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CASE ATTACHMENTS:

RQ24-015 000002 GCCT



CASE NUMBER: STATUS: Resolved

OPEN: 07-18-2024 CLOSED: 07-18-2024 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: Ciocca Ford Lincoln of Lawrenceville

PA CODE: 01106 DLR SALES CODE: 16201 REGION: N3 ZONE: N3V

VIN: MODEL YEAR: 2018 MODEL: NAVIGATOR MILEAGE: 60,276

BODY STYLE: J3J - NAVIGATOR L 4X4 4DR SELECT

LAST NAME FIRST NAME MIDDLE: 

ADDRESS: 

CITY STATE ZIP COUNTRY: 

HOME PHONE: 

SYMPTOMS: Safe & Secure | Seat Belt | Front Driver | Sticks/Binds

ANALYST NAME: OPEN ANALYST NAME: 

COMMENTS:

2024-07-18 17:26:43 CLT SAYS:  CLT reported that her 2018 Lincoln Navigator has issues with her seatbelts, causing one of them
to inoperative and locking up. CLT is worried about this as a safety concern. CLT attempted to get it serviced
at a local DLR in her area, but did not want to wait 3 weeks to be taken in.  PER CLT DLR SAYS:  DLR
informed her that they would be over 3 weeks out for service.  CSM ADVISED:  CSM offered to contact
another DLR in her area to see if they had a service date sooner for her. CLT agreed. CSM found Ciocca
Ford Lincoln of Lawrenceville and offered to contact them for her. CLT agreed.  CSM spoke to SA who
was willing to take the CLT in on 07/23/24 for service. CSM informed the CLT who agreed with those terms.
CSM offered to give the CLT their phone number but stated she would just get it online. CSM warm
transferred SA Larry and CLT together.  NEXT STEPS:   Document notes and close case in GCCT.
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2024-10-21 18:36:27

3 IBC from Client
SPOKE TO , adv clt I have reached out to SA  and I am waiting to hear back from him
regarding a diagnosis and ETA on repairs. I will follow up again tomorrow.

NEXT STEPS FU with SA  get repair update, update clt 10/22

2024-10-22 15:18:32

 OBC to RTL

SPOKE TO SA , 2nd day in a row where there was no answer in serv.

2024-10-22 15:20:44

CSM Laura EXT 77953 Email To RTL

, today is the 2nd day in a row where I have called your service department and sat on hold for 10
minutes waiting for someone to answer my call and no one ever did.

I would like to know what you discovered on  vehicle. She is concerned because this is the 4th
time her seat belt has been replaced and she keeps experiencing the same issue with it. Please let me know
what you have found.

Thanks,
2024-10-22 17:18:08

SPOKE TO SM is , operator refused to give me his email addr, said he is not avail, she will give
him a msg to call me.

GM is Ismet, he is out of the country

2024-10-22 17:36:29

3 Email To RTL

SM 

I am wondering if  is out sick or on vacation, I have tried calling your service department and no
one ever answers the phone, two days running I have sat on hold for 10 minutes waiting patiently for
someone to get to me but it doesn’t happen. I have emailed  two days in a row with no response which
is very unlike him so I am guessing he is out.

Ms. is very concerned about her seatbelt issue, is not in a loaner, and needless to say, is anxious to
get her vehicle back. She is telling me this is the 4th time her seatbelt has been replaced and keeps having
the same concern with it.  got the vehicle back in to investigate but I have not been able to get an
update to share with the client.

Can you help me out? Thanks
2024-10-22 19:07:39

3 Email From RTL

Peter 

Good afternoon,

I apologize we have been in training on and off for the past 2 days. we had to order another seat belt and will
take 3-5 days. we returned the vehicle for now and will call her once the part comes in.

WARREN HENRY INFINITI
LINCOLN NORTH MIAMI
2300 NE 151st Street, North Miami, FL 33181

2024-10-22 19:25:22

to Client

SPOKE TO Ms dv I know she has her veh back, until parts come in. Adv it will take 3-5 days to get
the part. I will follow up on MOnday to confirm whether the part came in. I will update her then

NEXT STEPS FU with  did seatbelt arrive? update clt 10/28

2024-10-28 13:36:10

SPOKE TO Parts Dept, they cannot provide any part info I would have to speak to SA , switched to
LVM asking for call back to confirm whether the seat belt came in
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