cAse NUMBER: I STATUS: In Progress

OPEN: 11-30-2020 CLOSED: BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Riata Ford

PA CODE: 08758 DLR SALES CODE: 52740 REGION: C2
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: [
ADDRESS:

CITY STATE ZIP COUNTRY: PFLUGERVILLE | TX | N | USA

HOME PHONE [

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

ANALYST NAME: SYSTEM OPEN ANALYST NAME: SYSTEM

COMMENTS:

ZONE: C2C
MILEAGE: 14,328
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CASE ATTACHMENTS:
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cAsE NUMBER S STATUS: Resolved

OPEN: 03-30-2021 CLOSED: 03-30-2021 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:

PA CODE: DLR SALES CODE: REGION: ZONE:

viN: MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 28,665
BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE: | |

ADDRESS:

CITY STATE ZIP COUNTRY: WAIANAE | HI |-| USA

HoME PHONE: |

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

ANALYST NAME: Lia Cilladi OPEN ANALYST NAME: Lia Cilladi
COMMENTS:

2021-03-30 22:00:04

**CUST SAYS:
Doran FP, fully verified yes
Review cam is not working

Cust is experiencing symptoms.
Veh has not been diagnosed.
***CUST SAYS PER DLR:

***CRC ADV TO CUST:

Advised cust to take veh to dIr for diagnosis.

Advised the dIr it is in the best position to determine repairs and coverage.
Offered information for dIr and cust declined.
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CASE ATTACHMENTS:
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case I STATUS: Resolved

OPEN: 08-30-2021 CLOSED: 09-23-2021 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford SUV-CUV NA CRC COMMUNICATION: Phone

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

DEALER NAME: Jack Demmer Ford, Inc.

PA CODE: 02771 DLR SALES CODE: 48016 REGION: G2 ZONE: G2B

viN MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 40,976
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE [

ADDRESS:

CITY STATE zIP COUNTRY: CANTON | M! | | VsA

HoME PHONE: |

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

ANALYST NAME: Ahrayviah Robinson OPEN ANALYST NAME: Vanessa Dela torre

COMMENTS:

2021-08-30 18:29:07 BCMH Cust Said; | have called on the 24-Aug with caseMand | was not
provided any info of the process. | had the veh at the dir on the 26th-Aug- and pick it up this Saturday

28th-Aug. for the issue back up camera was not working. | was not given a loaner but | was told | can get a
reimbursement from FMC, All | need is a case # DIr Said : N/A CRC Advice : Thank you for reaching out to
Ford Motor Company with this concern. | will be escalating this case to a Customer Experience Specialist on
the escalated SUV/Truck support team. They will contact you through your preferred/best contact method
within 1 business day to assist you. LTV : 92

2021-08-31 17:12:15 Ahrayviah Robinson/Arobi195@ford.com/79466 cust @F{ ISSUE/CONCERN: OBCC - | called to
speak with cust bt no answer, said number out of srvice. Contact another number . Cust avd she took car in
thursday to be repaired, adv repaired back upcamera needed to replace it, adv covered but no laoner, when
she called customer care that tuesday said it would be reimbursed. Adv dropped of thursday and got veh and
rental saturday. Cust adv rental receipt. Adv total came to $151.66, got 12% discount, net charge $148.61.
m NEXT STEP: email cust. fu with cust 9/2 ARTICLE(S) USED: Ford Motor

ompany rayvian Robinson Customer Experience Specialist, Ford SUV Team arobil95@ford.com |
www.ford.com office: 866-631-3788 ext 79466 Mon — Thur, Sat | 7AM - 3:30PM CST

2021-08-31 17:15:21 OBE Good Morning/Afternoon Mrs. || . v name is Ahrayviah and | will be your Customer
Experience Specialist assisting with your case regarding your 2019 Ford Flex. | have provided my contact
details below should you need to contact me for information on your case. Your case number is CAS-

| am excited to have the opportunity to work with you and help resolve your vehicle
concerns. Please don't hesitate to reach out if you have any questions, concerns or if you are needing an
update on your case. We appreciate your commitment to the Ford family and look forward to resolving your
concerns! Thanks,

2021-09-02 21:32:20 OBE Hello Mrs. , Thank you for sending the receipt, however the image is blurry on my end and |
cannot depict the cost for the rental. May you please resend the receipt ? Thank you for your loyalty to Ford,

2021-09-04 14:02:17 OBE Hello—, Thankyou for sending the receipt. The review is currently being conducted. | have a
legal requirement as part of this process to ask if you are a citizen of the country of India. Can you please

confirm whether you are a citizen of India? Also, | want to make sure | have all the pertinent information
correct before | generate this payment request for Comerica Bank to issue a MasterCard debit card to you. Is
your mailing addressﬂ CANTON, MI |l ? P'ease confirm the accuracy. Thank you
for your loyalty to Ford,

2021-09-07 15:38:04 Supervisor review: Safety net approved to reimburse customer $148.61 for rental.

2021-09-08 22:12:11 OBE Hello Mrs. , Great news! | have the approval to reimburse you for $148.61. Your debit card is
currently processing. I know they process every Tuesday and Thursday, so | will follow up with you Tuesday
9/14. Thank you for your loyalty to Ford,

2021-09-14 15:35:59 Case Number : Customer : Business Phone H
Home Phone : obile Phone core : ehicle Purchase Status : Original
Owner Ford Credit Contract Number : n/a Part Number : n/a Dealer Name : Jack Demmer Ford, Inc. Dealer

P&A : 02771 Dealer phone : 7347212600 VIN : Year : 2019 Make : FORD Model :
FLEX Mileage : 40976 Engine Specification : 3. Transmission Specification : 6 SPD
AUTO TRANS 6F Warranty Start Date : 2019-10-09 Open Recall/FSA: : n/a ESP : 0968 - USA 2020NEW
36/45000 RENTALCARE W/PREMCARE WRAP AROUND, 0968 - USA 2020 NEW 24/25K PREM
MAINT(M&W) 7.5K INTERVAL Hotline Contact :
https://www.gcqis.dealerconnectio
2 Warranty History : Checked
2021-09-14 16:09:33 Ahrayviah Robinson/Arobi195@ford.com/79466 cust @m ISSUE/CONCERN: OBCC - | called to
speak with cust but no answer NEXT STEP: email to cus (S) USED: Ford Motor Company ®
Ahrayviah Robinson Customer Experience Specialist, Ford SUV Team arobil95@ford.com | www.ford.com
office: 866-631-3788 ext 79466 Mon — Thur, Sat | 7AM - 3:30PM CST

2021-09-14 16:25:28 OBE Hellom I hope all is well today. | wanted to let you know the debit card is still processing on
our end at this time. T will check back come Thursday, 9/16 for your card status. Thank you for your loyalty to
Ford,

2021-09-14 18:03:16 Supervisor transmitted CXS debit card upload.

2021-09-16 22:28:25 OBE Hello , I hope all is well. | wanted to let you know that the debit card is still processing. |
will follow up come Tuesday, 9/21 for any updates. Thank you for your loyalty to Ford,

2021-09-21 20:25:44 OBE HeIIoH Happy Tuesday! | wanted to let you know that the debit card is still processing
here. | will follow up with you on any new status come 9/23. Thank you for your loyalty to Ford,

2021-09-23 19:24:19 OBE Hello , Happy Thursday! | wanted to let you know that the debit card has been processed

and is on its way. You can expect the card to arrive within 5-10 business days. Thank you for contacting Ford
Motor Company and allowing us to assist you with your 2019 Ford Flex vehicle concerns. We are pleased
that your vehicle has been repaired to satisfaction and hope that you find that contacting Ford to advocate for
you was valuable. Our goal is to be sure our Ford owners continue to support our brand. It was a pleasure
to be able to partner with our dealer and provide your reimbursement for $148.61 We hope that your
experience met your expectations. If there were any delays in your repair we sincerely apologize as we are
working against some tough times and appreciate your patience. If you have any further questions or
concerns regarding this repair please let us now by contacting us via phone within the next 30 days with your
case #. Thank you for your time and loyalty.
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2021-09-23 21:26:46 Supervisor review: Ok to close case.
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CASE ATTACHMENTS:
2021-09-04 13:54:24
2021-09-04 13:59:30
2021-09-14 15:43:23
2021-09-23 19:25:18

Ahrayviah Robinson
Ahrayviah Robinson
Ahrayviah Robinson
Ahrayviah Robinson

- h=
(no morley).docx
I
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From: |

Sent: Thursday, September 2, 2021 7:21 PM

To: Robinson, Ahrayviah (A.)
Subject: Re: Your Customer Experience Specialist at Ford Motor Company
Sorry about that.
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Sent from my iPhone

On Sep 2, 2021, at 5:32 PM, Robinson, Ahrayviah (A.) <arobil95@ford.com> wrote:

Hello

Thank you for sending the receipt, however the image is blurry on my end and | cannot depict the cost for the
rental. May you please resend the receipt ?

Thank you for your loyalty to Ford,

Ford Motor Company ®

Ahrayviah Robinson

Customer Experience Specialist, Ford SUV Team

arobil95@ford.com |

https://clicktime.syman (N
office: 866-631-3788 ext 79466

Mon — Thurs, Sat | 8:30AM - 5PM CST

From: Jessica I
Sent: Tuesday, August 31, 2021 1:19 PM

To: Robinson, Ahrayviah (A.) <arobi195@ford.com>
Subject: Re: Your Customer Experience Specialist at Ford Motor Company

WARNING: This message originated outside of Ford Motor Company. Use caution when opening attachments, clicking links,
or responding.

Thank you for your help. Attached is the rental receipt.

L
<image001.jpg>

Sent from my iPhone

On Aug 31, 2021, at 1:50 PM, Robinson, Ahrayviah (A.) <arobil95@ford.com> wrote:

Good Morning/Afternoon Mrs NG

My name is Ahrayviah and | will be your Customer Experience Specialist assisting with your
case regarding your 2019 Ford Flex. | have provided my contact details below should you
need to contact me for information on your case. Your case number is CAS-J N
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| am excited to have the opportunity to work with you and help resolve your vehicle concerns.
Please don't hesitate to reach out if you have any questions, concerns or if you are needing
an update on your case. We appreciate your commitment to the Ford family and look forward

to resolving your concerns!

Thanks,

Ford Motor Company ®

Ahrayviah Robinson

Customer Experience Specialist, Ford SUV Team
arobil95@ford.com |

gdZy5U3la0 UWiGQgm-

LsN5uBk vOIwAQOOR-

1RSbSNQ8U EG-8IWeNKGOKoH-jXn-ipQFz6-
eBBNXDgWbtCo08XhkupKpUR1j0bXnSwj zL
6MBZWIT6XZZ2krNMydwiczgOfwtIRxZ1yJ1H

1KmYZkl6DkcjCgiVpQZ3LUokAw10l1Q27kg4tc
ZUJONnEKoZd3QTdu H8BRONnprnfO2ETAvDZu
%3D&u=www.ford.com

office: 866-631-3788 ext 79466
Mon — Thurs, Sat | 8:30AM - 5PM CST
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Comerica Debit Card Reimbursement Template

Purpose: To be used for each reimbursement processed via Morley Portal and to be attached to
GCCT case for review. This information will be reviewed by the supervisor during the approval
process. Once completed, the information should be added to the GCCT Case Notes Section by
copy/paste function. In addition, the supporting documentation for this request is required to
be attached to in the same notes.

NOTES:
e The majority of reimbursements should be processed when the vehicle has been
repaired.

e Address confirmation is paramount — please confirm address to mail the debit card
to with the customer.

Morley Case #: Enter case number once the processed in Morley Portal
Primary Reason for Reimbursement Offer(s): RENTAL

Is this reimbursement due to a parts delay: NO
Part Name/Number: N/A
Date or Expected Date of Vehicle Repair: 09/28/21

Is there a risk for a Buyback Request: NO
GCCT Case #: I

Customer Information

Name: I

Mailing Address: |l CANTON, MI

Is the customer a Citizen of India: NO

VIN S

Reimbursement Information (fill in each payment type entered in Morley Case)
Consequential Expense Reimbursement: N/A

Amount: N/A

Vehicle Payment Reimbursement: N/A

Amount: N/A

Rental Reimbursement: DOCS ON CASE

Amount: $148.61

(#13 in Morley Submission Form) Reason for Customer Reimbursement: Consequential
Expenses = CONEXP, Vehicle Payment = VEHPAY, Rentals = RENTAL, Repair Reimbursement =
Casual Part Code

Causal Part Number: N/A

Amount: N/A

Additional Comments:
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IMPORTANT: Please see below for information about the Delegation of Authority (DOA)
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Comerica Debit Card Reimbursement Template

Purpose: To be used for each reimbursement processed via Morley Portal and to be attached to
GCCT case for review. This information will be reviewed by the supervisor during the approval
process. Once completed, the information should be added to the GCCT Case Notes Section by
copy/paste function. In addition, the supporting documentation for this request is required to
be attached to in the same notes.

NOTES:
e The majority of reimbursements should be processed when the vehicle has been
repaired.

e Address confirmation is paramount — please confirm address to mail the debit card
to with the customer.

Morley Case #: |

Primary Reason for Reimbursement Offer(s): rental

Is this reimbursement due to a parts delay: no
Part Name/Number:
Date or Expected Date of Vehicle Repair: 8/28/21

Is there a risk for a Buyback Request: no

cla eI o 00|

Customer Information

Name: I

Mailing Address: | NN CANTON, Ml

Is the customer a Citizen of India: NO

VIN S

Reimbursement Information (fill in each payment type entered in Morley Case)
Consequential Expense Reimbursement: N/A

Amount: N/A

Vehicle Payment Reimbursement: N/A

Amount: N/A

Rental Reimbursement: DOCS ON CASE

Amount: 148.61

(#13 in Morley Submission Form) Reason for Customer Reimbursement: Consequential
Expenses = CONEXP, Vehicle Payment = VEHPAY, Rentals = RENTAL, Repair Reimbursement =
Casual Part Code

Causal Part Number: N/A

Amount: N/A

Additional Comments:
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IMPORTANT: Please see below for information about the Delegation of Authority (DOA)
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Ford Motor Company
CASE CLOSURE CHECKLIST

Detailed List to be Completed
Prior To Case Closure

Timing
for
Completion

All Cases
Has the vehicle been repaired & returned to the customer?

Did you close out all obligations you may have with the dealership
(Repair $$$ assistance, rental, etc. - if necessary)?

Did you close out all obligations you may have with the customer (If
necessary)?

Do you have documentation to support the customer
reimbursement attached to the case?
Has the debit card been
transmitted?

Do you think goodwill is appropriate in this case?

If you made an offer - did it tie to the physicals of the case?
(rental as an example)

Did you complete final repair satisfaction check?

Did you send the case closing email to highlight value we brought by
assisting?
Proofread email
Does email clearly state what assistance was provided to the customer?

Did you complete the following prior to closing (i.e. enter symptom codes, ensure
VIN is attached to case, etc.)?

Buyback Request

Did you deliver Buyback decision to the customer and communicate next steps?
If request was approved, have the RAV Analyst and customer made contact?

Did you follow next steps outlined in Completing an Approved Buyback Request?
If request is denied, have you completed next steps outlined in Vehicle
Buyback Denied?
Financial Assistance

Has the approval code been processed and presented?
Pls. ensure verification of correct P&A code (lot of issues w/ this)

Completed

x

X | X|X| X [ X| X |X| X
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case NUMBER I STATUS: Resolved

OPEN: 10-29-2021 CLOSED: 11-22-2021 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: US Ford SUV-CUV NA CRC COMMUNICATION: Phone
CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | Has not been to Dealer |

DEALER NAME: Tri-County Ford

PA CODE: 05780 DLR SALES CODE: 47495 REGION: G3 ZONE: G3D

viN MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 39,055
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: |
ADDRESS: I
CITY STATE ZIP COUNTRY: LA GRANGE | K ([ | USA

HOME PHONE: [

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

ANALYST NAME: # fordprodprojectadvocate OPEN ANALYST NAME: Ashley Draut
COMMENTS:

2021-10-29 16:51:07

Ashley Draut/Ext.79732/adraut@ford.com:

IBC from CUST requesting FIN assist for repairs.CUST Wife drives 2019 Flex, issues with backup camera,
image will either be upside down or screen will turn blue. CUST knows other VEH models have recall for
similar issue and was wondering if there was any way FMC could cover 100% of repair costs. Informed CUST
as he is outside B2B and not under ESP, we could not cover entire cost, but | can contact DLR and determine
if we can assist with some of the cost, CUST accepted.

NEXT STEPS: F/U with DLR

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732

2021-10-29 17:01:21

Ashley Draut/Ext.79732/adraut@ford.com:

OBC to DLR to determine if CUST needs to schedule appt for diagnosis. SM Jordan said VEH was diagnosed
and needs new back up camera, CUST will not need to come in for diagnosis again.

RO: 888568
RO OPEN: 10/29/21
RO Line 1

PARTS: 356.42
LABOR: 187.50
TOTAL: 544.92

NEXT STEPS: F/U with CUST for mileage and create FAR.

Ford Motor Company ®
Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com
office: 866-631-3788 ext. 79732

2021-10-29 17:05:59
Ashley Draut/Ext.79732/adraut@ford.com:
Per SAJordan, repairs are warrantable.
Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com
office: 866-631-3788 ext. 79732
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2021-10-29 17:17:25

2021-11-02 17:44:21

2021-11-04 14:00:49

2021-11-10 16:39:06

2021-11-12 18:10:42

Case Number :
Customer :
Business Phone
Home Phone :
Mobile Phone :
LTV Score : 88

Vehicle Purchase Status : Original Owner
Ford Credit Contract Number : N/A

Part Number : N/A

Dealer Name : Tri-County Ford

Dealer P&A : 05780

Dealer phone : 5022417333
VIN F
Year:

Make : Ford

Model : Flex

Mileage :

Engine Specification : 3.5L V6 CYCLONE TIVCT

Transmission Specification : 6 SPD AUTO TRANS 6F

Warranty Start Date : 2019-12-12

Open Recall/FSA: : N/A

ESP :USA 2020 NEW 24/25K PREM MAINT(M&W) 7.5K INTERVAL
Hotline Contact : N/A

Warranty History : SYNC Screen issues, replace front strut

Ashley Draut/Ext.79732/adraut@ford.com:
OBC to CUST to make offer of assistance. No answer, left VM.
NEXT STEPS: F/U with CUST with offer of assistance.

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732

Ashley Draut/Ext.79732/adraut@ford.com:

OBC to SA Jordan to inform of assistance amount for CUST. SA Jordan will order the parts needed and

contact CUST.
NEXT STEPS: F/U with CUST to update on case status.

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732

Ashley Draut/Ext.79732/adraut@ford.com:

OBC to SA Jordan to determine VEH status. SA Jordan was not available, left VM.

NEXT STEPS: F/U with CUST to determine VEH status.

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732

Ashley Draut/Ext.79732/adraut@ford.com:
OBC to SA Jordan to determine part status. No answer, left VM.
NEXT STEPS: F/U with SA and CUST.

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732
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2021-11-16 16:35:13

2021-11-19 22:00:46

2021-11-22 16:57:03

2021-11-22 17:03:10

Ashley Draut/Ext.79732/adraut@ford.com:
OBC to SA Jordan to provide approval code MSPA193991.
NEXT STEPS: F/U with CUST with ESP offer.

Ford Motor Company ®

Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com

office: 866-631-3788 ext. 79732

Ashley Draut/Ext.79732/adraut@ford.com:

OBC to CUST to answer questions about ESP offer. CUST wanted to know if it would be any charge to him, |

clarified offer and he accepted.
NEXT STEPS: Safety net to close case.

Ford Motor Company ®
Ashley Draut

Customer Experience Specialist, Ford Passenger Vehicle Team
adraut@ford.com | www.ford.com
office: 866-631-3788 ext. 79732

* ESP has been transmitted in Morley *

Morley Case# |

LTV: 88
Current ESP's: Premium Main
ESP Offered:

PremiumCARE-Used 36,000 Policy 36 $100.00 Within 12 model years and 100,000 miles
Next Steps: For CXS: Please let the customer know their plan should be attached to the VIN in 5-6 business

days and safety net to close.

Ford Motor Company ®

Customer Experience Operations Supervisor— Passenger Vehicle Team
Charles Casiano

CCASIANO@Ford.com | www.ford.com

Office: 1-866-631-3788 ext. 79502

Efax:

**Safety Net***
NEXT STEPS: FOR CXS: Approved to Close Case

Ford Motor Company ®

Customer Experience Operations Supervisor— Passenger Vehicle Team
Charles Casiano

CCASIANO@Ford.com | www.ford.com

Office: 1-866-631-3788 ext. 79502

Efax:
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CASE ATTACHMENTS:
2021-11-22 17:14:55 Ashley Draut Case Closure Checklis{j I x'sx
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Ford Motor Company
CASE CLOSURE CHECKLIST

Detailed List to be Completed Prior To Case Closure |

All Cases
Has the vehicle been repaired & returned to the customer?

Did you close out all obligations you may have with the dealership (Repair $$$ assistance, rental, etc. - if necessary)?

Did you close out all obligations you may have with the customer (If necessary)?
Do you have documentation to support the customer reimbursement attached to the case?
Has the debit card been transmitted?
Do you think goodwill is appropriate in this case?
If you made an offer - did it tie to the physicals of the case? (rental as an example)
Did you complete final repair satisfaction check?
Did you send the case closing email to highlight value we brought by assisting?
Proofread email
Does email clearly state what assistance was provided to the customer?
Did you complete the following prior to closing (i.e. enter symptom codes, ensure VIN is attached to case, etc.)?

Buyback Request
Did you deliver Buyback decision to the customer and communicate next steps?
If request was approved, have the RAV Analyst and customer made contact?
Did you follow next steps outlined in Completing an Approved Buyback Request?
If request is denied, have you completed next steps outlined in Vehicle Buyback Denied?

Einancial Assistance
Has the approval code been processed and presented?
Pls. ensure verification of correct P&A code (lot of issues w/ this)

Timing
for
Completion

Completed

N/A
N/A
N/A

<|=<|=<|<]=<[<]|<

N/A
N/A
N/A
N/A
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cAse NUMBER: I STATUS: In Progress

OPEN: 01-27-2022 CLOSED: BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web
CASE CLASS LV 1234: Dealer - Information | Warranty Loaner Approval | |

DEALER NAME: Star Ford

PA CODE: 05537 DLR SALES CODE: 71031 REGION: W1

viN: MODEL YEAR: 2019 MODEL: FLEX

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

LAST NAME FIRST NAME MIDDLE: |

ZONE: W1A
MILEAGE: 12,376

ADDRESS: I

CITY STATE ZIP COUNTRY: LOS ANGELES | CA | I VsA

HOME PHONE:

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

ANALYST NAME: SYSTEM OPEN ANALYST NAME: SYSTEM

COMMENTS:

2022-02-07 14:07:03 IBPM and IBE CAN YOU PLEASE EXTEND THE RENTAL THE CLIENT IS OUT OF TOWN UNTIL 2/7/22
2022-02-07 14:08:12 OBPM This has been extended until 2/7. Thank you.

PE24-030 000024 GCCT SV



CASE ATTACHMENTS:
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cAse NUMBER: I STATUS: Information Provided

OPEN: 03-14-2022 CLOSED: 03-30-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford SUV-CUV NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Buyback Request | California Vehicle |

DEALER NAME: Santos Ford

PA CODE: 01754 DLR SALES CODE: 72467 REGION: W2 ZONE: W2V

viN MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 21,000
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: |

ADDRESS:

CITY STATE ZIP COUNTRY: LOS BANOS | CA [N | VsA

HoME PHONE: |

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

ANALYST NAME: Unshale Gray OPEN ANALYST NAME: Zhoreah Jones

COMMENTS:

2022-03-14 16:32:33 Zhoreah Jones/Ext.79465/zjones9@ford.com : VIN:F Current mileage: 21,000 CUST
stated she bought a 2019 Ford Flex, CUST stated her back up camera Is not working, CUST stated the DLR

has already repaired this before for the CUST,however she is still having issues with the camera, CUST
stated every time she backs up it shows a blue/black screen and the vehicle also makes a loud bang noise as
if she has it something, but she hasnt. CUST stated she has also withessed large amount of smoke coming
from the engine. CUST stated DLR advised CUST to pick vehicle up as they do not have the part and it will
take a while to get the part. CUST stated when she bought the vehicle it was already damaged, she stated
the passenger door was broke, she stated every time she open the door it would hit the finder. CUST stated
she also has issues with the seat belts. CUST stated she feels as if the car is a lemon, CUST stated she
would like all problems fixed, however if this cannot be done she would like to process BB. CUST stated she
was working with SA Mike. NEXT STEP: CXS will contact DLR to gather additional information regarding
parts, CXS will process BB for CUST. Ford Motor Company ® Zhoreah Jones Customer Experience
Specialist, Ford CX Team Zjones9@ford.com | www.ford.com Office: 866-631-3788 ext. 79465

2022-03-14 16:37:35 Case Number : CASMCustomer :m Business Phone : N/A Home Phone
” Mobile Phone core : 84 Vehicle Purchase Status : Original Owner Ford Credit
ontract Number : N/A Part Number : N/A Dealer Name : Santos Ford Dealer P&A : 01754 Dealer phone :
VIN Year : 2019 Make : FORD Model : FLEX Mileage : 21000 Engine
pecification : 3.5 ransmission Specification : 6 SPD AUTO TRANS 6F Warranty

Start Date : 2020-04-18 Oien Recall/FSA: NONE ESP : NONE Hotline Contact : Warranty History : 20-SEP-

2021, Claim Key: Tech notes: 17297 VERIFIED PLASTIC COVER TO 2ND ROW SEAT BELT
BUCKLE IS DAM NOT CLIPPING. REC NEW SEAT BELT BUCKLE FOR DRIVERS SIDE 2ND
ROW CAPTAINS CHAIR. 20-SEP-2021, Claim key:M, Tech notes: VERIFY CONCERN,
DIAGNOSE AND REPLACED FAULTY CAMERA, R OK NOW 17-AUG-2020, Claim key:F
Tech notes: VERIFIED CLUNK NOISE IN REVERSE. NOISE IS CONSTANT. NO TSB/SSM. PLAC
VEHICLE ON LIFT FOR INSPECTION. PLACED VEHICLE IN REVERSE AND DRIVE AND SIMULATED
ROAD TEST ON LIFT. FOUND LOUD NOISE COMING FROM THE REAR. FOUND PASSENGER SIDE
REAR PARKING BRAKE CABLE WAS RUBBING ON PASSENGER REAR HALF SHAFT. BOOT IS TORN
AND NO GREASE INSIDE BOOT. | NEED TO CHANGE PASSENGER REAR HALF SHAFT AND RELATED
HARDWARE PLUS REPLACE PASSENGER REAR PARKING BRAKE CABLE AND ROUTE AWAY FROM
HALF SHAFT. REMOVED PASSENGER REAR WHEEL KNUCKLE IN ORDER TO REPLACE PASSENGER
REAR STUB SHAFT AND PASSENGER REAR PARKING BRAKE CABLE. R/R NEW PASSENGER REAR
PARKING BRAKE CABLE AND ROUTED CORRECTLY. R/R NEW SEAL AND STUB SHAFT AND
RELATED HARDWARE PER WORK SHOP MANUAL. POST REPAIR ROAD TEST TO SETTLE
SUSPENSION. PERFORMED ALIGNMENT CHECK AND SET TO SPECS. ROAD TEST AND VEHICLE IS
DRIVING STRAIGHT AS DESIGNED . 27-APR-2020, Claim keym, Tech notes: REFINISH AS PER
ATTACHED ESTIMATE. PAINTED HINGES, FEATHER AND BL D REPAIRED DOOR. SAND
RIGHT FENDER FOR PAINT BL

2022-03-14 16:58:42

Customer Information:
Name(s) on the Title:
Address:
Los Banos, .
Email Address
Customer is leasing the vehicle

Vehicle Information:

VIN:

Mileage: 21,

Ownership Status/ Type of Purchase: Used
Purpose of vehicle: Personal

Purchase Date: April 20, 2021

Mileage at Time of Purchase: 70 miles

State Information:
State Where Purchased: CA
State Where Registered: CA

Dealer Information:

Purchased from Dealer? Yes

Dealership (if yes): Santos Ford

Primary Reason for Repurchase: CUST having issues with back up camera has been repaired by Santos
Ford previously however still having issues, CUST having issues with smoke coming from engine, CUST
passenger door Is broken, CUST stated when she bought vehicle it was broken.

Is there a current concern with the vehicle? Yes, CUST having several issues, smoke coming from engine,
passenger door broken

What is the repair status of the vehicle? Vehicle still not repaired, parts needed for repair on back order, no
ETA

Were repairs completed for this concern at multiple dealerships? (if yes): No.

(CA Only) Was the vehicle purchased/leased by full time active-duty member of the Armed
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2022-03-14 18:54:32

2022-03-15 12:48:55

2022-03-15 12:53:21

2022-03-15 21:37:27

2022-03-17 14:09:58

2022-03-17 14:11:15

2022-03-17 22:52:14

2022-03-18 13:48:17

2022-03-24 15:01:56

2022-03-25 17:14:26

2022-03-28 19:35:28

2022-03-30 21:48:33

2022-03-30 22:12:02

Zhoreah Jones/Ext.79465/zjones9@ford.com : OBC to DLR CXS contacted DLR to get parts arrival status,
spoke with SA Mike he stated when CUST brung vehicle into DLR he never withessed any smoke coming
from engine, he stated he had it for a couple days, however he never say any smoke coming from engine, he
stated the parts needed for the repairs have arrived (Seat belt/backup camera). CXS scheduled repair for
Wednesday 3/23/22 at 8am. CXS advised CUST. NEXT STEP: CXS will F/U with CUST on tomorrow to
confirm DLR has made contact. Ford Motor Company ® Zhoreah Jones Customer Experience Specialist,
Ford CX Team Zjones9@ford.com | www.ford.com Office: 866-631-3788 ext. 79465

To Bonnie

CA review in progress

Zhoreah Jones/Ext.79465/zjones9@ford.com : CXS contacted CUST to see if DLR has made contact,
CUST stated the DLR has not made contact just yet. CUST stated she is going to reach out to them. CXS
advised appointment is scheduled for 3/23/22 NEXT STEP: CXS will F/U with CUST on 3/23/22 before EOD
to confirm she was able to bring vehicle to DLR. Ford Motor Company ® Zhoreah Jones Customer
Experience Specialist, Ford CX Team Zjones9@ford.com | www.ford.com Office: 866-631-3788 ext. 79465

Called SANTOS FORD reviewed ROs with Svc Dir, added info to GFR.
Case Analyst Review Complete. Transferring to RES for Review
RES Review Complete. Transferring to COM for Final Review & Processing.

APPROVAL UPLOADED TO PORTAL, TRACKING IS 703878
LETTER WILL BE SENT WITHIN THE NEXT 3 BUSINESS DAYS

Zhoreah Jones/Ext.79465/zjones9@ford.com : OBC to CUST CXS contacted CUST to advise BB was
approved, CUST did not answer, CXS left VM. NEXT STEP; CXS will F/U with CUST on Monday to confirm
RAV dept has made contact. Ford Motor Company ® Zhoreah Jones Customer Experience Specialist, Ford
CX Team Zjones9@ford.com | www.ford.com Office: 866-631-3788 ext. 79465

CXS (Crystal Richardson/extension #79731) IBC from CUSTq’/% Agent Zhoreah cas-
CUST concern part delay VEH not complete and was not ofter a renta T had questions on
ow 10 submit requested docs for BB CXS advise information be scanned or photo copy directly there email
inform CUST she has the right to ask for loaner is one is available explained rental reach out to agent via
webex CUST request callback NEXT STEPS: Document CUST recontact Ford Motor
Company ® Customer Experience Specialist — PV Team Crystal Richardson crich198@ford.com |
www.ford.com Office: 1-866-631-3788 ext. 79731 2091 Oakwood Blvd. Dearborn, M| 48124

Zhoreah Jones/Ext.79465/zjones9@ford.com : OBC to CUST CXS contacted CUST to advise BB was
approved, and also to advise that a RAV agent will be reaching out with further details, CUST understood.
NEXT STEP: CXS will F/U with CUST on Wednesday 3/30/22 before EOD to see if RAV dept has made
contact. Ford Motor Company ® Zhoreah Jones Customer Experience Specialist, Ford CX Team
Zjones9@ford.com | www.ford.com Office: 866-631-3788 ext. 79465

Zhoreah Jones/Ext.79465/zjones9@ford.com : CXS contacted CUST to see if the RAV dept has made
contact, CUST stated hey have. CXS advised CUST will continue to work with RAV agent. NEXT STEP:
CUST has no further questions, CXS sent recap email, and will close case. Ford Motor Company ® Zhoreah
Jones Customer Experience Specialist, Ford CX Team Zjones9@ford.com | www.ford.com Office: 866-631-
3788 ext. 79465

*************SAFETY NET******************** Safety to Resolve *************SAFETY NET******************** _ok
to close Jonathan Gaddy Ford Motor Company ® Operations Supervisor SUV/CAR Ph. 800-392-3673
jgaddy7@ford.com | www.ford.com
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CASE ATTACHMENTS:
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cAse NUMBER: I STATUS: Resolved

OPEN: 03-31-2022 CLOSED: 08-29-2023 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: FLEX

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

LAST NAME FIRST NAME MIDDLE: | |

ADDRESS: I

CITY STATE ZIP COUNTRY: FARMINGTON HILLS | MI |_ | USA

HoME PHONE: |

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

ANALYST NAME: InfaConnector-Prod OPEN ANALYST NAME: SYSTEM
COMMENTS:

ZONE: G2B
MILEAGE: 54,562
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CASE ATTACHMENTS:
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cAase NUMBER: I STATUS: Information Provided

OPEN: 04-08-2022 CLOSED: 04-08-2022 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:

viN: MODEL YEAR: 2019 MODEL: FLEX

BODY STYLE: K5D - FLEX LTD FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: [ |

ADDRESS: I

CITY STATE zIP COUNTRY: KINGMAN | AZ | I | VSA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | Inoperative

ZONE:
MILEAGE: 48,500

ANALYST NAME: Wendy Gonzales OPEN ANALYST NAME: Wendy Gonzales

COMMENTS:
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CASE ATTACHMENTS:
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cAase NUMBER: I STATUS: Resolved

OPEN: 04-11-2022 CLOSED: 06-05-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: All American Ford of Old Bridge

PA CODE: 08741 DLR SALES CODE: 13058 REGION: N1
viN MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K6C - FLEX SEL AWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: [ |

ADDRESS: I

CITY STATE ZIP COUNTRY: SOUTH AMBOY | NJ [N | UsA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | Inoperative

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: N1D
MILEAGE: 23,218
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CASE ATTACHMENTS:
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2022-05-04 17:45:56 Iranisha \"Nisha\" Banks/Ext.79047/IBANKS4@ford.com : OBE to SA Billy Hello Billy, My name is Nisha. |

am a Customer Experience Specialist with Ford Motor Company. | am contacting you regarding our mutual
customer VINm. The P11 approval code is#. Should you need to
contact me, youU may reacn me direc y(—] ext. 79047 or emall me @ Ibanks4@ford.com . If I'm
unavailable, please leave me a detailed message and | will return your email/call as soon as possible. Note:
Please be prepared to provide your case number (CA#) to enable quicker service. Thank
you again for assisting Ford Motor Company. We appreciate your loyalty and are committed to resolving this
case as soon as possible. Regards Iranisha “Nisha” Banks Passenger Vehicle Concern Advocate

ibanks4@ford.com | www.ford.com O: 866.631.3788 ext. 79047 2091 Oakwood Blvd. Dearborn, M| 48124
USA

2022-05-05 18:16:01 Iranisha \"Nisha\" Banks/Ext.79047/IBANKS4@ford.com : OBE to DLR Hello, I've double checked to make
sure everything is correct. It does show the information entered is correct. This is what | have. Ford/Lincoln
Share- $498.94 Customer Share- $88.05 RO Line Number- A RO number_ Mileage- 29,817 RO Open
Date- 5/2/22 P11 Approval Code- If you need any additional assistance feel free to reach
back outto me. Thank you Iranisha "Nisha” Banks Passenger Vehicle Concern Advocate
ibanks4@ford.com | www.ford.com O: 866.631.3788 ext. 79047 2091 Oakwood Blvd. Dearborn, M| 48124
USA
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CASE ATTACHMENTS:
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cAse NuvBER S STATUS: Resolved

OPEN: 05-05-2022 CLOSED: 08-11-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Villa Ford of Orange

PA CODE: 09681 DLR SALES CODE: 71053 REGION: W1
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: | |

ADDRESS: [

CITY STATE ZIP COUNTRY: ORANGE | CA | N VsA

HOME PHONE: [

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

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: W1B
MILEAGE: 22,481
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CASE ATTACHMENTS:
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cAse NuvBER S STATUS: Resolved

OPEN: 05-09-2022 CLOSED: 05-09-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Dealer NA CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | At Risk of Defection |

DEALER NAME: Cloninger Ford of Hickory

PA CODE: 01046 DLR SALES CODE: 21211 REGION: S2 ZONE: S2A

. MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 47,010

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: # fordprodprojectadvocate OPEN ANALYST NAME: SYSTEM
COMMENTS:

2022-05-09 20:45:07 Case Number :m Customer m Business Phone : N/A Home Phone
: N/A Mobile Phone : core : 54 Vehicle Purchase Status : Original Owner Ford Credit Contract
Number : N/A Part Number : N/A Dealer Name : Cloninger Ford of Hickory Dealer P&A : 01046 Dealer phone
1 (828) 328-2221 VIN : Year : 2019 Make : FORD Model : FLEX Mileage : 47010
Engine Specification : 3. yclone etrol TIVCT Transmission Specification : 6 Speed Auto
Transmission 6F50 Warranty Start Date : 2019-09-26 Open Recall/FSA: : N/A ESP : N/A Hotline Contact :
N/A Warranty History : N/A

2022-05-09 21:20:48 Winona Williams/Ext.79111/wwill292@ford.com DXS spoke with receptionist Keldon to deliver the FMC
share of financial assistance along with the approval code for repair of back up camera. Approval Code :
Customer Share Amount : 244.14 Dealer Share Amount : 0.00 Ford Share Amount : 366.20
ext Step : Case Resolved Ford Motor Company ® Winona Williams Dealer Experience Specialist, Ford DX
Team WWILL292@ford.com | www.ford.com office: 866-631-3788 ext. 79111 efax: 866-984-9534 Monday-
Friday 8:30am-5:00pm CST
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CASE ATTACHMENTS:
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cAse NuVBER S STATUS: Resolved

OPEN: 05-20-2022 CLOSED: 08-13-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Royal Oak Ford

PA CODE: 05340 DLR SALES CODE: 48005 REGION: G2
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: [

ADDRESS: I

CITY STATE ZIP COUNTRY: ROYAL OAK | M! [N | VsA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | Inoperative

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: G2A
MILEAGE: 20,323
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CASE ATTACHMENTS:
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cAse NUMBER I STATUS: Information Provided

OPEN: 05-27-2022

CLOSED: 05-27-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Passenger Vehicle Concern NA CRC COMMUNICATION: Phone
CASE CLASS LV 1234: Vehicle Inquiry | Warranty Coverage | |

DEALER NAME:
PA CODE:

viN: I

DLR SALES CODE: REGION: ZONE:
MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 28,277

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

ADDRESS

CITY STATE ZIP COUNTRY: BUENA PARK | CA | [ | UsA

HOME PHONE:

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

ANALYST NAME: Gabrielle Galbert

COMMENTS:
2022-05-27 19:02:02

2022-05-27 19:02:50

OPEN ANALYST NAME: Gabrielle Galbert

IBC customer stated that shes having issue with car camera on trunk isnt Vlm
28,276.7 USED Advised customer of available warranty and that dealer would advise If the
ISsues can be covered under warranty after they diagnose the vehicle. Next close case FCR Ford Motor

Company ® Gabrielle Foreman gforema8@ford.com | www.ford.com Customer Experience Specialist,
Passenger Vehicle Team O: 866.631.3788ext.

Case Number : Customer : Business Phone : nf/a Home Phone : n/a
Mobile Phone : core : n/a Vehicle Purchase Staius : Ford Credit Contract Number : Part
Number : n/a Dealer Name : n/a Dealer P&A : n/a Dealer phone : n/a VIN Year :

2019 Make : FORD Model : FLEX Mileage : 28277 Engine Specification : 3.
Transmission Specification : 6 SPD AUTO TRANS 6F Warranty Start Date : 2020-01-31 Open Recall/FSA: :
no ESP : n/a Hotline Contact : n/a Warranty History : n/a
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CASE ATTACHMENTS:
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cAase NUMBER: I STATUS: Resolved

OPEN: 06-17-2022 CLOSED: 10-07-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Huntington Beach Ford

PA CODE: 05547 DLR SALES CODE: 71093 REGION: W1
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: |
ADDRESS:

CITY STATE ZIP COUNTRY: HUNTINGTON BEACH | CA | I UsA

HOME PHONE: [

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

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: W1C
MILEAGE: 32,783
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CASE ATTACHMENTS:
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cAase NUMBER: I STATUS: Information Provided

OPEN: 06-22-2022 CLOSED: 06-22-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Tier 1 Chat NA CRC COMMUNICATION: Chat
CASE CLASS LV 1234: Vehicle Concern | Has Not Been to Dealership | |

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:
VvIN: I MODEL YEAR: 2019 MODEL: FLEX MILEAGE:
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: | |

ADDRESS: I

CITY STATE ZIP COUNTRY: RCH CUCAMONGA | CA | I | VsSA

HOME PHONE:

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

ANALYST NAME: Genevieve Lowerre OPEN ANALYST NAME: Genevieve Lowerre

COMMENTS:
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CASE ATTACHMENTS:
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cAase NUMBER: I STATUS: Resolved

OPEN: 06-24-2022 CLOSED: 10-15-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web
CASE CLASS LV 1234: Dealer - Information | Warranty Loaner Approval | |

DEALER NAME: Rockwall Ford

PA CODE: 03567 DLR SALES CODE: 52520 REGION: C1

viN: MODEL YEAR: 2019 MODEL: FLEX

BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE [

ZONE: C1A
MILEAGE: 27,259

ADDRESS: I

CITY STATE zIP COUNTRY: MESQUITE | TX | I | VsA

HoME PHONE: |

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

ANALYST NAME: Srinivasa Gadde OPEN ANALYST NAME: SYSTEM

COMMENTS:

2022-06-28 17:32:57 *WEB*just updated mileage so claim will pay please provide new approval code, thanks
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2022-07-12 17:34:50
Approval code MSPA760654
P11
Thanks

----- Original Message-----
From: Mays, William
Sent: Tuesday, July 12, 2022 12:22 PM

To: Washington, Rosalyn (R.
Subject: RE:

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from wmays@rockwallford.com . If
you do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com or open a Support Ticket with details

$240.00
Change to line D please

----- Original Message-----
From: Washington, Rosalyn (R.) rwashi46@ford.com >
Sent: Tuesday, July 12, 2022 11:58 AM

To: Mays, William wmays@rockwallford.com >
Subject: RE:

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from rwashi46@ford.com . If you
do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com or open a Support Ticket with details

For got about the amount. How much?

----- Original Message-----
From: Mays, William wmays@rockwallford.com >
Sent: Tuesday, July 12, 2022 11:49 AM

To: Washington, Rosalyn (R.) rwashi46@ford.com >
Subject: RE

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from wmays@rockwallford.com . If
you do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com or open a Support Ticket with details

See below thanks :)

----- Original Message-----
From: Washington, Rosalyn (R.) rwashi46@ford.com >
Sent: Tuesday, July 12, 2022 8:45 AM

To: Mays, William wmays@rockwallford.com >
Subject: RE:

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from rwashi46@ford.com . If you
do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com or open a Support Ticket with details

Need the following information

RO
Line#¢C
Miles 27259

Date 6-17-2022
So that | can assist you.

Thanks

----- Original Message-----
From: Mays, William wmays@rockwallford.com >
Sent: Tuesday, July 12, 2022 8:11 AM

To: Washington, Rosalyn (R.) rwashi46@ford.com >
Subject: Re:

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from wmays@rockwallford.com . If
you do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com or open a Support Ticket with details

No it's locked out in gray. | can’'t make changes.

Buddy Mays
Rockwall Ford
Service Director
972-290-2263
Rockwallford.com

On Jul 12, 2022, at 7:50 AM, Washington, Rosalyn (R.) rwashi46@ford.com > wrote:

WARNING! EXTERNAL email. Exercise CAUTION. This email originated from rwashi46@ford.com . If you
do not recognize the sender and are suspicious of its content, DO NOT open attachments or click on any
links. To have IT review, forward to Security@grouplauto.com > or open a Support Ticket with details
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Good morning,
Can you fill out a FAR within the case?

Thanks
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CASE ATTACHMENTS:
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cAse NUMBER I STATUS: In Progress

OPEN: 06-25-2022 CLOSED: BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Information | Warranty Loaner Approval | |
DEALER NAME: DCH Ford of Thousand Oaks
PA CODE: 05208 DLR SALES CODE: 71460 REGION: W1

viN MODEL YEAR: 2019 MODEL: FLEX

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

LAST NAME FIRST NAME MIDDLE: ||

ADDRESS:

CITY STATE ZIP COUNTRY: THOUSAND OAKS | CA _ | USA

HoME PHONE: |

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

ANALYST NAME: SYSTEM OPEN ANALYST NAME: SYSTEM
COMMENTS:

ZONE: W1A
MILEAGE: 25,438
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CASE ATTACHMENTS:
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cAse NUMBER: I STATUS: Resolved

OPEN: 06-28-2022 CLOSED: 10-14-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Gosch Ford Hemet

PA CODE: 05418 DLR SALES CODE: 71426 REGION: W1
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5C - FLEX SEL FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: ||

ADDRESS: [

CITY STATE ZIP COUNTRY: BEAUMONT | CA | I | USA

HOME PHONE: [

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

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: W1C
MILEAGE: 26,466

PE24-030 000056 GCCT SV



CASE ATTACHMENTS:

PE24-030 000057 GCCT SV






2022-07-25 14:34:11

Case Number :
Customer :
Business Phone
Home Phone :
Mobile Phone
LTV Score : 8
Vehicle Purchase Status : Subsequent Owner
Ford Credit Contract Number : n/a

Part Number : GA8Z19G490A

Dealer Name : Wiegman Motor Company, Inc.
Dealer P&A : 08039

Dealer phone :
VIN :
Year:

Make : FORD

Model : FLEX

Mileage : 45927

Engine Specification : 3.5L V6 CYCLONE TIVCT
Transmission Specification : 6 SPD AUTO TRANS 6F
Warranty Start Date : 2019-09-29

Open Recall/FSA: : No

ESP : No

Hotline Contact : n/a

Warranty History : 9467434

2022-07-27 20:20:06

From: Mccorvey, Lokenya (L.)
Sent: Wednesday, July 27, 2022 3:20 PM

To: 'Wiegamford@hotmail.com '

Subject N ' I
Hi,

Are repairs warrant-able and not due to abuse or neglect?

1.RO number:

2.RO open date:

3.Mileage:

4.RO line:

5.Is it possible to do the repair at a warranty rate:
6.If yes, please provide total labor cost:

7.Total part cost:

8.Timeline to complete the repair:

9. P&A Code

Up on having all the information, | will confirm, how much Ford can help this customer with the repair cost.

Thank you,

Ford Motor Company ®

Lokenya McCorvey

Customer Experience Specialist
Imccorvi@ford.com | www.ford.com
Office: 1-866-631-3788 ext. 79435

2022-07-27 20:20:24 OBCDIr: Part Manager Ryan stats the repairs are complete as of SM: NA m
OBCcust: Cust he didn't receive a receipt with proof of payment Cust stats he'll provide wi
contact details 7/28/22 Next Steps: attempt to gather RO details CXS has emailed SM Ford Motor

Company ® Lokenya McCorvey Customer Experience Specialist Imccorvi@ford.com | www.ford.com Office:
1-866-631-3788 ext. 79435

2022-07-28 17:20:27

Updated Notes:OBCDIr: Part Manager Ryan stats the repairs are complete as of 7/26/22

PE24-030 000059 GCCT SV









CASE ATTACHMENTS:

PE24-030 000062 GCCT SV



cAse NUMBER: I STATUS: Information Provided

OPEN: 08-04-2022 CLOSED: 10-07-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: SC Vehicle Off Road NA COMMUNICATION: Web
CASE CLASS LV 1234: Dealer - Parts | Parts Inquiry | Parts Order Status |

DEALER NAME: Russ Milne Ford, Inc.

PA CODE: 02890 DLR SALES CODE: 48040 REGION: G2

viN: MODEL YEAR: 2019 MODEL: FLEX

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

LAST NAME FIRST NAME MIDDLE: | |

ZONE: G2A
MILEAGE: 31,447

ADDRESS:

CITY STATE ZIP COUNTRY: | | |

HOME PHONE:

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

ANALYST NAME: P Rxcrmp OPEN ANALYST NAME: SYSTEM

COMMENTS:

2022-10-07 09:35:43 Part order shipped for Case#m Hi, Thank you for submitting a COPIS Parts Order
Statuscase. Good news, your backorder forsService Part Number:GA8Z19G490A,Shipper

Number:UI9071,DOR Number:08044, shipped on 10/04/2022. As the order has now shipped, your COPIS
case has been closed. If there is an issue with this shipment, please place a new order as needed. If
escalation is required, a new COPIS Parts Order Status case, will need to be submitted. Thank you,

COPIS Vehicle Off Road Team

PE24-030 000063 GCCT SV



CASE ATTACHMENTS:

PE24-030 000064 GCCT SV



cAase NUMBER: I STATUS: Resolved

OPEN: 08-18-2022 CLOSED: 10-23-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: Central Loaner NA CRC COMMUNICATION: Web

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

DEALER NAME: Gosch Ford Hemet

PA CODE: 05418 DLR SALES CODE: 71426 REGION: W1
viN: MODEL YEAR: 2019 MODEL: FLEX
BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE: | |

ADDRESS I

CITY STATE zIP COUNTRY: HEMET | CA | I VsA
HOME PHONE:
SYMPTOMS: Driver Aides & Information | Exterior Camera | Performance | Inaccurate

ANALYST NAME: # FordGCCTDynamicsAccount-AutoCaseClosure- OPEN ANALYST NAME: SYSTEM

Prod
COMMENTS:

ZONE: W1C
MILEAGE: 45,860

PE24-030 000065 GCCT SV



CASE ATTACHMENTS:

PE24-030 000066 GCCT SV



cAase NUMBER: I STATUS: Information Provided

OPEN: 08-24-2022 CLOSED: 09-24-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: SC Vehicle Off Road NA COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Parts | Parts Inquiry | Parts Order Status |

DEALER NAME: Sanderson Ford

PA CODE: 20301 DLR SALES CODE: 71171 REGION: W3 ZONE: W3B
viN: MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 51
BODY STYLE: K5D - FLEX LTD FWD 4-DR MPV

LAST NAME FIRST NAME MIDDLE: ||

ADDRESS:

CITY STATE ZIP COUNTRY: | | |

HOME PHONE:

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

ANALYST NAME: P Rxcrmp OPEN ANALYST NAME: SYSTEM
COMMENTS:

2022-08-25 15:16:03

Good Morning,

Part is currently unavailable, due to a component shortage. ETA is unavailable at this time. Thank you for
your patience.

2022-09-24 08:31:22 Part order shipped for Casem Hi, Thank you for submitting a COPIS Parts Order
Statuscase. Good news, your backorder forService Part Number:GA8Z19G490A,Shipper
NumberF,DOR Number:08231, shipped on 09/21/2022. As the order has now shipped, your COPIS
case has been closed. If there is an issue with this shipment, please place a new order as needed. If

escalation is required, a new COPIS Parts Order Status case, will need to be submitted. Thank you,
COPIS Vehicle Off Road Team

PE24-030 000067 GCCT SV



CASE ATTACHMENTS:

PE24-030 000068 GCCT SV



cAse NUMBER: I STATUS: Information Provided

OPEN: 08-26-2022 CLOSED: 08-26-2022 BUSINESS UNIT NAME: Ford
RESPONSE TEAM: IVT (In-Vehicle Technology) NA CRC COMMUNICATION: Chat

CASE CLASS LV 1234: SYNC 3 | Functionality | SYNC Inoperative | Other
DEALER NAME:
PA CODE: DLR SALES CODE: REGION:

viN: MODEL YEAR: 2019 MODEL: FLEX

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

CITY STATE zIP COUNTRY: MEMPHIS | TN | | USA

HOME PHONE: [

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

ZONE:

MILEAGE:

ANALYST NAME: Rachel Wells-Booker OPEN ANALYST NAME: Rachel Wells-Booker

COMMENTS:

PE24-030 000069 GCCT SV



CASE ATTACHMENTS:

PE24-030 000070 GCCT SV






CASE ATTACHMENTS:

PE24-030 000072 GCCT SV



cAse NUMBER: I STATUS: Resolved

OPEN: 09-02-2022 CLOSED: 09-08-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Ford Dealer NA CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | At Risk of Defection |

DEALER NAME: Purvis Ford Inc

PA CODE: 00061 DLR SALES CODE: 27440 REGION: N4 ZONE: N4C

viN: MODEL YEAR: 2019 MODEL: FLEX MILEAGE: 19,662
BODY STYLE: K5B - FLEX SE FWD 4DR MPV

LAST NAME FIRST NAME MIDDLE: ||

ApDRESS: I

CITY STATE ZIP COUNTRY: Fredericksburg | VA ||l | USA

HOME PHONE:

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

ANALYST NAME: Danielle Valentine OPEN ANALYST NAME: SYSTEM

COMMENTS:

2022-09-02 12:41:04 Case Number : Customer :mBusiness Phonem Home
Phone : obile Phone : nfa LTV Score : ehicle Purchase Status : Original Owner Ford
Credit Contract Number : n/a Part Number : n/a Dealer Name : Purvis Ford Inc Dealer P&A : 00061 Dealer
phone :F VIN : Year : 2019 Make : FORD Model : FLEX Mileage : 19662
Engine Specification : 3.5L Cyclone etro T Transmission Specification : 6 Speed Auto

Transmission 6F50 Warranty Start Date : 2020-01-18 Open Recall/FSA: : n/fa ESP : CPCLIGHT 0968 - USA
2021 NEW 96/75,000 PREMIUMCARE W/ROADSIDE STANDARD DEDUCTIBLE:100 USDOWNER NAME:
JULIA HAREOPTIONS:KEYSVCWEPA,LIGHTING,1STDAYRENT EXPIRATION
DATE:01/18/2028DISTANCE:75000RENTAL:35 UP TO 10 DAYS TOWING:0 USDCONTRACT SOLD
BY:USA 00061ESP CONTRACT START DATE: 01/18/2020 Hotline Contact : n/a Warranty History : n/a

2022-09-02 12:44:51 DXS Brianna 79541 IBPM FROM DLR CLIENT SEEKING REFUND AND ASSISTANCE ON A BASE
WARRANTY CAMERA REPAIR. PART ORDERED ON JULY 6TH 2022, HAS BEEN ON BACK ORDER,
SOME DEALERS HAVE SMALL STOCK BUT ARE HOLDING FOR THEIR CLIENTS. CLIENT WENT ON
SEARCH AND WAS ABLE TO BUY A CAMERA (CORRECT PART NUMBER GA8Z-19G490-A) FROM
ANOTHER FORD DEALER SHIP AND HAD SHIPPED TO HER SO WE COULD COMPLETE REPAIR.
ClIENT WANTS TO BE REIMBURSED FOR PAYING / GATHERING PART WE HAVE NOT YET BEEN
ABLE TO GET. | HAVE ATTACHED HER RECEIPT. THANKS,

2022-09-02 13:09:34 DXS Brianna 79541 OBPM SEN