 000001 GCCT PV



CASE ATTACHMENTS:

PE24-030 000002 GCCT PV



cAsE NUMBER S 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: ||

ApDRESS: I

CITY STATE zIP COUNTRY: OMAHA | NE | I | USA

HOME PHONE: I

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: I 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 | I 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 I 700.00 nextstep close case

PE24-030 000005 GCCT PV



CASE ATTACHMENTS:

PE24-030 000006 GCCT PV



cAase NUMBER: I 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: I

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

HOME PHONE: [

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

ANALYST NAME: Emia Hailey

COMMENTS:
2023-06-16 14:59:04

2023-06-16 14:59:24

2023-06-20 20:22:31
2023-06-20 20:26:55

OPEN ANALYST NAME: Tamika Durham

Tamika Durham/79468/tdurhal0@ford.com IBC From:m VIN#
Issue? REAR CAMERA VEH at The Dealership: eets FLP Guidelines: NO Year
0 : aurus 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. | 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 tdurhal0@ford.com | www.ford.com office:
866-631-3788 ext. 79468 Office Hours: Monday-Friday 8 am — 4:30

*** | am not a Concern agent | 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! ***

I (c'd customer we are not able to assist him at this time and sent him to correct department
Emia Hailey Customer Experience Specialist ehailey@ford.com 866-631-3788 ext. 79815 IBC from
customer //W Customer stated The vehicle is registered as a fleet but it is not.
Customer stated tast path denied him for assistance. the inquiry team sent him to fleet. Cust has 2 CASES
H Cust is seeking assistance towards paying for back up camera. Cxs provided
enial verbiage. Cust name: Registered owner: Yes Optin SMS? N/A
%mail: COM CLV : 20 Yr/make: 2019 Ford Taraus Vin:

Mileage: /7, ext steps: Document. Cxs provided denial verbiage. NO
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



cAase NUMBER: I 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: |
ApDRESS: I
CITY STATE ZIP COUNTRY: WINTER GARDEN | FL [ | USA
HOME PHONE I
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 :mCustomer :m Business Phone : Home Phone :
Mobile Phone : core : 20 Vehicle Purchase Status : Subsequent Owner Ford Credit
ontract Number : Part Number : Dealer Name : Ford of Clermont Dealer P&A : 05793 Dealer phone :
HVIN :H Year : 2019 Make : FORD Model : TAURUS Mileage : 71042
ngine 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: I 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: I
CITY STATE zIP COUNTRY: KINZERS | PA | I | VsA

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 | 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 | 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



cAase NUMBER: I 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: I

CITY STATE ZIP COUNTRY: NORCROSS | GA | I 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 | 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: I 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 N

ApDRESS: I

CITY STATE zIP COUNTRY: BOWIE | MD [ | USA

HOME PHONE I

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 | can see what programs may be avail for fin
assist. | offered to call next closest rtl to clt and he said he preferred a call back after | 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 | 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 Clienm SPOKE TO: m I adv clt that | 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. | adv clt that | 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:
andm said she would be happy to assist clt with setting apt for his veh concern and | 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: I 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:

viN MODEL YEAR: 2019 MODEL: MKT

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE

ADDRESS: I

CITY STATE ZIP COUNTRY: EDMOND | OK | [ | USA

HOME PHONE: [

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

ZONE:
MILEAGE:

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 NuvBER S 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: I

CITY STATE ZIP COUNTRY: charleston | sc | i}l VSA

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: I 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: I

CITY STATE ZIP COUNTRY: SAUGUS | MA | I | VsA

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: | have 2019 ford taurus | put in reverse the back up camera is
upside down, the view at the back not the screen per cust/dIr 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: I 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: I

CITY STATE ZIP COUNTRY: charleston | sc | i} | 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 dIr Palmetto
Lincoln. CLT has an esp and she notified dir of this. DLR is saying that loaner will be provided if repair falls
under esp after they diagnose vehicle. CLT told me that dir 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 dIr 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 dir for her if she does not feel comfortable. | gave client information for dir 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 dir.
CLT thanked me. next steps: CSM closing case. no further assistance required.

PE24-030 000023 GCCT PV



CASE ATTACHMENTS:
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cAsE NUMBER S 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: I

CITY STATE ZIP COUNTRY: ROSEVILLE | MN | I 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 | G| NN

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, | 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

> | 1BC from client | || AN

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 | 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 Tike 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 | 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:
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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: I

CITY STATE ZIP COUNTRY: ROSEVILLE | MN | N | 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 #m. 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 | can follow up with rtl on diagnosis.
Client agreed. Csm advised | 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 [N

2024-07-23 16:06:31

> | OBC to retailer | G N

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 | am going to review for assistance with repairs. Bob provided
email:bob.osborn@wblincoln.com . Csm advised | 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. |Jjjiljregarding his 2019 MKT (VIN: | ENNEEEEEE) Once 2
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 | G N

SPOKE TO: Csm spoke to the client. Csm advised | did speak to rtl yesterday and they are working on
diagnosis and checking modules. Csm advised once rtl has completed diagnosis, | can review for assistance.
Csm advised client | 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 | | N NN

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

2024-07-31 14:56:11

2024-07-31 14:58:53

2024-08-02 16:31:44

2024-08-02 17:55:35

2024-08-02 19:57:23

2024-08-07 20:12:02

2024-08-07 20:16:36

2024-08-12 16:34:59

2024-08-12 20:36:59

> | OBC to client | G NN

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

> | 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

> | OBC to client | GGG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised rtl is still working on diagnosis.
Csm advised | 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

> | OBC to retailer | || NN

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

> | 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

> | OBC to client | | NG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised client rtl is working on a diagnosis.
Csm advised | 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

>>| 0BC to RTL |

Spoke to: SA Bob
Csm advised sa that | 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.

>>| OBC to cit | @ |

Spoke to: Csm attempted to contact clt. Csm left a vm.

Csm advised clt | was calling on behalf of his case manager Elizabeth. Csm advised clt | 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/lu w/ clt - 8/12/24

> | OBC to retailer | G N

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

> | OBC to retailer | | NN

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 | G NN

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 | 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 | 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 | | NG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | 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 | | NNNENENEGE

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 | | NG

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 | 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 | GGG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | 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 | G| N

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 | 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 | GGG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | 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 | G| NN

Spoke to: Csm spoke to the client. Client stated he is going to the rtl tomorrow. Csm advised | 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 |

| hope this email finds you well.

| am following up to confirm if you have taken your MKT to the dealership at this time. | 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 | || |  EEIIEEE

sPOKE TO I

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 | do apologize | missed his
call as | was in training last week. Csm advised | 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,

| am reaching out on behalf ofm regarding his 2019 MKT. | 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. | raid 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 | 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 | 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 [l and his 2019 MKT. | 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

2024-10-02 19:35:45

2024-10-04 12:38:34

2024-10-04 13:16:10

2024-10-04 13:17:14

2024-10-09 17:02:49

2024-10-09 17:18:20

2024-10-09 17:25:36

> | 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 | can review for reimbursement.
Csm advised | will send email to client shortly. Csm advised client | 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

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

| 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 | 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

> | OBE to retailer |@bob.osborn@wblincoln.com
Good Morning,

I am following up regarding |l and his 2019 MKT. | 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

> | IBE from retailer |@bob.osborn@wblincoln.com
| SHOULD HAVE ONE FOR YOU NEXT WEEK
BOB OSBORN

SERVICE ADVISOR

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

> | 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

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

Hello,

Here isq1 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

> | OBC to client |

Spoke to: Csm spoke 1o 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 | am not able to reimburse $6000. Csm advised for repairs done at
rtl two weeks ago, client can send copy of invoice and | 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

> | 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 | will re-send previous email, as client did not receive previous email. Csm advised | 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

PE24-030 000031 GCCT PV



2024-10-09 17:33:16
> | OBE to retailer |@bob.osborn@wblincoln.com

Good Afternoon,

| did follow up with Mr. Shuda for repairs for the wiring. | 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 | can provide the P11 code. Unfortunately | 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

| 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 | 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 I

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 || I 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 rtI? 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 | 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 | 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 | GGG

Spoke to: Csm attempted to contact client and left a VM. Csm advised client | am following up to confirm

repair satisfaction. Csm advised | have not received previous invoice. Csm advised | 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 | GGG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | am following up to confirm
satisfaction with repairs. Csm advised | 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 | G| NN

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | am following up to confirm repair
satisfaction. Csm advised | 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 + I
Dear I

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

As your Lincoln representative, | 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 emalil if | can still be of any assistance
to you.

| 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

> | 1BC from client | G N

Spoke to: Csm spoke to the client. Client stated he did receive an email. Client stated he would like to malil
invoices. Client stated he would like to know if this is a waste of his time. Client stated vehicle is a lemon.
Csm advised | can not guarantee reimbursement without invoice. Csm advised | 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 | 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 | 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 | | NG

Spoke to: Csm attempted to contact the client and left a VM. Csm advised | 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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WHITE BEAR LINCOLN

3425 NORTH WHITE BEAR LAKE, MN 55410
HIGHWAY 61

(651)483-2631  BOB OSBORN PHONE: 651-766-4638 EMAIL: BOB.OSBORN@WBLINCOLN.COM

QUANTITY DESCRIPTION UNIT PRICE AMOUNT
1 DIAGNOSTIC $200.00 1$200.00
8 LABOR $200.00 $1,600.00
REPAIR ORDER # 1 PARTS $150.00 $150.00
0 10 RENTAL $40.00 ©$400,00
DATE
1042024
SUBTOTAL $2,350.00
TAX RATE L 8,74%
SALESTAX ' '$205.27
SHOP S
SUPPLIES 0 $35.00
TOTAL 1°$2,590.27°
Sign Below to Accept Quote:
CUSTOMER SIGNITURE Date
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case NUMBER I 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:

viN: MODEL YEAR: 2019 MODEL: MKT

BODY STYLE: J5A - MKT AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: [

ADDRESS: I

CITY STATE ZIP COUNTRY: LANCASTER | oH | ) UsA

HOME PHONE: [

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

ZONE:
MILEAGE: 49,800

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
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CASE ATTACHMENTS:

PE24-030 000040 GCCT PV






CASE ATTACHMENTS:
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case nuveer [ STATUS: Resolved

OPEN: 10-10-2016 CLOSED: 10-10-2016 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound 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: 2015 MODEL: FLEX MILEAGE: 10,000
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:_

ciry sTATE zIP COUNTRY: FISHERS | IN || vsa

Howme pHoNE: [N

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

ANALYST NAME: P Rxsalp OPEN ANALYST NAME: Tammy Moore-wilson
COMMENTS:
2016-10-10 14:42:00 CUSTOMER SAYSDDTook vehicle to the dealer in Anderson and has been there 3 times. When backing up

at home the camera does not work and says see dealer and then starts to work. Each time he has taken it to
the dealer the camera is working. Last time at the dealer was a month ago. The last time the issue happened
was Friday and seems to happen more often in the morning. DDDDPER CUSTOMER, DEALER SAYSDDD
DCRC ADVISEDDDAdvised customer that it has been over a month since the last inspection and that he
needs to get a diagnosis and that the dealer needs to be able to duplicate the issue before making a repair.
Advised to see the SM if there are any questions he may have in regards to the repair. Advised customer that
he can take his vehicle to any FL dealer for repairs. Also advised to provide any details to the dealer that may
assist with duplicating the issue.

2016-10-10 17:43:00 | helped the caller with information about the master reset.
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case NuveeR: [INIEGNGE STATUS: Resolved

OPEN: 05-08-2018 CLOSED: 05-14-2018 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Central Loaner COMMUNICATION:

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

DEALER NAME: Cutter Ford, Inc.

PA CODE: 07908 DLR SALES CODE: 72204 REGION: W1 ZONE: W1C

viv: I ooeL YEAR 2016 MODEL: FLEX MILEAGE: 32,747
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

nopress NG

CITY STATE ZIP COUNTRY: WAIANAE | HI |- USA

HOME PHONE:

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

ANALYST NAME: P Rxsalp OPEN ANALYST NAME: P Rxsalp

COMMENTS:

2018-05-08 17:38:00 "By JOAN ISHIKI" - Customer states reverse camera doesn't come on, if it does it has squealy lines.
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case nuveer: |G STATUS: Resolved

OPEN: 06-12-2018 CLOSED: 08-14-2018 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Pro Customer NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Buyback Request | Non-California Vehicle | CCT Criteria

DEALER NAME: Unique Ford, Inc.

PA CODE: 06982 DLR SALES CODE: 11586 REGION: N2 ZONE: N2V

viv: I vooe YEAR 2016 MODEL: FLEX MILEAGE: 32,500
BODY STYLE: K6D - FLEX LTD AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

ciTy sTATE ziP COUNTRY: AMHERST | NH | N IEEEE usA

HOME PHONE:

SYMPTOMS: Start/Run/Move | Noise | Moving/Driving | Always

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Tiffanee Gregory

COMMENTS:

2018-06-12 13:47:00 CONTACT VIA: Phone Cust Stated: The vehicle has been in the dir for at least 60 days in the last 2 1/2

years. The door/trim didn't fit, sunroof/moon roof was installed incorrectly/Driving over 70mph there's a wind
noise coming through the vehicle/There's an engine smell coming from the vehicle/The back-up camera
would not go off so we could not use the touchscreen. The vehicle has been at the dIr at least 10 times for
repair attempts for the noise issue. | don't have any confidence this issue can be fixed. | would like to get rid
of the vehicle. Per Cust, DIr Stated: CRC Advised: | will escalate your case/request to our Ford Regional
Customer Service Manager who works daily with your dealership’s management team. The Ford Regional
Customer Service Manager has access to all Ford resources and will use these resources to assist you and
your dealership regarding your situation. The Ford Regional Customer Service Manager will receive the
information you have just provided me and will do a thorough review on your behalf. You can expect a phone
call from your C i anager within 1 business day. The case number that | have established
for you today is

2018-06-12 16:45:00 Ticket Number—:ustomer:_susiness phone: NG
Mobile phone: LTV Score: 98 Vehicle Purchase Status: original Dealer name: Unique Ford,
Inc. Dealer P&A: 06982 Dealer phone: (603) 641-8400 VIN:*Year : 2016 Make:
FORD Model: FLEX Mileage: 32500 Warranty Start Date: 6/29/2016 Engines Specification: 3.5L-4V DOHC
T/C V6 GAS 350HP Open Recall/FSA: no ESP: no Hotline Contact: yes J6DDX011 06/04/2018 28752
wind noise J2PDI006 02/16/2018 28355 wind noise sunroof Warranty History: 09453401 25-JUL-2016
Mile):1165 PERFORM DOOR ALIGNME NT BOTH DRIVERS SIDE DOOR ROAD TEST OPERATING AS

DESIGNED 09607003 19-OCT-2016 Mile):5607 SUNROOF GLASS OUT OF ADJUSTMENT ADJUST FOR
TIGHTER FIT

2018-06-12 20:05:00 6/12/18 CSM Casey x77786, OBC to DLR SA Sean @(603) 641-8400. CSM inquired about repair status.
DLR advised that vehicle there. CSM left contact info to have return call from Bill. CSM Casey x77786, OBC
to DLR SM Bill @(603) 641-8400. DLR advised that duplicated wind noise one time. DLR advised that drove
it for general wind noise. DLR advised that it sounded like on the left of the vehicle for fixed glass on left front
of roof, DLR reset glass road test showed no issues. DLR advised that not a wind whistle, it's just wind. DLR
advised that CUST would like to talk to a rep face to face, DLR advised that this is not something that
happens. DLR advised that Tech Assist is for DLR not for CUST to make these decisions. CSM inquired
about RO not in AWS. DLR advised that has one that is not in there. Open RO 4/19/18, # 14735,
mileage:28752, sync blacking and noise. DLR advised that CUST drops off vehicle and leaves it at the DLR
when he takes trips to FL. 11/21/17 RO 12457 miles; 24352, wind noise DLR advised that estimated total of
15 days for days down. CSM Casey x77786, OBC to CUST CSM provided role and
contact information with extension and case number. CUST states the doors and trim were out of alignment
at the time of purchase. CUST states DLR stated to him that they heard the noise on multiple occasions.
CUST states the services that have been done to the vehicle up to this point. CUST states this has been
going on for 2.5 years as well as in his estimation he has been to the dealer 10 times. CSM inquired about
the times when the CUST states he left the vehicle at the DLR for 3 weeks at one time and a month the other
time. CSM inquired about was that when the CUST was on vacation? CUST states yes, he left the vehicle
with them while he was out of the country or state. CUST states he is frustrated with the vehicle as he is
unsure as to what the issue is. CUST states the DLR advised that if Ford cannot duplicate the concern, then
they cannot fix it . CUST states he has not been treated fairly. CUST states he does not trust the vehicle.
Taking the vehicle to the DLR is a waste of time. CSM advised that Ford does not own dealerships. CSM
inquired about is CUST interested in taking his vehicle to different DLR to see if he can have the electrical
concerns looked at? CUST states we are trying to run the Warranty out. CUST will not let the CSM speak,
CUST consistently cuts the CSM off and CSM cannot make advisements to CUST. CSM inquired about as |
see you have requested FORD look into a repurchase or replacement of your vehicle is that correct? CUST
states he is in a vehicle that he does not feel safe driving, CUST continues to say what his issues are, CUST
states that there are too many problems. CSM advised that there are options of getting the vehicle in for
service to be diagnosed and repaired or does the CUST desire to go into the repurchase/replacement
process. CUST states he wants to know if there is a Lemon policy. CSM inquired about what state is the
vehicle registered and purchased in. NH. CSM advised that here at FORD we perform a Good Faith Review:
this review is based off your State's Guidelines, and your Repair History. The review takes 3-5 business days.
CUST states that he has been in multiple times for the same issue, he wants to be sure that he is in a safe
vehicle. CUST states he would like a copy of the recorded call. CSM advised that will look into it. CSM
advised that will F/U with CUST with results of GFR by 6/19/18.

2018-06-12 20:09:00 6/12/18 *** After Review, it appears that this vehicle DOES NOT qualify for repurchase/replacement.
pertaining to days out of service and/or repairs made for the primary non-conformity have not been satisfied.

2018-06-13 12:00:00 Email Created On: 6/12/2018 9:50:13 AM From: CRM01 Emaill (Prod) User To: ubject:
Contact to Ford Motor Company RE: I Dcar This email is to
confirm your recent contact to Ford Motor Company regarding your 2016 FLEX. You will receive contact
from our regional Customer Service Manager (CSM) within 1 business day to introduce themselves
and develop an action plan to address your concern.  Your case number, along with the contact information
for the regional Customer Service Manager is listed below. Case Number:_ CSM
Name: Casey Earl CSM Phone: 866-631-3788 x77786 CSM Email: CEARL5@ford.com Sincerely,
Ford Motor Company Customer Care Team
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2018-07-13 19:46:00 Email Created Oi' iiﬁ‘iOiﬁ 3'4I16'ii EH Fiii i iiiici if 2016 Ford Flex - SAFETY ISSUES -
Follow - Up - Re: CRM:01603000000197 - July 13, 2018 Hi
Casey, just got off the phone with Bill Freeman regarding the 2016 Flex and will be meeting with Bill in the
morning at the dealership in Goffstown NH,. (At our summerhouse in Moultonborough, NH. My wife and |
are taking care of our 3 grandchildren, their parents arrive later today). Went thru the list with Bill, regarding
what showed up in their driving the vehicle versus the list of issues. Listed below are my notes from the call:
#1 — ENGINE SMELL IN PASSANGER COMPARTMENT - Bill advised that the event didn’t occur during his
test drives, the longest of which was a little over an hour and | believe at highway speeds  Bill did say that
they found the filters dirty that had been replaced in January 2018 and that they recleaned, also that they
found some seeds in one of the filters and degreased the engine, replaced a wire in the engine compartment
that went to one of the 02 sensors and was resting on exhaust manifold with outer covering partially burned
thru. Reviewed with Bill the fact that on the occasions when we suddenly got the engine smell and heat in
the passenger compartment that we were locked out of the screen controls etc. until the problem corrected
itself several minutes later and went back to the controls we had it set for. Based on above, while work done a
good idea, don't believe the work outlined would address the electronic, electrical safety concern of Engine
Smell and heat arbitrarily invading the passenger compartment for several minutes, appreciate your input,
regarding same. #2 — BACKUP CAMERA WON"T GO OFF WHEN DRIVING FORWARD - Bill said that
they upgraded the SYNC software to a current three series from a one series that was covered in a recent
service bulletin, so | guess that this particular issue was not unique to our vehicle as originally thought. (This
problem also did not reoccur during Bill’s test drives either). #3 — FLASHING RED COLLISION WARNING
LIGHT BAR ON DRIVERS SIDE OF DASH GOING OFF FOR NO REASON - This electronic, electrical
safety issue did not reoccur during Bill’s test drives and no service bulletins regarding same. Issue appears
unique to vehicle at this point. Again appreciate your thoughts regarding. #4 — HORN BEEPING BY ITSELF
UNAIDED WHEN DIRECTIONAL SIGNAL TURNED ON TO MAKE A RIGHT HAND TURN - Issue did not
reoccur during Bill's test drives and no service bulletin regarding. Issue also evidently unique to vehicle at this
point. Again appreciate your thoughts. #5 — INTERIOR LIGHTS STAYING ON WHILE DRIVING - Again did
not reoccur during Bill's test drives and no service bulletin regarding same, appears unique to vehicle at this
point. Once again, appreciate your thoughts. Casey, none of the electronic, electrical safety issues above
occurred when my wife was driving, but she was a passenger in the car for three of the events (1,3 5) and
only one of our grandchildren was in the vehicle when one of the above occurred (#1). Brought her up to
speed after my conversation with Bill this afternoon and she advised that she has concerns based on current
state of vehicle, driving it or having grandchildren in it if one of these issues or a new one arises that distracts
the driver from focus on safe driving could be result in the unthinkable. Casey, know that you and Bill are
limited in what can do to ensure that we are not put at risk because of electronic, electrical safety issues that
may be unique to this vehicle. Please forward this correspondence to the appropriate level / person at Ford
who can assist in a timely resolution. At this point, a very timely / early terminati lease and lease or
purchase of a new vehicle is what needs to be done. Please advise next step.

2018-07-17 18:03:00 Email Created On: 7/17/2018 2:03:31 PM From: To: Subject
| spoke to Bill Service Manager of Unique Ford in regards to your repairs and ongoing

appointments there. | was informed that at this time there are no additional repairs that can be made.
According to Bill at the dealership, your vehicle is operating within Ford specifications. Your dealership has
factory trained technicians, comprehensive service information and specialized equipment to resolve your
concerns. | support the dealership's assessment. If you require further explanation or the conditions change,
please contact the Service Manager Regrettably, the CRC (Customer Relationship Center) does not dictate
warranty repair procedures or warranty repair requirements. This determination is up to the dealer and its
Ford Resources. |If the dealer suspects damage then they should pose this question to Ford to see if they
agree with the labor required to check the parts which do not currently show any signs of damage. At this
time, Il move your case into an inactive status, and if you feel the need to reach back out to Ford we can
revisit your concern. In regards to your lease, the Sales Department at any Ford Dealer is the best point of
contact in regards to any trades or early lease terminations. Thank you and Warm Wishes, Ford Motor
Company ® Casey Earl | Customer Service Manager |FCSD 866-631-3788 x 77786| eFax: 866-934-3061
CEARL5@ford.com| www.ford.com

2018-07-17 18:10:00 7/17 CSM Casey x77786, OBC to DLR SA @ 603) 641-8400. DLR advised that vehicle is done and gone
NPF. OBE to CUST NEXT STEPS: CSM will need to case inactive 7/17 7/17 NEXT STEPS: CSM will
need to see that IWL closes and case inactive 7/24

2018-07-17 19:33:00 Email Created On: 7/17/2018 3:33:06 PM From: To: Subject: 2016 Ford Flex Safety Issues - Re: CAS-
RM:01603000000330 Hi Casey, as indicated in earlier

correspondence, would appreciate your forwarding the file to the appropriate level at Ford with the authority to
deal with the safety issues in a timely and responsible manner. It defies logic that the Safety Issues covered
in previous correspondence whereby the electronic / electrical systems in our 2016 FORD FLEX randomly
and arbitrarily assume control of the vehicle, lock the HVAC control screen and send engine smell and heat
into the passenger cabin, activate - set off the collision warning system without another vehicle in sight,
activate the horn when using the right turn signal and assume control of the interior passenger lights and
keep them on despite all efforts to turn them off are “operating within Ford specifications”. When we had the
issue with the backup camera assuming control of the screen, it is my understanding that at the time, that
also was something that Ford could not replicate at the dealership and yet | had a video of the screen
showing what was happening. Bill advised that Ford has now recognized that problem and addressed it with
the latest Sync update which was recently installed in the Flex. It is also my understanding that this is the first
update to the Sync system in our 2016 Ford Flex, since it was delivered. Because Ford software cannot
currently replicate a “safety issue” that occurs randomly, does not mean that it does not exist. We know
from the vehicle history that the vehicle fit and finish at delivery were not up to standard. It's also not
unreasonable to assume that the electronic and electrical systems received a similar level of attention at the
factory. This vehicle has unresolved safety issues that need to be addressed in a timely and responsible
manner. Casey this obviously falls outside the scope of your position and would appreciate as requested,
your forwarding to someone with the appropriate authority without delay.  Justin

2018-07-17 20:01:00 Email Created On: 7/17/2018 4:01:06 PM From: To: Subject:

As the Regional Customer Service Manager for this region | am empowered to make decisions
based upon Ford’s guidelines. The dealership has endeavored now to duplicate your concerns. At this point,
as Bill has informed you as well, there is no problem found that can be repaired other than those things the
dealer has already done. If the you are able to duplicate the concerns again then it is critical that additional
information is obtained regarding the conditions that led up to the vehicle behavior to aid with duplicating the
symptom and making an accurate repair to prevent unnecessary component replacement. Additional
information to be noted includes but is not limited to driving conditions which would include inclement
weather, bumpy roads, shifting into gear, hard acceleration, abrupt braking, or left and right turns. In addition,
any other details that seem consistent or important. Thank You, Ford Motor Company ® Casey Earl |
Custom%r Service Manager |[FCSD 866-631-3788 x 77786| eFax: 866-934-3061 CEARL5@ford.com|
www.ford.com
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2018-08-13 19:23:00 Email Created On: 8/13/2018 3:23:57 PM From: To: Subject:
Hi Il | do not have access to see anything regarding your Lease or financial programming. The details
of this request should be put forward to Ford Credit or whomever you leased directly from. Regrettably, | am
unaware of the ‘Ford Guidelines’ that you are speaking of. Best Regards, Ford Motor Company ® Casey
Earl | Customer Service Manager |FCSD 866-631-3788 x 77786| eFax: 866-934-3061 CEARL5@ford.com|
www.ford.com

2018-08-13 19:36:00 Email Created On: 8/13/2018 3:36:17 PM From: To: Subject: Re
RM:01603000000444 Hi Casey, Was referencing information in your 4:01PM, July 17th,
2018 email “1 a wered to make decisions based upon Ford’s guidelines”. Leased the vehicle thru
Unique Ford. W

2018-08-13 19:40:00 Email Created On: 8/13/2018 3:40:41 PM From: To: Subject: RE:
I C R V:01603000000444  Correct in regards to the issues we were speaking of. | have no input
into Leasing or Financial Programming. | understand that after the many service appointments and time spent
attempting to duplicate your concerns to have them repaired, you have been dissatisfied with the results. You
may pursue this Lease arrangement as you see fit with appropriate parties — regrettably, | am unable to assist
you with this request. Ford Motor Company ® Casey Earl | Customer Service Manager [FCSD 866-631-
3788 x 77786| eFax: 866-934-3061 CEARL5@ford.com| www.ford.com

2018-08-13 20:20:00 Wed On: 8/13/2018 4:20:45 PM From: To: Subject: Re

CRM:01603000000444 Casey, trying to get this resolved In a timely and fair manner and
involved you because of your earlier input.  Thank you for the update and will remove you from
communication going forward. As regards Ford protocols relating to the random electrical / electronic safety
issues we have recently experienced with the vehicle, appreciate the time invested, but as you know, the
protocols didn’t replicate in house or in limited test drives, the randomly occurring issues we experienced over
several months of driving.  Also per earlier correspondence, was not at all comfortable with the suggestion in
the second paragraph of your 7/17/18, 4:10PM as to what | needed to do. Gave you all of the information
that | had, including the video of the random event relating to the backup camera taking control of other
vehicle functions which | was told at the time was something that was unique and could not be replicated
based on Ford protocols. Realize the challenges of solutions, when you have diffj licating random
occurring events and am simply looking for a safe, timely resolution of the issue.

2018-08-13 20:26:00 Email Created On: 8/13/2018 4:26:25 PM From: To: Subject: )
Hi Il move your case into an inactive status, and if you feel the need to reach back out to Ford we
can revisit your concern.  Ford Motor Company ® Casey Earl | Customer Service Manager [FCSD 866-
631-3788 x 77786| eFax: 866-934-3061 CEARL5@ford.com| www.ford.com

2018-08-13 20:28:00 No Cust Contact. NEED IWL CLOSED. 8/13
2018-08-14 11:49:00 Wed On: 8/14/2018 7:49:55 AM From: To: Subject: Re:
CRM:01603000000446 Thank you Casey, but my goal is to get this resolved for everyone’s

benefit and hopefully Ford shares this objective. Big believer in solving problems vs managing them. Have
a good evening. h

2018-11-16 15:20:00 CSM Matt x77725, IBC from DLR. William (service manager) called. William said the RO Open date is
06/25/2018. William said the previous CSM told him to claim the 4 days self approval, so the DLR needs 15
days IWL. | advised to create a new case, refer to this one, and upload the RO, and Rental Receipt. William
said the rental was a Ford. NEXT STEPS: No next steps for CSM.

2019-01-02 12:40:00 Email Created On: 1/2/2019 7:40:57 AM From: To: Subject: 2016 Ford Flex /
CRM:01603000000265 / Engine Smell From Vents 12/16/18 Good afternoon Casey, as requested am
advising of a recurrence of engine smell coming from vents on 12/16/18. | was the sole occupant* which is
our normal practice, since we notified FORD of the randomly occurring undiagnosed vehicle malfunctions
requesting assistance (refer file # above). Event happened in traffic with climate set to 70 degrees on auto
when engine smell started coming from vents, opened windows (NH Winter) to dissipate smell and it stopped
several minutes later and returned to normal operation, sam previously experienced. Please advise if
any solutions have been identified. Happy New Year, ﬁ *Uncomfortable having others in the vehicle
given its recent history and use it sparingly.
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2018-08-27 16:50:00 csM shelley x77775 OBC to CUSTIIEE cUST stated the seatbelt locked up on her when she
went to look if there were any cars coming and the brakes are too low. CUST mentioned silver things, but |
had a problem understanding what she was saying. CSM did inquire if the customer planned on taking the
veh back into the to have the brakes addressed. CUST stated she has doctors appts this week and this is her
only means of transportation. CSM advised CUST will be out of the office on Friday (8/31) and we will be
closed Monday (9/3); however, | can contact her again on Tuesday (9/4). CUST wanted to know if there was
any word on the buying the back. CSM advised CUST, as previously stated, the veh did not meet the
requirements, as per the state guidelines. CUST understood. CSM will F/U 9/4 (veh back to DLR for
brakes/maint. plan once repaired)

2018-09-04 15:35:00 CSM Shelley x77775 OBC to DLR (3673) Spoke with Cody (S/A). DLR stated the veh is not currently there
and the last time it was there 7/16. CSM will contact CUST
2018-09-04 15:43:00 csM shelley x77775 OBC to CUST | BB csV inquired if the CUST has had the opportunity to

take the veh back to the DLR. CUST stated she has not been feeling well and will see how she feels at the
end of the week. CSM understood. CSM will F/U 9/10 (veh back to DLR for brakes/maint. plan once

repaired)

2018-09-10 18:47:00 CSM Shelley x77775 OBC to DLR (3673) Spoke with Rick (S/A). DLR stated there is a RO from July and it is
in the process of being closed. DLR stated the veh has not brought the veh back into the DLR. CSM will
contact CUST

2018-09-10 19:03:00 csM shelley x77775 OBC to CUST | cusT stated she s still not feeling well and mentioned

the seatbelt are still tight; she will be taking the veh into the dealership. CSM advised CUST would be closing
the concern; however, once she takes the veh in, please contact me and the case can be reopened within the
next 30 days. CSM provided contact info and CUST agreed to call. CSM is closing case.

2018-09-28 00:01:00 - Customer says: | have a case number —he person that i spoke with they said
that they are bgoing to reprocess this case they are very rude, they couldn't help us, -is there anyway that
you could stop my request it so we can pay for it ?? per customer dealer says: n/a Crc advised: mny
recommendation for you is try to coordinate with your dealership, in regards with your request, -
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case NUMBER: I STATUS: Resolved
OPEN: 10-23-2018 CLOSED: 11-08-2018 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 2 CCT COMMUNICATION: Phone
CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | CCT Criteria |

DEALER NAME: Heiser Ford

PA CODE: 04727 DLR SALES CODE: 47117 REGION: ZONE: K2

viN: MODEL YEAR: 2016 MODEL: FLEX MILEAGE: 50,000
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE!

~ooress G

city sTATE zIP couNTRY: NEW BERLIN | Wi | [ usA

SYMPTOMS: Driver Aides & Information | Reverse Camera | Other | Other

ANALYST NAME: P Rxsalp2 OPEN ANALYST NAME: Neriza Rondilla
COMMENTS:
2018-10-23 15:09:00 BCM : phone _CUST SAYS: bought a brand new ford and she's having an issue,8th times she's

been to dir with the issue that she has with the back up camera, there's a glitch and the left blinker doesnt
shut off,Said she have all the receipts everytime she bring the veh to dir.Cust left voice messages.But has
not return the call,Very disappointed to Jeffrey dont want this person to handle this case again,wants
someone who's higher up than Jeffrey. PER DLR SAYS: N/A CRC ADVISED: | will escalate your
case/request to our Ford Regional Customer Service Manager who works daily with your dealership’s
management team. The Ford Regional Customer Service Manager has access to all Ford resources and
will use these resources to assist you and your dealership regarding your situation. The Ford Regional
Customer Service Manager will receive the information you have just provided me and will do a thorough
review on your behalf. You can expect a phone call from your Customer Service Manager within 1 business
day.

2018-10-24 12:00:00 Email Created On: 10/23/2018 11:12:05 AM From: CRM01 Emaill |Prod) User To:
Subject: Contact to Ford Motor Company RE Dear This

email is to confirm your recent contact to Ford Motor Company regarding your 2016 FLEX. You will receive
contact from our regional Customer Service Manager (CSM) within 1 business day to introduce themselves
and develop an action plan to address your concern.  Your case number, along with the contact information
for the regional Customer Service Manager is listed below. Case Number:h CSM
Name: Jeffrey Slone CSM Phone: 866-631-3788 x77717 CSM Email: JSLONES@FORD.COM

Sincerely, Ford Motor Company Customer Care Team

2018-10-24 14:23:00 Ticket NumberrCustomer: I o< phone: [N
Mobile phone: TV Score: N/S Vehicle Purchase Status: Original owner Dealer name: Heiser
Ford Dealer P&A: 06254 Dealer phone: (414) 228-5700 VIN:*Year : 2016 Make:
FORD Model: FLEX Mileage: 50000 Warranty Start Date: 3/15/2017 Engines Specification: 3.5L V6
CYCLONE TIVCT Open Recall/FSA: none ESP: none Hotline Contact: none Warranty History:04/05/2018
43272 Back up camera not working reset 05/27/18 44709 Back up camera not working process signal wrong
08/01/18 51621 Backup camera not working fuzzy image

2018-10-24 15:04:00 cust says: i want to speak with the manager | was speaking with like 15 mins ago. | believe his name is Greg.
He said he'll be calling me back but Im not hearing from him. How do | get a hold of him? per cust/dIr says:
n/a crc advise: Provided direct number and also the extension for mr. Greg Ferraro then transferred call over.

2018-10-24 15:04:00 NEXT STEP F/U with CUST on 10/ 29 CSM Greg 77720 assisting CAM Jeff 77717 OBC to DLR @ (414)
228-5700 Spoke to Ben: Advised the VEH is not their last time VEH was there was 10/20 DLR advised they
have replaced the camera twice and they want the customer to set up an appointment so they will have a
loaner VEH for the CUST NEXT STEP F/U with CUST

2018-10-24 15:05:00 CSM Greg 77720 assisting CsM Jeff 77717 08C to cuST I S o« o A cised that
Ford cannot see when VEH has been brought in so she has recipes to show how many tmes the VEH has
been in. Advised she has two VEH from the same DLR and both VEH have issues and only some of the
issues have been resolved. Advised she doesn’'t know why previous case was closed when she wasn't
happy. CUST commented that CSM should know about here issues and previous case before calling her.
CSM advised as far as current concerns | know what's going on through notes but as far as pervious
concerns they do not come up unless we research them. CUST asked for a supervisor, CSM advised | will
escalate your case it will take until the close of business day tomorrow for CUST to receive a call. Advised
that Jeff is the Regional Customer Service Manager for that area and even if escalated he will still be working
the case. CUST hung up before CSM could advise CUST to reach out to DLR and set an appointment before
brining VEH to DLR. NEXT STEP F/U with CUST on 10/ 29

2018-10-25 18:36:00 csM jen SUP call OBC to cust IS -oke to I who stated the call dropped and he got Gregs
phone number and ext but she didnt want a sup call. Stated Jeff closed the case and didnt return her calls.
Cust stated dealership is not fixing the veh. Stated dealership is saying the veh is not under warranty. Cust
would like me to contact Jeff and see if he can call back tomorrow. NEXT STEPS: 10/29 did cust bring veh

in for repair

2018-10-29 18:58:00 OBC to S/A Dan was adv not aware of veh being back to dir OBC to cust_ left message
setting 10-30 f/u

2018-10-30 17:49:00 0BC to cust I \cit mesage setting 11-2 to allow call back

2018-11-02 20:06:00 no contact allowing additional time 11-8 f/u

2018-11-08 17:43:00 No contact from cust CSM closing case
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case NnuveerR: NG STATUS: Resolved

OPEN: 12-11-2018 CLOSED: 12-14-2018 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Central Loaner COMMUNICATION:

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

DEALER NAME: Gosch Ford Hemet

PA CODE: 05418 DLR SALES CODE: 71426 REGION: W1 ZONE: W1C
vin: MODEL YEAR: 2015 MODEL: FLEX MILEAGE: 37,996
BODY STYLE: K6D - FLEX LTD AWD 4-DR MPV

LasT NAME FIRST NAME miDDLE |

aooress NG

ciTy STATE zIP COUNTRY: HEMET | CA | I usA

rome pHoNe NG

SYMPTOMS: Driver Aides & Information | Reverse Camera | Other | Other

ANALYST NAME: P Rxsalp2 OPEN ANALYST NAME: P Rxsalp

COMMENTS:

2018-12-11 17:33:00 "By alex SAYEGH" - back up camera issues
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caste NuveeR: I STATUS: Resolved

OPEN: 03-08-2019 CLOSED: 03-12-2019 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner COMMUNICATION:

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

DEALER NAME: Taylor Ford, Inc.

PA CODE: 05959 DLR SALES CODE: 23432 REGION: C3 ZONE: C3V
viIEEEEEEEEE  /ODEL YEAR: 2016 MODEL: FLEX MILEAGE: 35,707
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAsT NAME FIRST NAME miDDLE [

CITY STATE ZIP COUNTRY: RIVERVIEW | MI |- USA

Howme PHONE: [

SYMPTOMS: | | |

ANALYST NAME: P Rxsalp2 OPEN ANALYST NAME: P Rxsalp2

COMMENTS:
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CASE ATTACHMENTS:
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case NnuveerR: [EIEGNGNEEEEEE STATUS: Resolved

OPEN: 12-10-2019 CLOSED: 12-11-2019 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Dealer NA US COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | CLP / Lincoln Loyalty Criteria |

DEALER NAME: Koons Silver Spring Ford

PA CODE: 06766 DLR SALES CODE: 27002 REGION: N4 ZONE: N4A
vin: MODEL YEAR: 2016 MODEL: FLEX MILEAGE: 92
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

city sTATE zIP COUNTRY: SILVER SPRING | MD | ||l vsa

Home PHONE: [

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

ANALYST NAME: SYSTEM OPEN ANALYST NAME: Paloma Catterson

COMMENTS:

2019-12-10 21:54:10 CUST SAYS: Veh has been at dirship Koons Ford 4-5 times for the same issue, rearview camera doesn't
work, wan have this permanently repaired. PER CUST DLR SAYS: N/A CRC ADVSD: cREATED
CASE or assistance, stay in contact with SM at dIrship Koons Ford. ***Attention Service
Managers: Your CSM (Customer Service Manager) does not see this case. If you are seeking assistance
from Ford Motor Company on this case, please reach out to your CSM directly.***

2019-12-10 23:42:03 cus says: cus is calling about cus said, she spoke with a person named Austin. cus said, she
wanted to talk to him again. as per cus dIr says: - adv can't pull up any record with the reference
# she provided. cus provided another reference # which i was able to pull up. adv i can't see
any documentaion from Austin. cus said, she'll call a different number.

2019-12-11 15:30:59 *WEB*car was here on december 3 and we replaced the camera under there esp plan and provided loaner

car its all fixed
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caste NuveerR I STATUS: Resolved

OPEN: 01-17-2020 CLOSED: 04-13-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 2 CCT NA CRC COMMUNICATION: Phone

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

DEALER NAME: Don Hinds Ford Inc

PA CODE: 04716 DLR SALES CODE: 47034 REGION: G3 ZONE: G3A

vin [ MODEL YEAR: 2015 MODEL: FLEX MILEAGE: 41,500
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

city sTATE zIP COUNTRY: FISHERS | IN | | N s~

Home pHoNE: NG

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Julie Ann Magano

COMMENTS:

2020-01-17 18:17:27 NOTES: contact via_ Preferred time: anytime after 8AM  CUST SAYS: cust called in saying that
the camera of his veh is inoperative, he said that the veh was inspected today and was told that the camera
needs to be replaced. Cust wanted to FMC to pay for the camera replacement. PER CUST, DLR SAYS: The
dirshp CRC ADVISED: | will escalate your case/request to our Ford Regional Customer Service Manager
who works daily with your dealership’s management team. The Ford Regional Customer Service Manager
has access to all Ford resources and will use these resources to assist you and your dealership regarding
your situation. The Ford Regional Customer Service Manager will receive the information you have just
provided me and will do a thorough review on your behalf. You can expect a phone call from your Customer
Service Manager within 1 business day. The case number that | have established for you today is CAS-
XXXXXXX.

2020-01-17 18:18:49 NOTES: Please disregard my previous notes.

2020-01-17 18:18:53 NOTES: contact via_Preferred time: anytime after 8AM CUST SAYS: cust called in saying that

the camera of his veh is inoperative, he said that the veh was inspected today and was told that the camera
needs to be replaced. Cust wanted to FMC to pay for the camera replacement. PER CUST, DLR SAYS: The
dirshp told him that the camera is bad and needs to be replace. CRC ADVISED: | will escalate your
case/request to our Ford Regional Customer Service Manager who works daily with your dealership’s
management team. The Ford Regional Customer Service Manager has access to all Ford resources and will
use these resources to assist you and your dealership regarding your situation. The Ford Regional Customer
Service Manager will receive the information you have just provided me and will do a thorough review on your
behalf. You can expect a phone call from your Customer Service Manager within 1 business day. The case
number that | have established for you today is CAS-XXXXXXX.

2020-01-17 18:21:07 **SME christian Assisting TL shiela Approved For Tier 2 CCT escalation***

2020-01-17 20:03:14 CSM Tori x77801 Case Nu_ustomer - s -rone :
I o< Phone : Mobile Phone : n/a LTV Score : 75 Vehicle Purchase Status :
Original Owner Ford Credit Contract Number : n/a Part Number : n/a Dealer Name : Don Hinds Ford Inc

Dealer P&A : 04716 Dealer phone : 3178499000 VIN | - : 2015 Make : FORD
Model : FLEX Mileage : 41000 Engine Specification : 3.5L V6 CYCLONE TIVCT Transmission Specification :
6 SPD AUTO TRANS 6F Warranty Start Date : 2015-05-19 Open Recall/FSA: none ESP : none Hotline
Contact : none Warranty History : @13784 intalled new backup camera @19149 intalled new backup camera
OBC to DLR @ 3178499000 CSM spoke with service. Service advised the SA Jim Zell is overseeing this
VEH. CSM requested to speak with SA Jim and was transferred. CSM reached SA VM. CSM left a message
leaving contact information and advised CSM is going to send him an email requesting the estimate at
warranty rates. OBE to SA Jim. Jim, This CUST reached out seeking assistance on a backup camera. Can
you send me over the parts, labor, and total amounts at warranty rates? Thank you, Ford Motor Company ®
Tori Rabea Customer Service Manager, Ford CX T rd.com | www.ford.com Office: 866-631-
3788 x 77801 eFax: 8663190048 OBC to CUST @ SM spoke with CUST. CUST stated that
he has already had the back up camera repaired twice and he is seeking assistance. CUST stated that the
repair is over $900. CSM advised once we get the estimate we can review for assistance. CUST sated he has
been loyal to FMC since the 50s and really hopes we will assist him. CSM advised we appreciate his loyalty
and will do all we can to get his repairs down. CUST understood. CSM provided contact information. CUST
wanted to know why this is happening for the third time. CSM advised we can submit to tech resources for
further assistance. CSM is submitting information request. Next steps: 1/22 did DLR send estimate/info
request?/review for assistance Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com |
www.ford.com Office: 866-631-3788 x 77801 eFax: 8663190048

2020-01-17 21:50:40 “WEB*SENT TORI A EMAIL. WARRANTY PART PRICE $406.15 LABOR 154.00 CUSTOMER HAS
CALLED SEVERAL TIMES
2020-01-22 17:42:01 csM Tori x77801 0BC to CUST @ ICSM spoke with CUST. CSM advised CUST we can assist

with 510.15 of the repairs leaving hime a balance of $50 plus tax. CUST agreed to this offer. CSM advised we
will reach out to the DLR to provide the authorization code. CSM advised we will be putting the case into an
inactive status. labor: 154.00 parts: 406.15 total: 560.15 OBE to SA Bret. Bret, This CUST agreed to our
offer of $510.15 of the repairs leaving him a balance of $50 plus tax. Please send over the RO number, RO
open date, and line number so | can provide an authorization code. Thank you, Ford Motor Company ® Tori
Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788
x 77801 eFax: 8663190048 Next steps: 1/29 did DLR send RO info?/cut code for repairs/close case Ford
Motor Company ® Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com |
www.ford.com Office: 866-631-3788 x 77801 eFax: 8663190048

2020-01-28 15:45:23 *WEB*RO 522559 Line A RO open 22Jan2020 Info needed for the code

2020-01-29 21:59:24 Melbourne CSM Shara x77219 assisting CSM Tori x77801 CSM cut code for DLR. CSM is sending portal
message with code. Approval code: MSPA448407 Program code: P11 Total: $510.15 NEXT STEPS: 1/31
Confirm DLR received code. Close case. Ford Motor Company ® Shara Hagans Customer Service
M1a0n%%%r7, Ford CX Team SHAGANS@ford.com | www.ford.com Office: 866-631-3788 ext 77219 eFax: 888-
410-

2020-01-30 16:25:52 As per customer says: Cust called in with _and would like to speak wtih Tori about the veh
camera. Customer provide phone no nad extension no for Tori. Per customer dealer says: na CRC Advise :
Told customer that there is a scheduled follow up call on 2/120. obc to Tori directed to voicemail set
expectation that if unable to contact Tori will notify and document recontact for follow up in 1 business day.
Customer agree and provide case no. *that is the latest case no.

2020-01-30 21:50:50 *WEB*Customers vehicle is repaired and claim paid, THANK YOU !!!
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2020-01-31 18:12:22

2020-01-31 20:50:29
2020-02-04 17:28:04

2020-02-04 17:40:47

2020-02-05 17:13:07

2020-02-07 16:26:05

2020-02-07 16:37:25

2020-02-07 16:50:38

2020-02-11 18:42:08

2020-02-13 21:11:40

2020-02-18 14:52:01

2020-02-18 20:40:31

2020-02-25 15:28:17

2020-03-03 20:20:30

2020-03-09 19:32:58

2020-03-10 14:58:30

Cust says: Cust called in to follow with_ As per cust he got the veh back but the
camera went off again, it was repaired but not fixed properly. As per cust supposed to be someone from
corporate will be calling him back yesterday but he did not receive any call. As per cust dIr says: Has been
to the dIr.  Crc says: advs cust to bring back the veh to the dIr and will update this case again and keep lines
open for feedback.

Next steps: 2/4 is VEH back at DLR for backup camera/update CUST

Melbourne CSM Shara x77762 assisting CSM Tori x77801 OBC to DLR. CSM left VM for SA Jim Zell to call
CSM Tori back with a repair update. Ford Motor Company ® Shara Hagans Customer Service Manager,
Ford CX Team SHAGANS@ford.com | www.ford.com Office: 866-631-3788 ext 77762 eFax: 888-410-6067

CSM Tori x77801 OBC to CUST @I CS\ reached C left a message leaving
contact information and requested a call back. OBC to CUST @ ICSM spoke with CUST. CUST
stated that they have an apt for tomorrow at 10:30 am. CSM advised we will reach out later in the week to
provide them an update on the VEH. CUST understood and thanked CSM for the call. Next steps: 2/7
backup camera repair update Ford Motor Company ® Tori Rabea Customer Service Manager, Ford CX
Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax: 8663190048

BCM: _CUST SAYS:want to check an update for the I R
CUS,DLR SAYS: N/A CRC ADVISED: Advised scheduled f/u today 2/5 until EOB from our CSM. Advised
we will notify our CSM. Cust understood.

Cust Says: Cust calling about the case#cas-_ Per Cust, DIr Says: n/a CRC Advised: Informed
cust that there's a scheduled follow-up on him today 02/07/2020. Advised to keep his line open.

CSM Tori x77801 OBE to SA Jim. Jim, Can you send me over the estimate at warranty rates for vr. I
wiring harness. He is seeking some assistance. Thank you, Ford Motor Company ® Tori Rabea Customer
Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax:
8663190048

SM Shara x77762 assisting CSM Tori x77801 OBC to DLR @ SM spoke to SA
Jim Zell who stated he was getting ready to call the CUST to have him bring the VEH in. SA stated the wiring
harness had come in to complete the repair for the ted the wiring harness in the tailgate has
corrosion | needs to be replaced. OBC to CUST @ CSM ADV CUST we spoke to DLR and
DLRSHP will be calling him to bring the VEH in to install new wiring harness to repair backup camera. CUST
said VEH has been in the shop 3 times and DLR accidently found the problem was the wiring harness. CUST
also ADV he received a fraudulent call this morning from someone pretending to be calling from Ford. They
wanted CUST to send them a check regarding his VEH. CSM ADV CUST of f/u. IBVM from DLR. SA Jim
ADV DLRSHP will be handling cost of repair locally. NEXT STEPS: f/u on 2/13. Is VEH repaired? CSAT
Ford Motor Company ® Shara Hagans Customer Service Manager, Ford CX Team SHAGANS@ford.com |
www.ford.com Office: 866-631-3788 ext 77762 eFax: 888-410-6067

CUST SAYS: He was calling in reference to this case_and PER T,
DLRS SAYS: N/A AS CRC ADVISED: Upon checking the active case that he have is nd
this case is still active and in high priority. Follow up will be on Feb 14. Please call the cust as soon as
possible for the updates.

csM Tori x77801 OBC to CUST @I C SV spoke with CUST. CUST stated that the DLR repaired
the wiring harness and that still did not repair the VEH. CUST stated the DLR said they need to change the
module now and it is $973. CSM advised we will get with the DLR to review for assistance. CUST
understood. CUST is frustrated because they replaced the camera three times as well. CSM apologized for
the inconvenience. CSM advi can review for an ESP at the end for additional coverage. OBE to SA
Jim. Jim, | reached out to Mr and he advised that he is now needing a module. Can you send over
the estimate at warranty rates for me to review for him. Thank you, Ford Motor Company ® Tori Rabea
Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801
eFax: 8663190048 Next steps: 2/18 did SA respond with estimate?/review for assistance/review for ESP

CUST SAYS: | have a case I | still dont have a callback. They said that they will going to call
me today. CUST AS PER DLR SAYS: n/fa CRC ADVISED: CRC advised that there is scheduled follow up
within the day. advised to wait for the call. Educate cust on the recall 20S04 REAR SUSPENSION TOE
LINK REPLACEMENT

CSM Tori x77801 OBC to DLR @ 3178499000 CSM spoke with SA Jim Zell. SA stated that they heard back
from hotline this morning and they advised to run some circuit test. SA stated he will have to get the VEH
back in to complete the testing but he can not guarantee he will find anything. OBC to CUST @

CSM spoke with CUST. CSM advised CUST that the DLR is going to be reaching out to have him bring the
VEH back in for testing. CUST believes that the concern has to do with the gear shift because when they shift
the gear shift some times the camera works and sometimes it doesn't. CSM advised to make the DLR aware
of this. CUST understood. Next steps: 2/25 repair update Ford Motor Company ® Tori Rabea Customer
Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax:
8663190048

Melbourne CSM Corri x77796 Assisting CSM Tori x77801 OBC to DLR @ 3178499000 - SA Jim Zell -
Stated thought he had the appt scheduled but doesn't have it written down. CSM adv will call cust to confirm
then send him an email. jzell@donhindsford.com OBC to Cust @ - No response. CSM lvm w/
role/thank/brand Provided contact/FU Tuesday 3/3. wanting to see if Appt has been scheduled for repair.
Next Step: Cust - Appt scheduled? 3/3 Ford Motor Company ® Corri Embry Customer Service Manager,
Ford CX Team CEMBRY4@ford.com | www.ford.com Office: 866-631-3788 x 77796 eFax: 866-638-1186
Hours of Operation 8:30 am to 5 pm M-F

csM Tori x77801 OBC to cUST /I C S\ spoke with CUST. CUST stated that he took the VHE
over to the DLR today but they could not duplicate the concern since the CAM started working. CUST stated
she screen also goes blank. CUST stated it is working at this time. CSM advised we are going to put the case
into an inactive status. CUST stated that it was just not working earlier. CSM advised we can keep the case
open for one more week and to bring the VEH back to the DLR if it acts up. CUST understood. Next steps:
9/10 did CUST bring VEH back in for repairs?/if no place case inactive Ford Motor Company ® Tori Rabea
Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801
eFax: 8663190048

CUST SAYS: Customer called in to follow the case [ PER CUST, DLR SAYS: NA CRC
ADVISED: Document recontact the case and provide for possible call back by 03/10

Melbourne CSM Brendan M. ext.77735 Assisting Tori ext 77801 OBC to CUST @ CUST states
that he took the VEH back to the DLR. The VEH is currently still there. He says his S/A is Jim and the module
on the camera needs to be replaced. CUST asked about getting assistance for repair. | advised him | need to
gather more information from the DLR before | can advise on any assistance. Ford Motor Company ®
Brendan Morris Customer Service Manager, Ford CX Team BMORR103@ford.com | www.ford.com Office:
866-631-3788 x77735
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2020-03-10 15:06:18

2020-03-10 15:06:59

2020-03-10 15:18:10

2020-03-12 14:28:35

2020-03-12 14:29:15

2020-03-12 15:43:33

2020-03-12 15:44:11

2020-03-12 16:18:29

2020-03-12 19:14:05

2020-03-12 19:17:41

2020-03-12 19:20:11

2020-03-17 17:56:09

2020-03-24 20:12:36

2020-03-26 17:46:05

Melbourne CSM Brendan M. ext.77735 Assisting Tori ext 77801 OBC to DLR @ 3178499000 Spoke with Jim
S/A. The VEH back at DLR as of 3/9/20. The new RO# is 524851. The VEH concern is the back up camera
not working intermittently. The have been diagnosed and the APIM needs to be replaced. The Jim stated that
they offered to pay the labor and the CUST pay for the part to eliminate warranty, however the CUST
declined and said he wanted to hear from us first. | asked Jim to have the FAR form filled out so we can
determine if we can assist and if so with how much. Ford Motor Company ® Brendan Morris Customer
Service Manager, Ford CX Team BMORR103@ford.com | www.ford.com Office: 866-631-3788 x77735

Next Step: Have the CUST filled out FAR form? 3/12/20 Ford Motor Company ® Brendan Morris Customer
Service Manager, Ford CX Team BMORR103@ford.com | www.ford.com Office: 866-631-3788 x77735

*WEB*Unable to access the financial section- per request Here isthe breakdown for parts and labor to replace
the APIM.Part $728.45 at warranty price Labor 2.0 hours $220.00. Estimated total is $948.45 Thanks,
Bret

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 made OBC to SA Scott on # 3178499000. SA stated SA assigned Jim is not in today. SA provided ro
details and SA email. jzell@donhindsford.com Ford Motor Company ® Natasha Bailey Customer Service
1\1,'130”?)%% Ford CX Team NBAILE40@ford.com | www.ford.com Office: 866-631-3788 x77748 eFax: 888-

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 sent OBE to jzell@donhindsford.com  Good morning Jim, May you confirm details below are
correct. Mileage:41500 RO Date:02-14-20 RO #: 524851 Line: a Amount:948.45 Parts: $728.45 Labor:
220.00 Ford Motor Company ® Natasha Bailey Customer Service Manager, Ford CX Team
NBAILE40@ford.com | www.ford.com Office: 866-631-3788 x77748 eFax: 888-410-0926

Melbourne CSM Natasha x 77748 made OBC to customer on Il CSM stated call is being recorded
provided contact information. CSM informed CUST on role. CSM stated did get estimate on repairs and Ford
will assist with $235 which leaves his share at $713.45. CUST stated he had VEH in before for multiple time
for camera doesn’t understand why they didn't find issue before. CSM stated we do 2nd review and set up
F/U 03-17-20 NEXTSTEP:D-C F/U Business case answer? Is DLR willing to contribute as well? 03-17-20
Ford Motor Company ® Natasha Bailey Customer Service Manager, Ford CX Team NBAILE40@ford.com |
www.ford.com Office: 866-631-3788 x77748 eFax: 888-410-0926

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 made OBC to customer on ﬂ CSM stated call is being recorded provided contact
information. CSM informed CUST on role. CSM stated did get estimate on repairs and Ford will assist with
$235 which leaves his share at $713.45. CUST stated he had VEH in before for multiple time for camera
doesn’t understand why they didn't find issue before. CSM stated we do 2nd review and set up F/U 03-17-20
NEXTSTEP:D-C F/U Business case answer? Is DLR willing to contribute as well? 03-17-20 Ford Motor
Company ® Natasha Bailey Customer Service Manager, Ford CX Team NBAILE40@ford.com |
www.ford.com Office: 866-631-3788 x77748 eFax: 888-410-0926

COM review - due to customer loyalty and multiple repairs for same concern FMC offers $711.34 leaving
customer $237.11 plus tax and fees

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 made OBC to customer on*CSM stated call is being recorded provided contact
information. CSM informed CUST on role. CSM stated we have completed second review and Ford will
contribute $711.34 which leaves CUST at $237.11. CUST accepted offer. CSM stated will call DLR and
provided authorization.  Ford Motor Company ® Natasha Bailey Customer Service Manager, Ford CX
Team NBAILE40@ford.com | www.ford.com Office: 866-631-3788 x77748 eFax: 888-410-0926

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 made OBC to SA on # 3178499000. CSM LVM with CUST name CSM contact information and
[provided P11 code MSPA153866 in amount of $711.36 Ford Motor Company ® Natasha Bailey Customer
Service Manager, Ford CX Team NBAILE40@ford.com | www.ford.com Office: 866-631-3788 x77748 eFax:
888-410-0926

Melbourne CSM Natasha x 77748 assisting Melbourne CSM Tori Ext 77801. Melbourne CSM Natasha x
77748 sent OBE to banderson@donhindsford.com Good day Bret, Here is p11 code MSPA153866 for
customer Edgar Pierce in amount of $711.34 Ford Motor Company ® Natasha Bailey Customer Service
Manager, Ford CX Team NBAILE40@ford.com | www.ford.com Office: 866-631-3788 x77748 eFax: 888-
410-0926

CSM Tori x77801 OBC to DLR @ 3178499000 CSM spoke with SA Jim. SA stated that the VEH is repaired
and he just called the CUST to pick it up. OBC to CUST @I CSM spoke with CUST. CUST
stated that he just got he call from the DLR and he is going to pick up the VEH. CSM advised we will reach
out next week for CSAT. CUST understood. Next steps: 3/24 CSAT Ford Motor Company ® Tori Rabea
Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801
eFax: 8663190048

CSM Tori x77801 OBC to CUST @ SM spoke with CUST. CUST stated that he picked up the
VEH and the camera did not work at first but when he shifted gears it came on. CUST stated it was on for
three days and the camera went out again. CUST stated that Jim is going to reach out to hotline for further
assistance because they are not sure what to do next. CUST does not believe that we can fix the VEH. CSM
advised that we will continue to work with hotline toward a resolution. CUST understood. Next steps: 3/26
speak with Jim about hotline/update CUST Ford Motor Company ® Tori Rabea Customer Service Manager,
Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax: 8663190048

CSM Tori x77801 OBC to DLR @ 888-361-6643 CSM spoke with SA Jim. SA stated that he is not sure where
to go next with the VEH he has been back and fourth with hotline multiple times. CSM advised to reach out to
them again. SA asked about an FSE. CSM advised we need to continue to utilize hotline for that to become
an option. SA understood and advised his tech will be back Monday and they will reach out. SA stated that
they are very low staffed right now. CSM adviseWreach out to our tech specialist. CSM
submitted tech SME request. OBC to CUST @ CSM spoke with CUST. CSM advised CUST
that the DLR is going to submit a hotline contact and we are also going to submit to our tech specialist. CUST
understood. CSM advised they are going to submit the ticket on Monday. Next steps: 4/2 tech sme and
hotline response/update CUST Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com |
www.ford.com Office: 866-631-3788 x 77801 eFax: 8663190048
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2020-04-01 15:55:53 ***MELBOURNE CSM Xavier x 77725 assisting on case*** OBC to DLR at 888-361-6643: Spoke to SA Ron

who advised SA Jim is off for two weeks DLR is waiting for hotline but SA advised VEH is driveable DLR is
jti tline direction. SA said that CUST is older gentleman in quarentine. OBC to CUST at
CUST advised that he has VEH. CUST confirmed that DLR is waiting on direction from hotline.

CSM advised that hotline has not made contact yet and we would like to give them more time to communicate
and we will fu on friday 4/3 for any updates. CUST advised that he started VEH and camera still did not work,
sometimes the camer works and sometimes it does not work. CUST advised that he wiggled the gear shift
and camer started working but right now VEH does not work. DLR replaced camer 3 times, wiring harness.
CUST advised that the gear shift does not seem to make contact then he will hit a bump and it will randomly
start working. NEXT STEPS: 4/3 DLR/CUST fu HOTLINE RESPONSE? UPDATE CUST. REOPEN TECH
SME ONCE VEH IS BACK AT DLR Xavier Delgado Customer Service Manager, Ford CX Team
XDELGAD2@ford.com | www.ford.com Office: 866-631-3788 x 77725 |

2020-04-03 15:47:37 CSM Tori x77801 OBC to DLR @ (317) 849-9000 CSM spoke with service. Service advised that SA Charlie
is filling in for SA Jim due to him being out. SA Charlie advised that he is going to get with the tech who is at
lunch right now and call CSM back. CSM provided contact information. Tori Rabea Customer Service
Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax:
8663190048

2020-04-03 18:26:10 CSM Tori x77801 OBC to DLR @ (317) 849-9000 CSM spoke with SA Charlie. SA stated that they are really
short handed so he has not been able to get with his tech at this time. SA stated that he is going to call CSM
back with an update. OBC to CUST ¢ CSM spoke with CUST. CSM advised CUST that the
DLR is going to call back with an update and we will update him on Monday 4/6. CUST understood and
thanked CSM for the call. Next steps: 4/6 hotline response?/update CUST Tori Rabea Customer Service
Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax:
8663190048

2020-04-06 16:05:07 CSM Tori x77801 OBC to DLR @ (317) 849-9000 CSM spoke with SA Charlie. SA sated that he just wrote
th the CUST is going to be dropping the VEH off from today until Thursday 4/9. OBC to CUST
CSM spoke with CUST. CUST stated that he is upset because he has paid over $300 with all
of these repairs. CSM advised that we can work with the DLR to see if we can assist with repairs if they are
needed. CUST understood. Next steps: 4/7 speak with DLR to estimate, 4/9 repair update/review for
assistance Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com
Office: 866-631-3788 x 77801 eFax: 8663190048

2020-04-07 21:05:44 CSM Tori x77801 OBC to DLR @ (317) 849-9000 CSM spoke with SA Charlie. SA advised CSM that he can
send over the estimate when he has one. SA stated that they are still looking at the VEH at this time. CSM
provided SA email address. Next steps: 4/9 diag?/get estimate/review for assistance Tori Rabea Customer
Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788 x 77801 eFax:
866319004

2020-04-09 16:53:48 CSM Tori x77801 OBC to DLR @ (317) 849-9000 CSM spoke with service. Service advised CSM that SA
Charlie is on lunch at the moment and will call CSM back. CSM left contact number and extension. Tori
Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-3788
x 77801 eFax: 8663190048

2020-04-09 18:11:04 CSM Liz Ext. 77713 assisting assigned CSM Tori Ext. 77801 OBC to DIr 317-849-9000 SA Charlie, the veh
had a wire pinch and the dIr took care of it and customer pickethhe SA also adv telling the
customer if any further issues to come back. OBC to Customer ried to follow up on CSAT and
customer disconnected the call. Ford Motor Company Elizabeth Rodriguez Customer Service Manager, Ford
CX Team ERODR230@ford.com /www.ford.com Office 866-631-3788 Ext. 77713

2020-04-09 18:16:02 CSM Liz Ext. 77713 assisting assigned CSM Tori Ext. 77801 Next Step: F/U 04/10/20 CSAT/customer.
Ford Motor Company Elizabeth Rodriguez Customer Service Manager, Ford CX Team
ERODR230@ford.com /www.ford.com Office 866-631-3788 Ext. 77713

2020-04-10 19:31:09 csM Tori x77801 OBC to CUST @ MM CSM reached CUST VM. CSM left a message leaving
contact information and requested a call back. Next steps: 4/13 final attempt: CSAT Ford Motor Company
® Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-
631-3788 x 77801 eFax: 8663190048

2020-04-13 19:41:23 csM Tori x77801 OBC to CUST @ I C SV spoke with CUST. CUST stated that he got he VEH
back and it is operating great at this time. CSM advised that we are going to place the case into an inactive
status. CUST understood. CSM confirmed contact information. CSM is closing case, no further action
required. Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office:
866-631-3788 x 77801 eFax: 8663190048
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case nuveer [ G STATUS: Resolved

OPEN: 01-20-2020 CLOSED: 01-27-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Dealer NA CRC COMMUNICATION: Web

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

DEALER NAME: Dick Witham Ford

PA CODE: 03454 DLR SALES CODE: 41790 REGION: G1 ZONE: G1Y

viv: I oo verr 2016 MODEL: FLEX MILEAGE: 35,784
BODY STYLE: K5B - FLEX SE FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:_

ADDRESS

city sTATE zIP COUNTRY: EVANSDALE | 1A | NEGN;g vsa

HOME PHONE:

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2020-01-20 15:28:29 Case NPCustomer I <5< Prone - o<
Phone Mobile Phone : N/A LTV Score : 78 Vehicle Purchase Status : Original Owner Ford
Credit Contract Number : N/A PaWame Dick Witham Ford Dealer P&A : 03454
Dealer phone : 3192344200 VIN Year : 2016 Make : Ford Model : FLEX Mileage :
35784 Engine Specification : 3.5L Cyclone V6 Petrol TIVCT Transmission Specification : 6 Speed Auto
Transmission 6F50 Warranty Start Date : 2016-03-11 Open Recall/FSA: : VERIFY STATE REGISTRATION,
VIN MAY BE ELIGIBLE FOR CALIFORNIA EMISSIONS WTY ESP : No Hotline Contact : No Warranty
History : No

2020-01-20 15:55:17 DXS Rolanda, 79254 ext.,RBrew1@ford.com OBC to SA to advise that based off the LTV score 78 and the

miles of 37,784 we are able to assist with 174.00 the approval code is MSPA648646 advised in email the
approval code per SA request email attached Next Step: F/U on (01/27). Ford Motor Company Customer
Relationship Center ? Dealer Team Rolanda Brew | Dealer Customer Experience Specialist | Houston CRC
866.631.3788 x79254 RBrew1@ford.com |E fax 866-984-3681 Mon-Fri 8:30AM to 5:00PM CST Ford
Confidentiality: 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

2020-01-21 23:09:50 CUST SAYS : \" My wife bought a Ford Flex a 2016. The back up camera and it's been there 4 times cause it
keeps going out. The third time they need to put in a new camera. They have an extend service plan and they
said that You're only have to pay $173 out of the $500+ charge for a new camera. \" SEEKING FIN ASSIST ,
I DON'T THINK | HAVE TO PAY FOR IT \" PER CUST/DLR SAYS: NA CRC ADVISED : \" | was able to
see a case that was being handled by our internal dept. and created by your dealership. | suggest for you to
stay in contact with your dealership regarding this . (CUST HUNG UP ) ** LTV Score : 78 **

2020-01-21 23:11:29 CUST SAYS : \" We just purchased a Ford Explorer limited from Carmaxx. | am planning to purchase an
ESP .\" PER CUST/DLR SAYS: NA CRC ADVISED :\" The veh still under the NVLW covers 3 yrs and
36000 miles . We don't have a way to get information on a third party ESP and advised would be best to
speak with our Ford protect sales fordprotect.ford.com , Ford Protect Sales: 866-616-6727 (9:00AM —
9:00PM EST) 19B12 ANTI-LOCK BRAKE SYSTEM MODULE SOFTWARE UPDATE : A Customer
Satisfaction Program (CSP) is an available upgrade to a specific component or an extension of an existing
warranty. Customer Satisfaction Programs are VIN-specific and time and mileage limitations do apply. This
CSP requires a proactive repair. \"

2020-01-21 23:13:05 ** Please disregard the current notes added on 01/21/2020 18:11:30 **

2020-01-27 14:49:52 DXS Rolanda, 79254 ext.,RBrew1@ford.com OBC to Will he advised the customer declined the offer she
has a services plan that covered her repairs i will be closing case Ford Motor Company Customer
Relationship Center ? Dealer Team Rolanda Brew | Dealer Customer Experience Specialist | Houston CRC
866.631.3788 x79254 RBrew1@ford.com |E fax 866-984-3681 Mon-Fri 8:30AM to 5:00PM CST Ford
Confidentiality: 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
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Mail - rbrew1@ford.com Page 1 of 1

Brew, Rolanda (R.)

Mon 1/20/2020 10:54 AM

To:WRW95440@UCMO.EDU <WRW95440@UCMO.EDU>;

Good Morning , William

Per | conversation here is the approval code for the 174.00 MSPA648646

once you speak with the customer please advise if the customer accepts the amount so we can resolve
the case if you have any question my contact information is below if customer has any question you
can advised them to contact customer services at 800-392-3673 Due to Dealer Experience Specialist
are here for the dealer .

Ford Motor Company ®
Rolanda Brew
Dealer Experience Specialist, Ford CX Team
Rolandabrewl@ford.com | www.ford.com
office: 866-631-3788 ext. 79254
EFax: 866-984-3681
Ford Confidentiality:
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

PE24-030 000082 GCCT PV
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case NnuveeR: |G STATUS: Resolved

OPEN: 02-06-2020 CLOSED: 02-07-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 2 CCT NA CRC COMMUNICATION: Phone

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

DEALER NAME: Don Hinds Ford Inc

PA CODE: 04716 DLR SALES CODE: 47034 REGION: G3 ZONE: G3A

vin [ MODEL YEAR: 2015 MODEL: FLEX MILEAGE: 0

BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LasT NAME FIRST NAME MIDDLE: ||
aooress: [INIEEGEGEG

city sTATE ziP COUNTRY: FISHERS | IN || vs~

Home pHoNE: NI

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Appearance
ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Job Carlo Lumanlan
COMMENTS:

2020-02-06 20:30:36 cONTACT VIAIIEGEST TIVE : ASAP CUST SAYS: | just had this veh repaired for the camera
problems and when i took it home its still not working, i want ford to shoulder the repairs this time AS PER
CUST/DLR SAYS: repair cost 88 dollars CRC ADVISED: | will escalate your case/request to our Ford
Regional Customer Service Manager who works daily with your dealership’s management team. The Ford
Regional Customer Service Manager has access to all Ford resources and will use these resources to assist
you and your dealership regarding your situation. The Ford Regional Customer Service Manager will receive
the information you have just provided me and will do a thorough review on your behalf. You can expect a

phone call from your Customer Service Manager within 1 business day. The case number that | have
established for you today is *

2020-02-07 14:22:41 CSM is closing case as a duplicate. Please refer to case I o Motor Company ®
Tori Rabea Customer Service Manager, Ford CX Team trabea@ford.com | www.ford.com Office: 866-631-
3788 x 77801 eFax: 8663190048
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case nuveer |G STATUS: Resolved

OPEN: 10-27-2020 CLOSED: 10-27-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Chat NA CRC COMMUNICATION: Chat

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

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:
VIN: MODEL YEAR: 2015 MODEL: FLEX MILEAGE: 73,000
BODY STYLE: K5D - FLEX LTD FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

city sTaTE ziP counTrY: | (IR

HOME PHONE:

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

ANALYST NAME: Carissha Wesley OPEN ANALYST NAME: Carissha Wesley
COMMENTS:

2020-10-27 20:49:28 Hello, my name is Carissha. How can | help you today? You 4:28 PM | have a 2015 Ford Flex the rear
cameral has flipped upside down. Went to the local dealer and he tells me it can't be fixed | have to buy a
new one for $650 (it still show picture just upside down apring noise etc). The happeded the
first month we bought it new and they fixed it right away. 4:30 PM Thank you for reaching
out to us Il You 4:32 PM First, to make sure your vehi is documented, can you also provide
me with your approximate mileage? You 4:33 PM 73,000 4:33 PM Thanks for that
information. You 4:34 PM Just so you are aware, your vehicle is also affected by Recall 20S04 REAR
SUSPENSION TOE LINK REPLACEMENT. You can have this recall performed by any Ford dealer. You 4:36
PM Cool so | take in the above info to them and they will fix?| :36 PM Yes, that is correct. |
would recommend scheduling an appointment to have the recall completed. At this time, there are no field
service actions available that are related to the problem you are experiencing with your vehicle. You 4:37 PM

u so much as we are in no position to replace. What do you mean by field service actions

:38 PM To clarify, a field service action is a recall or a Customer Satisfaction Program (CSP).
These are both programs/repairs related to a particular concern that are covered by Ford. You 4:40 PM To be
clear (sorry to bother u), that means they will fix my problem? || |} 4 41 PM Currently, Ford will
cover the cost of the recall repair listed above. However, your vehicle is not eligible for any other Ford
programs that are related to your camera issue. You 4:42 PM Any suggestion how we can get it repaired as
to having to buy a new one?_4:43 PM You can visit a different Ford dealer to obtain a
second opinion. If you like, | can provide you with contact information for a different Ford dealership that can
assist? You 4:46 PM Thanks | guess we can always go back to the place we purchased it.h
4:47 PM Sounds good. Would you like me to look up their contact information? You 4:47 PM
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case nuveer |G STATUS: Resolved

OPEN: 05-17-2021 CLOSED: 05-17-2021 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound 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: 2018 MODEL: FLEX MILEAGE: 47,000

BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE:_

ADDRESS:

CITY STATE ZIP COUNTRY: | | |

HOME PHONE:

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

ANALYST NAME: Maica Jewel Lopez OPEN ANALYST NAME: Maica Jewel Lopez

COMMENTS:

2021-05-17 23:26:32 mp code N <2</ R - Nurber: I /N:
millage:47,000 britney miles Cust says: -back up camera is back up down or it was

upsside down per cust dir says: N/A crc advised: -try to check if their is way of trouble shooting for it -
advised cust to visit dIrshp // cust says it will not be covered under warranty -try to check for a clv of the car
owner.. NO CLV agent name: Jewel Lopez
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case nuveer: GGG STATUS: Resolved

OPEN: 10-01-2021 CLOSED: 10-01-2021 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound 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 [ I vooeL vEAR: 2015 MODEL: FLEX MILEAGE: 90,475
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: Tier 1 Inbound NA CRC | Generic Contact |

ADDRESS:

CITY STATE ZIP COUNTRY: | | |

HOME PHONE:

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

ANALYST NAME: Rose Ann Jalova OPEN ANALYST NAME: Rose Ann Jalova
COMMENTS:

2021-10-01 13:05:08 Cust say's My rear camera is lit upside down is there is any recall on the vehicle when i go to revesre the
pictures upside down. Per dealer say's/ n/a KB ARTICLE: Vehicle Concern > Financial Assistance >
Outside Criteria  CRC Advise, 20S04 REAR SUSPENSION TOE LINK REPLACEMENT Inform the
customer that the vehicle should be inspected by the local Ford dealer, After reviewing my resources, there
are no warranties or programs in effect that would provide coverage of your current concern. | recommend
that you keep your receipts in case Ford initiates a program in the future based on your situation.”
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2021-10-23 01:02:06

The repair order number is incorrect it should be 6 numbers, | am unable to start fin assist till | get correct
one.

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585

2021-10-25 21:39:20 OBC to DLR 5208363100 SA is Ben. RO #: 095127 RO line #: B Open Date: 10/21/21 Open Mileage Date:
78791 SA said he already emailed the agent all the info on the cost breakdown for parts and labor. SA said
maybe an ETA of Thursday. No parts are on B/O. OBC to CUST| CUST did not answer. Left
her a VM that her agent will be reaching out with FAR info and letting her know how much Ford can assist.
Ford Motor Company ® Rashif Shah Customer Experience Specialist, Ford CX Team rshah48@ford.com |
www.ford.com office: 866-631-3788 ext. 79696 Mon-Fri 12:30PM to 9:00PM

2021-10-26 20:32:21 Margaret Phillips /Ext.79483/MPHIL202@ford.com IBC DLR Ben DLR on the line calling about CAS-
Was calling to speak to new Agent on the case. Provided him with new Agent contact
info and advised a follow up is scheduled for 10/27 Next Step CXS will send email and update case notes.
Ford Motor Company ® Margaret Phillips Customer Experience Specialist, Ford CX Team
MPHIL202@ford.com | www.ford.com  office: 866-631-3788 ext. 79483 efax: 833-430-0246

2021-10-26 20:39:54
Good Afternoon,

| sent an email last week requesting the correct Repair Order Number so we could move forward with
assisting the customer the repair order number you previously sent me contained 5 number when it should
contain 6 number. If you could please send over the correct number at you earliest convenance it be would
be greatly appreciated.

Thank you,

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585

2021-10-27 01:14:57

Please disregard last email, | am working on the fin assist and will reach out to cust and you when done.

Thank you,

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585

2021-10-27 01:15:34

Okay, no worries. Customer has called again and came down wanting updates. And didn't know what to tell
her. She will be calling you as | was told.

2021-10-27 01:22:59

| was not in yesterday otherwise | would have had it done for you all | will get it done asap.

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585
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2021-10-27 20:12:52

Good Afternoon,

For customer fin assist we do not cover diagnostics fee's, | did the fin assist for the part and labor coming out
to a total of 585.10. Ford is willing to assist with $ 351.06 and the customer would pay the remaining balance
$234.04.

Thank you,

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585

2021-10-27 22:26:36 IBC CXS (Zequincia Gonzales/extension #79245) IBC from CUSTIIIMB cusT Calling bec he want to
speak with the CXS. CUST stating he want a little more help with repairs. He has a rental and is not being
paid for entirely for it. The CUST stating he wouldn't never took the VEH to the DLR if he would've know how
much it will cost up front. CUST stating he doesn't want to pay the diagnosis fee. CUST stating he want more
FAR %75 bec he have to pay all the extra stuff on rental. CUST is upset bec he can't speak with Mayra feels
like Ford should've provided someone in the same time zone. CUST is not happy with the outcome of the
case. CUST unsure on how much the will reimburse the CUST. The customer wife will be on the plane
at 9:30-3:14 MSD (Arizona Time) and| ill be at work an cannot answer the phone. 10/14/2021-
10/30/2021 NEXT STEPS: Document Customer Recontact. CUST requesting a call-back before Saturday
when he is scheduled to pick the VEH up. Ford Motor Company ® Customer Relationship Center — Car/SUV
Team Zequincia Gonzales zgonzal5@ford.com Office: 1-866-631-3788 ext. 79245

2021-10-27 23:30:50
Good Evening,

The customer reached out and is requesting for more assistance, | went back and adjusted it the most Ford
will assist with is $380.32 leaving customer with a balance of $204.79.

Mayra Garza

Ford Motor Company

Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM
office: 866-631-3788 ext.79585

2021-10-28 00:05:40 Mayra Garzal/ext.79585/MGARZA23@Ford.Com OBC Agent called cust back because he was upset and
stating Ford needs to provide more assistance agent told cust the most Ford will assist with is $380.32
leaving them with a total of $204.79. Agent also reminded cust Ford is going to reimburse him for the rental
as well. Cust is upset because he is being charged a diagnostics fee of $140.00. Agent advised she would
reach out to dir abut the fees. Next Steps: set follow up with dIr. Mayra Garza Ford Motor Company
Customer Experience Specialist, Ford CX Team MGARZA23@FORD.COM / WWW.FORD.COM office: 866-
631-3788 ext.79585

2021-11-02 21:59:34

Hello Mayra, the repairs are completed now. The service manager is needing a commitment authorization
code so we can close this repair order and call the customer that the vehicle is ready.

2021-11-02 22:34:03 Mayra Garza/ext.79585/MGARZA23@Ford.Com OBC Agent received a email from Ben stating veh is done
and they are needing the approval code agent asked them to send over proof of completion so she can send
over code. OBC Agent called cust to let them know veh is ready wife is out of town and asked to call her
husband and let him know. Next Steps: call dIr tomorrow and cust as well to make sure veh is picked up.
Mayra Garza Ford Motor Company Customer Experience Specialist, Ford CX Team
MGARZA23@FORD.COM / WWW.FORD.COM office: 866-631-3788 ext.79585

2021-11-03 20:17:13 Mayra Garza/ext.79585/MGARZA23@Ford.Com OBC Agent called cust but they were unable to hear agent
and hung up call. OBC Agent called cust back and got husbands number to call him. Cust said he has not
picked up veh yet because he is working. OBC Agent called cust kary to let him know veh was ready.

Next Steps: follow up with cust to make sure veh is running as should and offer a esp. Mayra Garza Ford
Motor Company Customer Experience Specialist, Ford CX Team MGARZA23@FORD.COM /
WWW.FORD.COM office: 866-631-3788 ext.79585

2021-11-05 22:30:44 OBC to DLR 5208363100 No one was picking up in the Service Dept. OBC to cUST I G N CusT
says they picked up VEH. CUST was upset because the DLR charged her $400 with all the upselling that
they do. | told them their agent will reach out next week and look into offering an ESP to make up for it.
Next Steps: F/U with CUST to offer them an ESP. Ford Motor Company ® Rashif Shah Customer
Experience Specialist, Ford CX Team rshah48@ford.com | www.ford.com office: 866-631-3788 ext. 79696
Mon-Fri 12:30PM to 9:00PM

2021-11-05 22:34:18
IBC to CXS

CUST called to say he was charged an amount more that what was told him. Said DLR said Ford told them to
charge the diagnostic fee. Also said he will only be available the next 30 minutes to receive agent call. Would
like a calll back within 30 minutes.

Advised CUST | would let agent know and a f/u is scheduled for today.

Ford Motor Company

Linda Paley

Customer Experience Specialist
866-631-3788x79695

11:30 am - 8:00pm central standard time
Ipaley@ford.com/www.ford.com
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2022-01-11 14:38:39

IBC: | advised cust that FMC offers a rental reimbursement program that cover $35 a day for the cost of a
rental veh in Bailie is unable to place her in a rental or loaner veh.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-12 14:56:39

OBC: | contacted the cust to advise that the FMC will cover $1,404.25, leaving the remaining balance of
$468.08 as the cust responsibility. Cust accepted the offer. | will follow up Bailie via email to advise.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-25 18:58:09

OBC: | contacted cust to advise that veh should be completed today. Once repairs are complete | email the
approval code to her SA. | advised cust | will follow up with her once she has pick up her veh for a repair sat
check.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-26 14:32:43

From: Walker, Alyece (A.)

Sent: Wednesday, January 26, 2022 8:32 AM
To: 'Balie Hazlett'

Subject: RE: RE: RE: 0809818 CRM:0809821

Good morning Baile,
| would the following information for both repairs to proceed with the fin assist request:

Diagnosis / Customer Concern / Vehicle Failure:
Warranty Price for PARTS: $ 0.00

Warranty Price for LABOR: $ 0.00

Total Repair Cost: $ 0.00

Repair Order Number (6 digits please):

Open Date:

Open Miles:

Line Number for possible financial contribution:

Thank you for your partnership,

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-26 18:49:49

OBC: | contacted the cust to review the fin assistance offer with for the two additional repairs. | was not able
to speak with her, | left a vm and sent a follow up email.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985
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2022-01-26 19:50:50

From: Walker, Alyece (A.)
Sent: Wednesday, January 26, 2022 1:50 PM

To: 'Balie Hazlett'
Hi Balie,
FMC will contribute the following amount towards the additional repairs:

REPLACE BLEND DOOR ACTUATOR MOTOR
Total Cost: $240.99

FMC Share: $192.79

Customer Share: $48.20

REPLACE FRONT CONTROL ARMS AND LINKS
Total Cost: $1180.43

FMC Share: $885.32

Customer Share: $295.11

Please reach out to me once the repairs are complete for the approval codes.
Thank you for your partnership,

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-28 15:20:53

OBC: | contacted the dIr to speak with Balie to confirm if repairs were complete on the cust veh. | was
connected with a VM, | sent a follow up email for a status update.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-28 20:12:40

OBC: | contacted the cust to advise that FMC cannot assist with additional repair that the tech noticed. |
advised the cust that there is a part delay for a part needed for the repair.

Alyece Walker

Customer Experience Specialist
awalk207 @ford.com | www.ford.com
office: 866-631-3788 ext. 79323
efax: 8884108985

2022-01-30 00:29:24

*** CASE REASSIGNMENT

2022-02-08 17:31:19 *WEB*THIS IS A COPY OF THE EMAIL SENT TO ('DADAM227@FORD.COM') Ro#238793 Line 01:
Parts $1136.63 Labor $243.86 Total $1380.48 Line 02: Parts $375.23 Labor $116.62 Total $491.85 Line 04:
Parts $35.83 Labor $201.44 Total $237.27 Line 05: Parts $803.99 Labor $371.07 Total $1175.06 Total for
all repairs $3284.66 As per previous emails with (‘Walker, Alyece (A.)' <AWALK207 @ford.com ( Customer
total for above repairs $811.39 Ford total assistance $2473.27

2022-02-08 18:15:51 4128282300 ext 2822 IBC from DLR Hazlett Bailie wanting to get 4 approval codes for repairs that have
been completed. States veh has been repaired for 5 days and still have not been provided an approval code.
Advised that if only 1 approval code was needed | would be happy to generate for her but since 4 were
needed, | would reach out to agent and sup to get approval codes generated. Upon review of case 3 codes
have been generated already. Line 1 Ford Share $1404.25 MSPA335643 Line 4 Ford Share $192.79
MSPA335892 Line 5 Ford Share $881.30 MSPA452292 Dealer is needing an approval code generated for
line 2 Parts $375.23, Labor $116.62, Total $491.85 Next Steps: document cust recontact Ford Motor
Company ® Maria Flannagan Customer Experience Specialist - SUV/PV Team Mflanna1@ford.com |
www.ford.com office: 1-866-631-3788 ext. 79662 Mon-Wed, Fri-Sat 8:00-4:30pm CST

2022-02-08 18:19:22
Spoke w/ Dealer, Gave financial assistance approval Code. Will Call Cstmr for Satisfaction Call on 2/10 .

Ford Motor Company ®

CXS Darylnisha Adams

Customer Experience Specialist/Dealer Experience Specialist, Ford CXS Team
Dadam227@ford.com |www.ford.com

office: 866-631-3788 ext. 79838

2022-02-08 18:22:19 Spoke w/ Dealer, Gave financial assistance approval Code. Will Call Cstmr for Satisfaction Call on 2/10 .
Ford Motor Company ® CXS Darylnisha Adams Customer Experience Specialist/Dealer Experience
Specialist, Ford CXS Team Dadam227 @ford.com |www.ford.com office: 866-631-3788 ext. 79838
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2022-02-09 20:35:06

Followed up w/ Customer w/ satisfaction call , Cstmr states he in very satisfied w/ his vehicle after repairs & is
having no other issues.

Ford Motor Company ®

CXS Darylnisha Adams

Customer Experience Specialist/Dealer Experience Specialist, Ford CXS Team

Dadam227@ford.com |www.ford.com
office: 866-631-3788 ext. 79838
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case NuveeR: [N STATUS: Resolved

OPEN: 02-16-2022 CLOSED: 02-21-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Passenger Vehicle Concern NA CRC COMMUNICATION: Chat

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | Has been to dealer | Inside Criteria

DEALER NAME: Puente Hills Ford

PA CODE: 07543 DLR SALES CODE: 71072 REGION: W1 ZONE:

vin I oDEL YEAR: 2018 MODEL: FLEX MILEAGE: 51,600

BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV
LAST NAME FIRST NAME MIDDLE:

ADDRESS:

city sTATE zIP GOUNTRY: HACIENDA HTS | CA | [ vs~

Howe prone I

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Rachel Wells-Booker
COMMENTS:

2022-02-16 18:20:55

CONTACT VIA: PHONE_

CUST SAYS:Good morning we own a 2018 Ford Flex and | dropped it off at the first dealer to have the back
up camera checked as it no longer connects consistently. The vehicle has 51600 miles. | received a call from
the dealer and the repair cost will be $1200 minus the 180 diagnostic fee. Is there anything that can be done
to assist with these costs. Good will ir discount codes. Due to the effects of COVID on our home. | cannot
afford 1200. Thank you in advt for any assistance you may be able to provide

CUST SAYS, DLR SAYS:I received a call from the dealer and the repair cost will be $1200 minus the 180
diagnostic fee.

CRC ADVISED: Escalate for financial assistance. A specialist will be reaching out within 1 business day from
an 800-toll-free number.

2022-02-16 19:00:37 OBC to DLR @_serv 2 SM -Dave Okamoto dave@puentehillsford.com PM- SA- Shannon
smcdowell@puentehillsford.com RO# 193985 Diagnosis? Rear Camera Mileage? 51,600 VOR? 2/16/2022
OBC to Cx @562 6651621 Interested in Fin Assist Cxs email DLR for Fin Assist Info Da’Jon C. Customer
Relationship Center-SUV Team Ford Motor Company ® dcole124@ford.com | www.ford.com Office: 866-
631-3788 Ext. 79521 Mon-Fri 8am-4:30pm CST

2022-02-17 18:55:33 08¢ to Cx N o Answer ** Left a VM~ OBC to DLR @ N : 3034
SMCDOWELL@PUENTEHILLSFORD.COM Ask for Shannon McDowell Spoke to Shannon informed him
waiting to get in contact with Client to present Fin Assist Veh is already repaired Da'Jon Customer
Relationship Center-SUV Team Ford Motor Company ® dcole124@ford.com [www.ford.com Office: 866-
631-3788 Ext. 79521 Mon-Fri 8am-4:30pm CST

2022-02-17 19:06:45 0BC to Cx@I Customer Share $482.28 Ford/Lincoln Share $723.42 Client Accepted Fin Offer
Client was very pleased OBC to DLR @ -~ 3034 email dave@PUENTEHILLSFORD.COM
Cxs Email DLR for Verification of Fin Assist before providing approval Code Da'Jon Customer Relationship
Center-SUV Team Ford Motor Company ® dcole124@ford.com |www.ford.com Office: 866-631-3788 Ext.
79521 Mon-Fri 8am-4:30pm CST

2022-02-17 20:48:40 OBC to DLR @_ Spoke to Dave SM  Says he received email & information is accurate Cxs
Generated approval Code MSPA244362 Da'Jon Customer Relationship Center-SUV Team Ford Motor
Company ® dcole124@ford.com |[www.ford.com Office: 866-631-3788 Ext. 79521 Mon-Fri 8am-4:30pm
CST

2022-02-18 19:52:38 Cust already picked up vehicle. DRL already got approval code. Cust is satisfied with repairs.
2022-02-19 20:39:35

Close Case: Case approved to close.
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caste Nnuveer: G STATUS: Resolved

OPEN: 03-09-2022 CLOSED: 04-14-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Exec Liaison NA CRC COMMUNICATION: Email

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

DEALER NAME: Signature Ford of Perry

PA CODE: 01645 DLR SALES CODE: 48526 REGION: A1 ZONE: G2B

vin: I  VODEL YEAR: 2015 MODEL: FLEX MILEAGE: 103

BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:
ADDRESS:

ciry sTATE zIP cOUNTRY: HASLETT | Mi | [ vsA

HOME PHONE:

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Lynn Arledge
COMMENTS:

2022-03-09 17:18:57

**Executive Liaison**

**Email addressed to EL**

**GA request EL contact customer directly about issue identified with back-up camera**

**OBC to the customer. Customer says the back-up camera in his vehicle intermittently goes black, flips
upside down etc.. The customer says the vehicle has exhibited this issue for months. The customer is
seeking to have the concern resolved a final time.

EL apologized for the issue with the vehicle. EL advised the customer we will contact the dir and f/u with the
customer.

OBC to the dIr. Spoke with the SM, Glenn. The dIr confirmed they reviewed this issue before, but the camera
did not need to be replaced at the time. The dIr agreed to diagnose the vehicle. DIr says they diagnose
vehicles on Mondays and Tuesdays. EL advised dIr we will contact the customer and request he schedule an
appt for Monday or Tuesday.

EL to cover cost of camera and rental.

OBC to the customer. Left detailed msg to schedule appt and f/u with EL.
2022-03-15 18:51:12

IBVM from the customer. Vehicle scheduled for 3/16.

EL to f/u with dIr on status of repairs.
2022-03-17 20:38:18

Approved Cost of Repair:

MSPA663011

Program Code: P53

EL to f/u to ensure repairs are complete.
2022-03-31 18:59:45

OBC to the customer to ensure repairs are complete.

EL to f/u to close the case.
2022-04-07 17:47:39

4/1- IBC from the customer. The customer says he is scheduled to bring the vehicle in the week of 4/4 for
repairs.
EL to f/u to ensure repairs are complete.

2022-04-14 21:11:29
OBC to the dIr. The dIr says repairs were completed and the vehicle was returned to the customer.

EL is closing the case at this time, but will f/u as appropriate.
No further action required.
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2022-05-11 13:53:14 From: Myers; - Wednesday, May 11, 2022 8:42 AM To: jim@woodlandford.com
Subject: Re: Good morning, Thank you for getting him to accept. Yes, please
reach out once complete and I will process the approval code. When will the vehicle be complete with
repairs? Kindest regards, Ford Motor Company ® Laura Myerscough Customer Experience Specialist
LMYERSCO@ford.com | www.ford.com office: 866-631-3788 ext. 79112 efax: 888-445-8602

2022-05-11 16:18:56 cxs Laura ext 79112/ 0BC to DLR NI spoke with Jim he advised that the part came in this
morning, schedule him in for Next week on Wednesday 5/18/2022. The customer has his vehicle. He was
in yesterday, he asked him Maintenance contract in his hand, it expired, he is done with this, throw it away so
he doesn't have to worry about it. NEXT STEPS: f/u with cust on 5/11/2022 with update on vehicle status.
Ford Motor Company ® Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com |
www.ford.com office: 866-631-3788 ext. 79112 efax: 888-445-8602

2022-05-11 16:25:32 CXS Laura ext 79112/ OBC to CUST IIIIIEE Customer did not answer, left message advising, that
SM Jim did order parts for his repair, he will call them once they are received to schedule them in for repair.
NEXT STEPS: f/u with dIr and cust on 5/18/2022 to confirm if repairs are complete. Ford Motor Company ®
Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-
3788 ext. 79112 efax: 888-445-8602

2022-05-18 18:14:01 cxs Laura ext 79112/ OBC to DLRIIIIEMEEE. Spoke with Jim, he did get the camera in, he doesn't
know when it will be. Schedule him Thursday or Friday next week to get back up camera complete. NEXT
STEPS: F/u with cust on 5/18/2022 to confirm with customer if he can take his vehicle to the dealership for
repairs on Thursday or Friday next week. Ford Motor Company ® Laura Myerscough Customer Experience
Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-3788 ext. 79112 efax: 888-445-8602

2022-05-18 18:36:18 CXS Laura ext 79112/ OBC to CUSTIIIEEEEE Spoke with [ | advised that the part is in, and
that we need to get 10AM Thursday. Spoke with customer | advised to go to the dealership on Thursday at
10AM. NEXT STEPS: advised the dealership he will be coming in on Thursday 10AM. Ford Motor
Company ® Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com
office: 866-631-3788 ext. 79112 efax: 888-445-8602

2022-05-18 18:39:28 From: Myerscough. Laura (L ent: \Wednesday, May 18, 2022 1:i7 PM To: jim@woodlandford.com
Subject: Re: Good afternoon Jim, ill be at the dealership on
Thursday 5/26/2022 at TU AM. I hank you for your assistance. Kindest regards, Ford Motor Company ®
Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-
3788 ext. 79112 efax: 888-445-8602

2022-05-25 18:14:26 cxs Laura ext 79112/ 08C to LRI  spoke with Jim | advised | wanted to confirm if he got my
email on Mr. coming into the dealership tomorrow, he advised yes. | advised | would touch base with
him Friday to confirm repair is complete and to provide the approval. NEXT STEPS: f/u with cust on
5/25/2022 to confirm he is going to his appt tomorrow. Ford Motor Company ® Laura Myerscough Customer
E‘)l(peé'georace Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-3788 ext. 79112 efax: 888-

5-

2022-05-25 18:21:38 cxs Laura ext 79112/ 0BC to CUST|| I ne cid not answer, left message advising that this is a
reminder that he has appt tomorrow at woodland Ford at 10am. NEXT STEPS: f/u with dIr and cust on
5/27/2022 to confirm repair is complete and provide approval code.  Ford Motor Company ® Laura
Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-3788
ext. 79112 efax: 888-445-8602

2022-05-25 21:08:48 CXS Franchesca Adames/79539/fadames@ford.com IBCC - Client called in and stated that they missed a
call from there agent and they wanted to know if the part had come in so repair could be complete. Next
Steps: Sent message to agent through webx and added a recontact to case. Ford Motor Company ®
Franchesca Adames Customer Experience Specialist fadames@ford.com / www.ford.com Office:
1.866.631.3788 Ext. 79539

2022-05-27 15:02:05 CXs Laura ext 79112/ 0BC to DLRIIIMMMEE Spoke with Jim, he advised that the vehicle is repaired
and released back tc ]l NEXT STEPS: send email to dir with the approval code and then f/u with
cust on 5/27/2022 to check on satisfaction of repair. ~ Ford Motor Company ® Laura Myerscough Customer
Experience Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-3788 ext. 79112 efax: 888-

445-8602
2022-05-27 15:03:03 From: Mver: h Laura (L) Sent: Friday, May 27, 2022 10:02 AM To: jim@woodlandford.com Subject:
Re Hi Jim, Thank you so much for your assistance with this customer. Here is

the approval code, let me know if you need anything else! MSPA777244 Kindest regards, Ford Motor
Company ® Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com
office: 866-631-3788 ext. 79112 efax: 888-445-8602

2022-05-27 17:06:42 cxs Laura ext 791122 OBC to CUST | sooxe with customer he said everything is good, it is
working as intended. It helps if they put it on the corner or hatch back or trucks put it on the roof so the shocks
don't ruin it. He said for every car they sell when the change happens he should get a $1. | advised we
cannot do that, but appreciate the recommendation NEXT STEPS: Close case Ford Motor Company ®
Laura Myerscough Customer Experience Specialist LMYERSCO@ford.com | www.ford.com office: 866-631-
3788 ext. 79112 efax: 888-445-8602
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case nuveer: GGG STATUS: Resolved

OPEN: 06-15-2022 CLOSED: 06-17-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Dealer NA CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | Financial Assistance - VehPay; ConExp; Refund |
DEALER NAME: Woltz & Wind Ford, Inc.

PA CODE: 07467 DLR SALES CODE: 44021 REGION: G4 ZONE: G4D

vin [ VODEL YEAR: 2016 MODEL: FLEX MILEAGE: 77,362

BODY STYLE: K6D - FLEX LTD AWD 4-DR MPV
LAST NAME FIRST NAME MIDDLE;

poress GG

cITy STATE zIP COUNTRY: IMPERIAL | PA | [N vsA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Appearance

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM
COMMENTS:

2022-06-15 14:43:30 Case N N customer : [ INGNGNG@GEEEE sicss Phone : Home
Phone : Mobile Phone : BBl TV Score : 65 Vehicle Purchase Status : Subsequent
Owner Ford Credit Contract Number : Part Number : Dealer Name : Woltz & Wind Ford, Inc. Dealer P&A :
07467 Dealer phone : 4122794551 VIN ear : 2016 Make : Ford Model : FLEX
Mileage : 77362 Engine Specification : 3.5L Cyclone V6 Petrol TIVCT Transmission Specification : 6 Speed
Auto Transmission 6F50 Warranty Start Date : 2016-03-18 Open Recall/FSA: : NA ESP : COVER%

- CPCLIGHT 0968 - EXPIRED STANDARD DEDUCTIBLE:100 USDOWNER NAME:
PTIONS:KEYSVCRDSD,LIGHTING,1STDAYRENT EXPIRATION
DATE:03/18/2022DISTANCE:100000RENTAL:35 UP TO 10 DAYS TOWING:0 USDCONTRACT SOLD
BY:USA 07467ESP CONTRACT START DATE: 03/18/2016 ESP CONTRACT START DATE: 03/18/2016
Hotline Contact : NA Warranty History : NA

2022-06-15 14:44:53 DXS IBPM: Customer requesting financial. Customer is a long-time customer here with other vehicles also
and family member cars also. Car was purchased here, is serviced here on a regular basis.
2022-06-15 14:46:20 DXS OBPM: Good morning, Please advise the unit concern and if the repair would have been covered

under B2B Warranty for further support. Thank you for your partnership, Ford Motor Company ® Dealer
Experience Specialist, Ford DX Team Kourtni Martin kmart232@ford.com | www.ford.com office: 1-866-631-
3788 ext. 79353 efax:

2022-06-15 14:47:13 SA Richard Huntley rhuntley@woltzwindford.com

2022-06-16 17:34:48 DXS 0BC to DLR|IIEE D XS verified unit would have been covered under B2B Warranty DXS was
advised DLR submitted case to CRC and was unable to re-submit to generate approval through Dealer
Empowerment DXS provided Share recommendations and DLR advised he would review case for approval
code $329.41 $219.60 Approval code: MSPA502773 Next Steps: Call complete

2022-06-16 18:29:23 DXS JAMIE IBPM FROM DLR: Camera inop, no it is not covered by warranty due to mileage
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case nuveer: |G STATUS: Resolved

OPEN: 06-21-2022 CLOSED: 06-21-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Recall NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | CLP / Lincoln Loyalty Criteria | Has not been to Dealer

DEALER NAME: Webb Ford, Inc.

PA CODE: 01892 DLR SALES CODE: 41075 REGION: G1 ZONE: G1D
viNNIIIIE  VODEL YEAR: 2016 MODEL: FLEX MILEAGE: 80,000
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LasT NAME FIRST NAME miDDLE N

ADDRESS

ciry sTATE ziP CoUNTRY: CROWN POINT [N | [l vs~

HOME PHONE:

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

ANALYST NAME: Helen Joy Borromeo OPEN ANALYST NAME: Helen Joy Borromeo

COMMENTS:

2022-06-21 18:27:12 CUST SAYS Cust has a 2016 ford flex, a couple of years after the back up camera went out, was outside the

warranty. It was repaired and FMC assisted with the repair but it is broken again, asking if there is a recall on
it. This is the second time is has broken. It would show a blue screen when veh is put in reverse. Saw online
that PER CUST, DLR SAYS CRC ADVISED Asked for the VIN. There are no recalls on the veh. ART HILL
FORD 06-DEC-2019 The National Highway Traffic Safety Administration (NHTSA) investigates safety
defects in motor vehicles. Ford Motor Company and NHTSA work together to proactively identify areas of
concern through investigation of consumer and dealer feedback. During an investigation, Ford co-operates
fully with NHTSA not all issues result in recall. There are no recal T CRITERIA MET
but has not been to dIr. VEHICLE DESCRIPTION:2016 Flex VIN ILEAGE 80,000
WARRANTY START DATE:07-March-2016 CLV 87 Explain to cust that her concern can be escalated for
review regarding the Wowever veh has to be diagnosed first. Provided case
number for reference Called Art Hill Ford using (219) 738-5300, they have no
availability until July 5. Contacted Webb Ford, no appointment needed, they do first come first served.
Conference cust with dIr. She will have her husband take veh in, there are no loaners available but they have
shuttle service. Webb Ford, Inc. 9809 Indianapolis Highland, IN 46322-2622 Tel: (219) 924-3400
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CASE NUMBER:_ STATUS: Information Provided

OPEN: 08-01-2022

CLOSED: 08-25-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Ford Employee Customer Support NA CRC COMMUNICATION: Email
CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | CCT Criteria |

DEALER NAME:
PA CODE:

vin: I

DLR SALES CODE: REGION: ZONE:
MODEL YEAR: 2016 MODEL: FLEX MILEAGE:

BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE : ||

~ooress NG

city sTATE zIP coUNTRY: WOODHAVEN | Mi | ||| usA

HOME PHONE

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

ANALYST NAME: Elizabeth Mccarty

COMMENTS:
2022-08-01 16:31:47

2022-08-01 16:37:53

2022-08-01 16:38:15

2022-08-02 13:04:58

2022-08-04 16:29:30

2022-08-09 15:41:32

2022-08-11 15:17:45

2022-08-16 16:32:56

2022-08-24 15:20:43

OPEN ANALYST NAME: P Rxsalp

FEFFS Rena 76018 OBC CUST @_VM w/contact information and that | need the Dealers
name she plans on taking the vehicle to so we can get a diagnosis. FEFFS w/F/U 8/2/2022 for 2nd initial.
Ford Motor Company ® Rena Moretti Ford Employee Friends and Family Support Manager
RMORETT1@ford.com | www.ford.com office: 866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00
PM Eastern

Case NP customer : NG s css Phone : Home
Phone : Mobile Phone : LTV Score : Vehicle Purchase Status : Subsequent owner per NAVIS

Ford Credit Contract Number : NA Part Number : NA Dealer Name : Not available at this time Dealer P&A :
Not available at this time Dealer phone : Not available at this time VIN : Year : 2016
Make : Ford Model : FLEX Mileage : 9833 Engine Specification : 3.5L V6 CYCLONE TIVCT Transmission
Specification : 6 SPD AUTO TRANS 6F Warranty Start Date : 2016-11-30 Open Recall/FSA: : 20S04 REAR
SUSPENSION TOE LINK REPLACEMENT ESP : 0968 - USA 2019 NEW 96/100000 PREMIUMCARE

W/ROADSIDE Hotline Contact : NONE Warranty History : NONE
FEFFS Rena 76018 OBC CUST @ﬁ LVM w/contact information and that | need the Dealers

name she plans on taking the vehicle to so we can get a diagnosis. FEFFS w/F/U 8/2/2022 for 2nd initial.
Ford Motor Company ® Rena Moretti Ford Employee Friends and Family Support Manager
RMORETT1@ford.com | www.ford.com office: 866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00
PM Eastern

FEFFS Rena EXT 76018 FEFFS OBC to CUSTIMMM L VM. FEFFS OBE to CUST: Dear Ms.

My name is Rena Moretti. My contact information is below and your case # is above. | have
called you twice but it goes straight to Voicemail. | do need to talk to you about your case. | would need you to
go to a dealership to have the vehicle diagnosed so we can review if we can help you get that done by
perhaps putting an emergency order on parts, etc. | look forward to hearing from you soon. You may contact
me either way. Thank you so much for being a part of the Ford family. BEST, Ford Motor Company ® Rena
Moretti Ford Employee Friends and Family Support Manager RMORETT1@ford.com | www.ford.com office:
866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00 PM Eastern Ford 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 FEFFS w/F/U 8/4/2022 for 3rd initial
w/CUST. Need DLR info. Ford Motor Company ® Rena Moretti Ford Employee Friends and Family Support
Manager RMORETT1@ford.com | www.ford.com office: 866-631-3788 ext. 76018 Monday - Friday 8:30 AM
to 5:00 PM Eastern

FEFFS Rena EXT 76108 FEFFS OBC to CUST/JJJJJll AoV call is recorded. ADV CSM's contact

information. ADV CSN's role Spoke to CUST regarding her vehicle and that | need her to get the vehicle to a

DLR and let me know where she has brought it in so | can F/U. FEFFS W/F/U 8/9/2022 w/DLR name, etc.

Ford Motor Company ® Rena Moretti Ford Employee Friends and Family Support Manager

IF;ll\\/l/l(jéRETﬂ@1‘ord.com | www.ford.com office: 866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00
astern

FEFFS Rena ext 7618 FEFFS OBC to CUST @ I | \/\\! to call/email me with the DLR info
so we can get her case moving forward. ADV if her vehicle doesn't get to e DLRSHP in 2 weeks, | would
have to close the case. FEFFS w/F/U 8/11/2022 w/CUST for DLR's name. Ford Motor Company ® Rena
Moretti Ford Employee Friends and Family Support Manager RMORETT1@ford.com | www.ford.com office:
866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00 PM Eastern

FEFFS Rena EXT 76018 FEFFS OBC to CUST/stating | still need her to get her vehicle to a DLR. FEFFS
w/F/U 8/13/2022 to try to get DLR's information so we can move this case along. Ford Motor Company ®
Rena Moretti Ford Employee Friends and Family Support Manager RMORETT1@ford.com | www.ford.com
office: 866-631-3788 ext. 76018 Monday - Fri 0 5:00 PM Eastern

FEFFS Rena Ext 76018 FEFFS OBC to CUS LVM that | would really like to help her. had she
brought her vehicle t a DLR yet? Went straight to VM. FEFFS w/F/U 8/23/2022 and then do a UTC. Ford
Motor Company ® Rena Moretti Ford Employee Friends and Family Support Manager
RMORETT1@ford.com | www.ford.com office: 866-631-3788 ext. 76018 Monday - Friday 8:30 AM to 5:00
PM Eastern

FEFFS Rena Ext 76018 FEFFS w/F/U 8/25 as scheduled Ford Motor Company ® Rena Moretti Ford
Employee Friends and Family Support Manager RMORETT1@ford.com | www.ford.com office: 866-631-
3788 ext. 76018 Monday - Friday 8:30 AM to 5:00 PM Eastern
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2022-08-25 19:45:49
FEFFS Elizabeth assisting FEFFS Rena, UTC emails/close case:

Mccarty, Eli )
Dear Ms
This correspondence is in response to a contact you or a Ford employee made on your behalf with the Ford

Customer Relationship Center on 1 August, 2022 regarding your 2016 Ford Flex. | attempted to reach you
three times between 11 August - 23 August, 2022, but was unable to make contact.

As your Ford Customer Service Manager, | would like the opportunity to address your concerns and assist in
providing a resolution for them.

Please contact me at 1-866-631-3788, ext. 76018. | am available Monday through Friday between 8:30 am -
5:00 pm Eastern Standard Time. Please disregard this correspondence if we have had the opportunity to
discuss your case.

Sincerely,

Ford Motor Company ®

Rena Moretti

Ford Employee Friends and Family Support Manager
RMORETT1@ford.com | www.ford.com

office: 866-631-3788 ext. 76018

Monday - Friday 8:30 AM to 5:00 PM Eastern

Ford Motor Company ®

Elizabeth McCarty

Ford Employee Friends and Family Support
EMCCAR32@FORD.COM | www.ford.com
office: 866-631-3788 ext. 76025

efax: 8662559162

Monday - Friday 8:00 AM to 4:30 PM Eastern

Ford 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.

Ford Motor Company ®

Elizabeth McCarty

Ford Employee Friends and Family Support
EMCCAR32@FORD.COM | www.ford.com
office: 866-631-3788 ext. 76025

efax: 8662559162

Monday - Friday 8:00 AM to 4:30 PM Eastern

Mccarty, Elizabeth (E.)
This notification is to advise you that the Ford Employee Friends and Family request you submitted is now
closed. Thank you for being an advocate for the Ford Motor Company.

Ford Motor Company ®

Rena Moretti

Ford Employee Friends and Family Support Manager
RMORETT1@ford.com | www.ford.com

office: 866-631-3788 ext. 76018

Monday - Friday 8:30 AM to 5:00 PM Eastern

Ford Motor Company ®

Elizabeth McCarty

Ford Employee Friends and Family Support
EMCCAR32@FORD.COM | www.ford.com
office: 866-631-3788 ext. 76025

efax: 8662559162

Monday - Friday 8:00 AM to 4:30 PM Eastern

Ford 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.

Ford Motor Company ®

Elizabeth McCarty

Ford Employee Friends and Family Support
EMCCAR32@FORD.COM | www.ford.com
office: 866-631-3788 ext. 76025

efax: 8662559162

Monday - Friday 8:00 AM to 4:30 PM Eastern
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2022-08-17 15:05:38

e

From:

Sent: weanesaay, August L/, 2022 8:47 AM
To: McCrary, Sheri

Subject: Case #

Hi Sheri,
Thank you for the quick call back! | am very surprised as | submitting something 2 years ago and got no
response!

Are you asking me what dealership | purchased the Vehicle from?

Royal Oak Ford Royal Oak Michigan
Are you asking me where | would like the Vehicle Repairs done?

Dean Sellars in Troy Michigan
My mailing address is 3552 Paddington Drive, Troy Michigan, 48104

Best Regards,

Primary Designer — Seat Structures
FECDS & G
TCO 1BF23

Sheri McCrary

Ford Employee Friends & Family Support Manager
Ford Motor Company ®

(866) 631-3788 Extension: 77737
smccralO@ford.com /www.ford.com

efax: (866) 255-9162

Monday - Friday 8:00 AM to 4:30 PM Eastern

2022-08-17 15:58:19

FEFFCS OBC CSM Sheri (EXRT 77737) to DLR Dean Sellers Ford @ 912486437500

Brandon in Service

Verified last eight of VIN

Need to charge a $140.00 DIAG Fee- will go toward cost of repair- may be a wiring issue, need a
replacement camera

Tentative appointment for Tuesday, August 23, 2022 at 8:00 a.m. — will need to drop off

RO#/open date:
Mileage:

VIN

Vehicle down/where? no

Repair status: TBD

CSAT status: repair assistance

Next steps: DIAG

Case to be resolved upon repair completion
Customer in rental: no

F/U after app’t for DIAG

Sheri McCrary

Ford Employee Friends & Family Support Manager
Ford Motor Company ®

(866) 631-3788 Extension: 77737
smccral0@ford.com /www.ford.com

efax: (866) 255-9162

Monday - Friday 8:00 AM to 4:30 PM Eastern

2022-08-17 16:33:35

FEFFCS OBC CSM Sheri (EXRT 77737) to DLR Dean Sellers Ford @ 912486437500
Brandon in Service- left VM message:

Cancel DIAG app't for Tuesday- have F/U questions for DLR
Gave CUST name - & last eight of VIN

CanWﬂt for Tuesday, August 23, 2022 at 8:00 a.m.
VIN:

Sheri McCrary

Ford Employee Friends & Family Support Manager
Ford Motor Company ®

(866) 631-3788 Extension: 77737
smccralO@ford.com /www.ford.com

efax: (866) 255-9162

Monday - Friday 8:00 AM to 4:30 PM Eastern
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2022-09-09 15:51:59

FEFFCS OBE CSM Sheri (EXT 77737) to CUST_

From: McCrary, Sheri (S.)
Sent: Friday, September 9, 2022 11:50 AM
T

o
Subject: Friends & Family case_
Dear Mr._

| did see your WebX messages, but we are not allowed to use that method to communicate for our cases- |
did mean to contact you after the first WebX and apologize for the delay. | am very glad that you were able to
get the repair completed and sorry that Friends & Family couldn’t be of more assistance to you.

And your disappointment in not being able to have our help as you expected is understandable. | am truly
sorry that your experience was not as anticipated but appreciate your kind words regarding my efforts. You
are a valued Ford Motor Company Family member- and | appreciate you greatly.

Please keep my contact information (below) and if we can help you in the future feel free to send an
email—take care and have a great weekend!

Sincerely;

Sheri McCrary

Ford Employee Friends & Family Support Manager
Ford Motor Company ®

(866) 631-3788 Extension: 77737
smccralO@ford.com /www.ford.com

efax: (866) 255-9162

Monday - Friday 8:00 AM to 4:30 PM Eastern

Ford Confidentiality Statement:

This email may contain privileged communications. If you have received this information in error, please
immediately delete 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 for your cooperation and compliance.

Sheri McCrary

Ford Employee Friends & Family Support Manager
Ford Motor Company ®

(866) 631-3788 Extension: 77737
smccralO@ford.com /www.ford.com

efax: (866) 255-9162

Monday - Friday 8:00 AM to 4:30 PM Eastern

PE24-030 000129 GCCT PV



CASE ATTACHMENTS:

PE24-030 000130 GCCT PV












CASE ATTACHMENTS:
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CASE NUMBER: _ STATUS: Information Provided

OPEN: 02-17-2023 CLOSED: 02-17-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Chat NA CRC COMMUNICATION: Chat

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: 2016 MODEL: FLEX MILEAGE: 70,000

BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

CITY STATE zIP COUNTRY: LAND O LAKES | FL | HIINEEEEN| UsA

Home pHONE: [IEGNG

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

ANALYST NAME: Wendy Gonzales OPEN ANALYST NAME: Wendy Gonzales

COMMENTS:

2023-02-17 15:34:23
UNABLE TO ESC TO FIN ASSISTANCE - PAST 7 YEAR CRITERIA
WARRANTY START DATE:09-April-2017
CONTACT VIA: (OPT-IN TEXT )
CUST SAYS:my camera turns on intermittendly when in reverse, sometimes on and works fine and other
times the screen doesnt even change over from the radio.there are recalls related to the back up camera on
other makes/models. can | submit my issue to be reviewed for a potential recall?
CUST SAYS, DLR SAYS:70K miles. and no because the dealer charges $250 just to look at it. cant afford it
CRC ADVISEDAnNytime, and thank you for allowing me to review the VIN. There aren't any Field Service

Actions like Recalls or Customer Satisfaction Programs related to the rear camera, you can enter VIN through
link below to cross-reference:
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case nuveer: NG STATUS: Information Provided

OPEN: 03-27-2023 CLOSED: 03-27-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Chat NA CRC COMMUNICATION: Chat

CASE CLASS LV 1234: Owner Website | Account Maintenance | |

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:

vin: I oo:L vEAR: 2017 MODEL: FLEX MILEAGE: 79,000
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

appress: G

CITY STATE ZIP COUNTRY: NORTH TONAWANDA | NY | - USA

HOME PHONE|

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

ANALYST NAME: Janelle Suniga OPEN ANALYST NAME: Janelle Suniga
COMMENTS:

2023-03-27 16:52:01

Thank you for choosing to chat with us. We will be with you shortly. You are currently 1 waiting in queue.

You are now chatting with Janelle. Please do not enter any sensitive personal data such as social security
number or credit card numbers.

Janelle 10:34 AM
Hellolll My name is Janelle. How can | assist you today?

I 1 034 AM

Hi there, | am just tryin to see what electrical services were made to my car on the services report

Janelle 10:35 AM
Thank you for chatting in today! | would be happy to assist you. May | please have the vehicle VIN?

0:36 AM

Janelle 10:36 AM
Please give me 2-3 minutes to pull up the vehicle information.

0:36 AM
OK thank you. It was just saying | wasn't the owner so | couldn’t view them but | am in fact the owner lol

Janelle 10:37 AM
You are welcome! | am checking into this now.

Janelle 10:39 AM
To confirm, your vehicle is the 2017 Flex?

Janelle 10:41 AM
| haven't heard from you in a few minutes. Do you need more time?

I 21 AM

yes

10:41 AM <div class=\"bubble\" style=\"background:white; border-color:initial; border-image-
outset:initial; border-image-slice:initial; border-style:none; border-width:initial; box-shadow:none;
color:#444444, font-family:Sego
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2023-03-27 16:52:15

10:51 AM

Awesome. | was only curious what the services were for the car bc I'm having rear camera issues and was
wondering if it was a previous issue

Janelle 10:53 AM

I'am not seeing any open or closed issue for the rear camera. Also, Can you please verify for me your Phone
number and mailing address so | can make sure its correct in our case notes today. Thank you!

- -
Nortn ronawanda, NY.

Janelle 10:
Thank you, What is the mileage on your vehicle?

10:55 AM
around 79,000

Janelle 10:55 AM
Thank you! What issues are you having with the rear camera?

0:56 AM
It give me a camera not available screen with a yellow triangle and ! In the middle

Janelle 10:57 AM

Thank you for that information! C an you tell me if you have had your vehicle inspected by your local Ford
dealer for this concern? If so, when?

0:58 AM
no I naventnc It is intermittently happening

<div class=\"name\" style=\"background-attachment:initial; background-clip:initial; background-color:initial;

background-image:initial; background-origin:initial; background-position:center center; background-repeat:no-
repeat limportant; background-size:initi
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case numser GGG STATUS: Resolved

OPEN: 08-17-2023 CLOSED: 09-14-2023 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Correspondence NA CRC COMMUNICATION: Letter

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

PA CODE: DLR SALES CODE: REGION:

VIN MODEL YEAR: 2015 MODEL: FLEX
BODY STYLE: K6éD - FLEX LTD AWD 4-

LAST NAME FIRST NAME MIDDLE:%
aopress | EGzGEG

CITY STATE ZIP COUNTRY: SIMPSONVILLE | SC |- USA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | UNKNOWN

ANALYST NAME: Chelsea Bellis OPEN ANALYST NAME: P Rxsalp

COMMENTS:

ZONE:
MILEAGE:
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CASE ATTACHMENTS:
2023-08-29 14:10:12 Carissha Wesley
2023-08-29 14:14:59 Carissha Wesley
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August 29, 2023

I
Simpsonville, SC |l

Dear [l

We have received your correspondence requesting coverage for repairs to your 2015 Ford Flex. | 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

e
Simpsonville, SCE

Dear [l

We have received your correspondence requesting coverage for repairs to your 2015 Ford Flex. | 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 20504 - 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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case nuveer: NG STATUS: Resolved

OPEN: 08-30-2023 CLOSED: 09-07-2023 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: Gosch Ford Temecula

PA CODE: 05432 DLR SALES CODE: 71424 REGION: W1 ZONE: W1C
VIN:_ MODEL YEAR: 2018 MODEL: FLEX MILEAGE: 80,959
BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE:

ADDRESS:

city sTATE zIP COUNTRY: MENIFEE | CA | I | vsa

HOME PHONE:

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM

COMMENTS:

2023-08-30 23:29:37 Case Number _ustomer .G siness Phone : Home Phone : Mobile
Phone : LTV Score : 83 Vehicle Purchase Status : Original Owner Ford Credit Contract Number : Part
Number : Dealer Name : Gosch Ford Temecula Dealer P&A : 05432 Dealer phone : 951-699-1302 VIN :

ear : 2018 Make : FORD Model : FLEX Mileage : 80959 Engine Specification :

Transmission Specification : Warranty Start Date : 2017-12-10 Open Recall/FSA: : ESP : Hotline Contact :
Warranty History :

2023-08-30 23:30:31 Backup camera INOP. Pinpoint testing led to backup camera having and internal fault and must be replaced.

2023-08-30 23:46:10 ford $400.40 customer $600.60 approval p11 MSPA551868
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CASE ATTACHMENTS:
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CASE ATTACHMENTS:
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CASE ATTACHMENTS:

2024-01-22 21:06:32 Marsha Wojewski-Boyd -
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November 14, 2024

I
Case /N
Dear |l

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.

| 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.

| 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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case nuveer |G STATUS: Resolved

OPEN: 11-01-2024 CLOSED: 11-01-2024 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Recall 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 I /ODEL YEAR: 2016 MODEL: FLEX MILEAGE:

BODY STYLE: K5C - FLEX SEL FWD 4.
LAST NAME FIRST NAME MIDDLE:

ADDRESS:

CITY STATE ZIP COUNTRY: RINGGOLD | GA -USA

HOME PHONE:

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

ANALYST NAME: Faith Zaulda OPEN ANALYST NAME: Faith Zaulda
COMMENTS:

2024-11-01 17:57:32

Cust says

im calling about the rear camera and is not recalled yet and

im calling if ford can help me to get it fixed. my camera inverted and sometimes it gets
blue screen and i don't see any recalls on 2016 models just for 2019

dealer told me $472 and $172 to put in

Per Cust, DLR SAYS: N/A
Dealer info: N/A

CRC advised:

After reviewing my resources | have found out that there is no recalls or program that wouldprovide the
coverage of your current concern, however ford is not closing our doors when it

comes to this opportunity this is the best i can do for you we have this documented and this call is

also recorded and i'll have

it raised to fmc so they can review and investigate this issue for you and if thiswill become a known issue,
program will be having a extended warranty that might be related toyour veh issues. a recall/program will be
putin to place and Ford will be sending you a letter if this recall/please keep the receipt in case ford initiatesa
recall/program in the future that might be eligible for reimbursement. NHTSA is the department who identify or
determine what components, parts or VIN that will have the recall.

Advised cust that recalls are VIN specific and not all veh with the same year make and model will have the
same recall. Your vehicle may have been built at a different

plant using a different part than those vehicles involved in recalls or CSP’ cust hangs up
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case nuvscr NN

OPEN: 04-09-2024 CLOSED: 04-09-2024
RESPONSE TEAM: Tier 1 Chat NA CRC

CASE CLASS LV 1234: Vehicle Concern | | |

DEALER NAME:

PA CODE: DLR SALES CODE:
VIN: MODEL YEAR: 2016
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:

~ooress GG

CITY STATE ZIP COUNTRY: SAN DIEGO | CA | -| USA

HOME PHONE:

STATUS: Resolved
BUSINESS UNIT NAME: Ford
COMMUNICATION: Chat

REGION:
MODEL: FLEX

SYMPTOMS: Driver Aides & Information | Exterior Camera | Display | Image Quality
OPEN ANALYST NAME: # FordTCC-DSUnknow-Prod-GCCT

ANALYST NAME: Terrence Thompson
COMMENTS:

ZONE:
MILEAGE:
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2024-04-09 01:15:21
OK

Bot CU said:

Hello

Customer - 7:54 PM

You said:

Hi, Il hank you so much for your patience with our longer than normal hold time. My name is Terrence.
How may | help you?

Sent - 7:54 PM

Bot CU said:

I am having a problem with my back up camera and sensors on my mirrors not working

Bot CU said:

Are you there

Customer - 7:56 PM

You said:

Thanks for that information- can look into this vehicle concern for you.
Sent - 7:57 PM

Bot CU said:

Yes please do

Customer - 7:57 PM

You said:

Are they not working at all, or is sometimes?
Sent - 7:58 PM

Bot CU said:

it just started not working this afternoon
Customer - 7:58 PM

You said:

This is for your 2016 Flex correct?

Sent - 7:58 PM

Bot CU said:

yes

Bot CU said:

We have turned the car off then started it up again and still doing the same thing.

Customer - 8:00 PM

You said:

Give me a few minutes to look into this for you.

Sent - 8:01 PM

Bot CU said:

ok thank you

Customer - 8:01 PM

You said:

You're very welcome.

You said:

Thanks for your patience.

You said:

There's troubleshooting method called the Key Cycle that could possibly help with this issue. Here are the
steps: 1. Turn the vehicle completely off.

Notes:

« The vehicle's engine should not be running, and the vehicle should not be in accessory mode. Many newer
vehicles will keep the radio on (even when the car is turned off) until a door is opened.

« If the vehicle has physical keys, make sure the customer removes the keys from the ignition.

2. Open the driver's door, lock the door, and exit the vehicle with the keys (or key faab).

Note: If their vehicle is equipped with an Intelligent Access System with push-button start, they must exit the
vehicle with their keys before locking the door.

3. Close the driver’s door.

4. Wait two minutes and ensure the radio display turns off completely.

5. Open the door and enter the vehicle.

6. Restart the vehicle.

You said:

If the Key Cycle does not work, | recommend taking the vehi ing it di . Here's a
list of dealers in your area: https: //www.ford.com /dealershij

Sent - 8:08 PM

Bot CU said:

Thank you we have already done that

Bot CU said:

how do we get updates for the sync navigaction
Customer - 8:09 PM

You said:

You would go to the Ford Support website to check for updates for SYNC. According to your VIN, your SYNC
is completely updated.

Sent - 8:12 PM

Bot CU said:

ok thank you for your talking with me this evening
Customer - 8:12 PM

You said:

You're very welcome. Is there anything else | can assist you with?
Sent - 8:13 PM

Bot CU said:

is there any kind of warranty on my vehicle

Customer - 8:14 PM

You said:

Currently there is no warranty coverage for your vehicle.
Sent - 8:14 PM

Bot CU said:

ok Thank you

Bot CU said:

Have a good evening
Customer - 8:15 PM
You said:
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You're very welcome. Thank you for contacting Ford Motor Company. At the end of this chat, there will be a

survey that appears regarding your experience with my performance today. We appreciate any feedback you
may have. You have a great day.

Sent - 8:15 PM
Connectivity Status: Connected
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case numser NG STATUS: Resolved

OPEN: 06-03-2024 CLOSED: 06-04-2024 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Tier 1 Chat NA CRC COMMUNICATION: Chat
CASE CLASS LV 1234: Vehicle Concern | Financial Assistance | |

DEALER NAME: Way Scarff Ford Auburn

PA CODE: 29571 DLR SALES CODE: REGION: W5

vin: [ MODEL YEAR: 2018 MODEL: FLEX

BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE:
ADDRESS

CITY STATE ZIP COUNTRY: FEDERAL WAY | WA - USA

HOME PHONE:

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

ZONE: A01
MILEAGE: 45,381

ANALYST NAME: Priciliana Avendano OPEN ANALYST NAME: # fordprodprojectadvocate

COMMENTS:
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Customer-4:23 PM
You said: | can not speculate on that with out a diagnoses-However, once he vehicle is diagnosed
we can escalate your case for assitance with costs!

You said:

| can not speculate on that with out a diagnoses,- However, once he vehicle is diagnosed we can
escalate your case for assitance with costs!

You said: You are outside of your warranty,

You said:

You are outside of your warranty_

Sent-4:26 PM

Bot CU said: the backup camera is not covered under the safety 5 year/60000 warranty?

CuU

Bot CU said:

the backup camera is not covered under the safety 5 year/60000 warranty?

Customer-4:27 PM

You said: Your vehicle warranty start date is on 03/17/2018 and it has excited the time. The warranty is for 5
years/60,000 miles which ever occur first.

You said:

Your vehicle warranty start date is on 03/17/2018 and it has excited the time. The warranty is for 5
years/60,000 miles which ever occur first.

Sent-4:29 PM

Bot CU said: okay, thank you for the info.

CuU

Bot CU said:

okay, thank you for the info.

Customer-4:30 PM

Bot CU said: Customer has ended the conversation. 4:30 PM

Bot CU said:

Customer has ended the conversation. 4:30 PM
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