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2021-10-26 13:52:39

2021-10-26 18:47:04

2021-10-26 20:19:07

2021-10-27 15:03:06

2021-10-27 19:13:11

2021-10-27 21:23:12

2021-10-28 16:28:51

2021-10-28 17:46:54

OBC Called for SM. He was unavailable. The Secretary that answered took my information down for him to
call me back. NEXT STEP: Send a Portal message to DLR.  Ford Motor Company ® Customer
Relationship Center — Passenger Vehicle Team Danielle Henderson Danielle.henderson@ford.com |
www.ford.com office: 1-866-631-3788 ext. 79265

OBC Spoke with the SM. He stated they are still looking into the VEH to check for connectivity issues and
they also replaced the battery. He is waiting to her back from Tech for additionl update. =~ NEXT STEP:
Follow up with the DLR for additional updates. and Follow up with CUST  Ford Motor Company ® Customer
Relationship Center — Passenger Vehicle Team Danielle Henderson Danielle.henderson@ford.com |
www.ford.com office: 1-866-631-3788 ext. 79265

H*kk

***Case Progression Specialists

UpdatedVOR "Primary Reason"to "RO Details Not Received". Per case notes, dealer is still working on
vehicle to determine vehicle issue.

Agent should consider advising dealer to initiate Hotline if there is no clear path to repair and submit
TechSme activity.

NOTE: Ensure All necessary fields in the VOR are updatedaccording to case status andinformation provided
in the VOR isaccurate each time case is being progressed.

Ford Motor Company.

CXS Magreola Olaseni

Customer Experience Specialist/ SWAT/Ford Truck Team
omagreol@ford.com/www.ford.com

OBC spoke with SM. He stated that a part for the transmission was ordered yesterday and should be in today
or tomorrow. The part was ordered through United Radio. He did not have a order number or part number
when asked. NEXT STEP: Update CUST. and schedule follow up with DLR tomorrow 10/27/2021.  Ford
Motor Company ® Customer Relationship Center — Passenger Vehicle Team Danielle Henderson
Danielle.henderson@ford.com | www.ford.com office: 1-866-631-3788 ext. 79265

OBC informed CUST of the part that has been ordered and its estimated arrival date which is tomorrow.
CUST is adamant about getting help with a rental. ~ NEXT STEP: Look into rental resources to offer CUST
Ford Motor Company ® Customer Relationship Center — Passenger Vehicle Team Danielle Henderson
Danielle.henderson@ford.com | www.ford.com office: 1-866-631-3788 ext. 79265

H*kk

***Case Progression Specialists

UpdatedVOR "Primary Reason"to "RO Details Not Received". Per case notes, Part has been ordered via
United Radio.

Agent will check in with dealership from time to time on part status.

NOTE: Ensure All necessary fields in the VOR are updatedaccording to case status andinformation provided
in the VOR isaccurate each time case is being progressed.

Ford Motor Company.

CXS Magreola Olaseni

Customer Experience Specialist/ SWAT/Ford Truck Team
omagreol@ford.com/www.ford.com

OBC Rob SA. He will be checking in with the technician and email me with a update on when the repairs can
be expected to be done and if all the concerns have been meet. NEXT STEP: once email is received notify
and update CUST.  Ford Motor Company ® Customer Relationship Center — Passenger Vehicle Team
Danielle Henderson Danielle.henderson@ford.com | www.ford.com office: 1-866-631-3788 ext. 79265

OBC Informed CUST he will have the responsibility of paying out of pocket and to email the receipts and any
other information concerning the VEH to me. NEXT STEP: Complete Rental Activity once receipts are
received. Schedule Follow Up with CUST for Monday. Schedule Follow Up with DLR for update on part and
repair ETA.  Ford Motor Company ® Customer Relationship Center — Passenger Vehicle Team Danielle
Henderson Danielle.henderson@ford.com | www.ford.com office: 1-866-631-3788 ext. 79265
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2022-11-16 22:42:08

2022-11-17 20:18:19

2022-11-21 16:39:37

2022-11-26 19:44:34

2022-11-28 16:25:05

2022-11-30 16:37:28

2022-12-03 17:04:36

2022-12-03 17:19:08

2022-12-05 16:31:51

2022-12-17 21:54:40

2022-12-21 21:03:04

2023-02-10 13:37:10

2023-02-10 15:08:25

2023-02-10 15:10:21

Gabrielle Davis/ ext 79798/ gdavi215@ford.com ibc from customer transferred from inquiry _
customer confirmed the concerns with the vehicle Concern: vehicle is stalling on customer next steps:
contact dIr and advise to engage w hotline for recommendations to repair the vehicle / fu with sa to see if they
were able to duplicate the concern/ obtain ro/ sa information Ford Motor Company ® Gabrielle Davis
Customer Experience Specialist -Passenger Vehicle Concern Team Specialist, Ford CX
Gdavi215@ford.com | www.ford.com office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: obtain ro information from SA OBC to dir:
spoke with SA Dawn Dan Beaver is working with customer but isnt available , SA Dawn transferred me to his
vm where i left a detailed message to contact me with ro information regarding this customer. next steps:
speak with SA Dan for vehicle status Monday 11/21 Ford Motor Company ® Gabrielle Davis Customer
Experience Specialist —-Passenger Vehicle Concern Team Specialist, Ford CX Gdavi215@ford.com |
www.ford.com office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: check on vehicle status / hotline engagement
OBC to dIr: spoke with: update: RO: Open date: Email: dbeavers@elderfordoftampa.com Part: Eta: no
answer from SA Dan spoke with Deliani where she took down my contact information for SA Dan to call me
back next steps: obtain ro from SA Dan Ford Motor Company ® Gabrielle Davis Customer Experience
Specialist —-Passenger Vehicle Concern Team Specialist, Ford CX Gdavi215@ford.com | www.ford.com
office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: call dir and obtain ro OBC to dir: spoke with
Dawn replaced the battery - veh may be ready Dan isnt in- Monday morning ro : 104036 open date:
11/16/22 next steps: check on vehicle status Monday 11/28 Ford Motor Company ® Gabrielle Davis
Customer Experience Specialist -Passenger Vehicle Concern Team Specialist, Ford CX
Gdavi215@ford.com | www.ford.com office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: speak with SA Dan on vehicle status OBC
to dir: spoke with SA Natalie unable to get ahold of Dan adv SA Natalie to have Dan reach out with updates
on the vehicle status. OBC to customer: no answer from customer left customer a vm regarding vehicle.
next steps: confirm vehicle is ready with SA Dan Ford Motor Company ® Gabrielle Davis Customer
Experience Specialist —-Passenger Vehicle Concern Team Specialist, Ford CX Gdavi215@ford.com |
www.ford.com office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: check vehicle status OBC to dIr: spoke with
SA Dan customer pu veh and engine light came back on, reset the battery monitoring system, replaced the
battery and customer has had vehicle since last week obc to customer: spoke with customer customer
stated she havent drove the veh since pu bc shes scared, may drive it today to see if repairs are complete,
adv customer i would check on her Saturday for satisfactory. next steps: fu with customer for satisfactory
12/3 Ford Motor Company ® Gabrielle Davis Customer Experience Specialist -Passenger Vehicle Concern
Team Specialist, Ford CX Gdavi215@ford.com | www.ford.com office: 1-866-631-3788 ext. 79798

Gabrielle Davis/ ext 79798/ gdavi215@ford.com plan of action: call s=customer and check on satisfactory
OBC to customer: spoke with customer vehicle feels like it was to stall out but it hasnt. customer stated if
shes having any other issues she will call back no further questions next steps: safety net for closure Ford
Motor Company ® Gabrielle Davis Customer Experience Specialist —-Passenger Vehicle Concern Team
Specialist, Ford CX Gdavi215@ford.com | www.ford.com office: 1-866-631-3788 ext. 79798

Ronchele Babineaux Ford Motor Company Business Operations Supervisor case progression -always offer
customer a GWG if applicable -if the customer advised that the vehicle feels like it may stall out-offer repair
assistance/document that you offered repair assistance -please off a maintenance plan for the inconvenience
and document if the customer accepted or not -upload in morley if customer accepts

From: Davis, Gabrielle (G.)

Sent. 10:32 AM
To:

Subject:

As an offer of goodwill, | would like to offer you a Ford Protect Limited Maintenance Plan valued at $385.00.
Coverage will begin once the plan is processed, andyou will be covered up to 3 years/45,000 miles (odometer
reading).

This plan covers all of your scheduledmaintenance like oil and filter replacement, tire rotation,andmulti-
pointinspection.

This is a prepaid plan, meaning you pay nothing for covered services.

Do you approve of this offer? Upon your approval, | will begin the process to purchase this service plan on
your behalf.

Customer Experience Specialist/CX Team
Gdavi215@ford.com | www.ford.com
office: 866-631-3788 ext. 79798

efax:

case numveeR [

***Case Progression Specialist*** Morley activity 816761 : Rejected Reasons: 1. Region is incorrect.
Region should be S3. Please correct, save, and re-transmit as soon as possible to avoid possible deletion.
Thanks for partnering. Ford Motor Company ® Julian Gomez Lead Agent, Ford CX Team
Jgome191@ford.com | www.ford.com

Vehicle Concern: cust states extended warranty was supposed to expire once cust reaches 45,000 miles.
cust states that extended warranty was placed at the mileage at that cust was already at. what are you
seeking from the Ford Motor Company? Cust looking for update Where is the vehicle located? Dealership -
Elder Ford of Tampa CLV score 54 Mileage 39,000 Yr/make 2021 is it a warrantable repair? What did the
Service Dept States the issues was? what is CXS REQUESTING: What AAF article are you using? Next
steps: close case DEANDRE MILLER HeHim His Customer Experience Specialist/Dealer Experience
Specialist, Ford CX/DX Team O: (866) 631-3788

Customer called regarding an error in her extended service plan, and was calling to speak with her agent to
get it corrected, redirected to CRC for further assistance.

ibc FROM marketing cust was offerred miantenance plan but her millage was entered incorrectly she had
35k when it was offerred plan is showing as expired cust veh is having the servie done now and deler was
the one to advise it is not active next step sent email to agent
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case nuveer |G STATUS: In Progress

OPEN: 01-06-2023 CLOSED: BUSINESS UNIT NAME: Ford

RESPONSE TEAM: US Customer Roadside Proactive NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | Tech Support |

DEALER NAME: Brown's Ford of Amsterdam, Inc.

PA CODE: 02728 DLR SALES CODE: 13607 REGION: N1 ZONE: N1V
VIN MODEL YEAR: 2022 MODEL: MAVERICK MILEAGE: 475
BODY STYLE: W8F - MAVERICK SUPERCREW 4X4 AWD

LAST NAME FIRST NAME MIDDLE:

~ooress G

ciTy STATE zIP COUNTRY: AMSTERDAM | NY | [ | usA

HOME PHONE

SYMPTOMS: Start/Run/Move | Starting | No Crank | Always

ANALYST NAME: Alice Malone OPEN ANALYST NAME: Dominique Dixon
COMMENTS:

2023-01-06 21:29:05

OBC to DLR

Is the veh currently located at the dealership?Yes

Service Advisor:

Customer Name

Customer Numb

Mileage: 410

RO#: 41024

RO Open date: 1/5/2023

Veh Concern ( reason veh was towed in ): veh died

Diagnosis (If available):N/A

Repairs ETA( if available) :N/A

Was the cust put in a rental or loaner? Loaner-_

Are the repairs Warrantable? N/A

Has a Technician been assigned?No

Spoke with SM who stated that veh was previously in on 12/29 for the same issue. Battery was tested and
they Reset BMS. | inquired if tech support was needed and he stated that he is not sure at this moment until
further diag is completed

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST

2023-01-06 21:33:46

Upti

RO#

RO Open Date :Jan 6, 2023 6:45:00 AM
Dealer Name :Brown's Ford of Amsterdam, Inc.
Has a tech assigned? No

Repair Status Veh booked into dIr

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST

2023-01-06 21:45:12

OBC to CUST

Spoke with cust and explained my role

| advised cust that | will be working with the dirshp to assist in getting his veh repaired as soon as possible.
Cust stated that the veh was not towed in and that he actually brought the veh in and confirmed this is the
2nd time for the same issue. i explained to cust that will we determine if further tech assistance is need and |
will provide him with regular update on the status of his veh

Next Steps: send f/u email to cust with my contact information
Follow Up: Wednesday 1/11

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST

2023-01-12 20:54:34 iec from | RS~ I - B c.stomer: The customer missed
his agent call and | advised his agent will call him Actions: Next steps: update agent Shaterica Campbell
scampl73@ford.com She Her| Hers Customer Experience Specialist//inquiry O: 866-631-3788 ext. F:
8334330724 **| AM AN INQUIRY AGENT**
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2023-01-12 20:54:55

OBC to DLR
Spoke with SM Tyler who stated that the Battery was replaced. Veh will be released today.
Next Steps: offer cust prem ESP

OBC to CUST
No answer. LVM to confirm cust is picking up veh and offer prem esp

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST

2023-01-16 18:51:17
** Note from 1/12
OBC to CUST

Returned call from cust and spoke thh_

| confirmed with cust that veh was picked up from the dirshp. cust stated that he does have possession of the
veh and are satisfied with the repairs so far. He stated that he had the same issues with the veh previously
and he is not sure if the dirshp actually completed any repairs. | informed the cust that the battery had been
replaced but if he disagrees with the diag/repairs of the veh, he is able to take the veh to any Ford authorized
dirshp. | offered cust prem esp. Cust stated that he already purchased one of those from the dlIr. | offered cust
:)hehLll\fAP and he accepted. | informed cust i would send an email of the details but will process the plan on his

ehalf.

Next Steps: Submit Morley.
Follow Up: Friday 1/20

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST

2023-01-18 17:26:43

ibc from cust-cust calling about esp t when | looked in morley it states deleted, did not tell cust
but informed agent cust would like cb

csx- reached out to agent via webex, left msg

Ford Motor Company®

Youlanda Mitchell [Customer Experience Specialist | Houston CRC
866-631-3788 ext. 79568

ymitche4@ford.com | www.ford.com

M-F 11:00am-7:30pm

2023-01-20 21:50:48

OBC to CU
Spoke with nd informed him that | am still waiting on the ESP to process and | will notify him once |
confirm it is active on his VIN.

Next Steps: Wait to hear back from Sterling regarding plan
Follow Up: Wednesday 1/25

Ford Motor Company ®

Customer Relationship Center — Truck Team
CXS Alice Malone

amalon34@ford.com | www.ford.com .
office: 866-631-3788 ext. 79264

Mon, Wed-Sat 7:30 AM-4 PM CST
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2023-01-26 19:21:13

2023-01-27 22:54:00

2023-01-31 20:31:05

2023-02-03 23:33:17

OBC to DLR spoke with SA Fernando, who informed me that the vehicle has not been diagnosed yet
because he cannot get in contact with the customer. Offered to call the customer while DLR was still on the
line. Customer answered, provided the following:

Veh Concern: Put veh on get around app, veh started acting up after something was put on his veh
(requirment from app).Veh did not want to start; low battery; had to jump start veh shuts down after 20 mins of
driving.

Cust stated he prefer's a text before a call.

Call Ended.

OBC to DLR:

SA Fernando says vehicle could be diagnosed by tomorrow 1/27.

Nxt Steps: f/u with DLR & Cust, 1/27 by 7:30 pm CST

Tyeshia Campbell

SheHerHers

Customer Experience Specialist, Ford CX Team
5959 Corporate Dr | Houston, TX 77036 | U.S.A.
tcampb89@ford.com | www.ford.com

0O: 1-866-631-3788 Ext.79383

OBC to DLR, spoke with SA Fernando who informed me that the customer vehRight head light is broken,
causing left headlight LED to stay on. The part is on back order, Per SA they removed the right headlight, the
left LED is now off and customer can pick up their vehicle until part arrives. Due to the damage the repair is
not warrantable it was caused by an accident.

OBC to customer, no answer, left voicemail.

Nxt Steps: No goodwill offer, customer caused of failure due to accident. f/u with customer 1/31 by 7:30 pm
CSTto determine if he picked up his vehicle or not. If so, case closure.

OBC to customer, who informed me that he has not picked up his vehicle because the DLR is still working on
the battery issue. | advised the customer that | would call the DLR to confirm and follow up with a SMS.

OBC to DLR, spoke with SA Fernando who informed me that the vehicle is ready for pick up and he stated he
already explained this to the customer.

Sent Customer SMS.

Nxt Steps: f/u 2/3 to confirm customer picked up vehicle.
Tyeshia Campbell

SheHerHers

Customer Experience Specialist, Ford CX Team

5959 Corporate Dr | Houston, TX 77036 | U.S.A.
tcampb89@ford.com | www.ford.com

0O: 1-866-631-3788 Ext.79383

DLR Closed.

OBC to customer, no answer left voicemail.

Nxt Steps: f/u with customer to confirm repair satisfaction 2/9 by 7:30 pm CST

Tyeshia Campbell

SheHerHers

Customer Experience Specialist, Ford CX Team
5959 Corporate Dr | Houston, TX 77036 | U.S.A.
tcampb89@ford.com | www.ford.com

0O: 1-866-631-3788 Ext.79383
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2023-02-09 23:50:39

2023-02-10 23:04:28

OBC to customer, informed me that he has not picked up his vehicle yet because nobody has called from
DLR.

OBC to DLR, no answer in service department.
Back to customer informed him | would f/u with the DLR tomorrow regarding his vehicle pick up.

Nxt Steps: f/u with DLR 2/10 by 7:30 pm CST

Tyeshia Campbell

SheHerHers

Customer Experience Specialist, Ford CX Team
5959 Corporate Dr | Houston, TX 77036 | U.S.A.
tcampb89@ford.com | www.ford.com

0O: 1-866-631-3788 Ext.79383

OBC to DLR, spoke with SA Alex who informed me that they were about to close and everyone was gone for
the day. She did confirm that the customer vehicle was ready for pick up she told me she would have the SA
Fernando call the customer tomorrow to let them know.

Sent customer SMS regarding his vehicle being ready for pick up.
Nxt: f/u with customer 2/13 by 7:30 pm CST

Tyeshia Campbell

SheHerHers

Customer Experience Specialist, Ford CX Team
5959 Corporate Dr | Houston, TX 77036 | U.S.A.
tcampb89@ford.com | www.ford.com

0O: 1-866-631-3788 Ext.79383

This investigation document contains the first fifty pages. You may request the full version

through NHTSA.ODI.CED@dot.gov. Requests are answered as resources allow and in the

order they are received.
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