: : Viewpoint
Service Experience Survey P

Dear Mr. Sample:

Ford Hometown Motors appreciated the opportunity to
service your 2005 Ford Focus on May 12, 2006.

Mr. John Q. Sample Please take afew moments to complete this survey.
123 Main Street The information provided will be used by Ford Motor

Apt. 54 Company and Ford Hometown Motors to continuously
Hometown, MI 12345 improve our products and services. This information

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIIII IS nOt Shared or dISC|osed to OUtSIde partles for
their own sales or marketing efforts.

Thank you in advance for your time in completing this
survey. Please use the postage-paid envelope

provided.
» Do you still own your 2005 Ford Focus? %:erely,
L] Yes waif YES, this survey should be completed by the person most
familiar with the recent service experience of this vehicle. Darryl Hazel
President, Ford Customer Service Division
[] No -»if NO, please check this box and return the uncompleted Ford Motor Company

survey so that we may update our records.

Your Satisfaction | B ]

Completely Very Fairly Well Somewhat Very
1 How satisfied are you with your overall service experience on Satisfied Satisfied Satisfied Dissatisfied Dissatisfied
May 12, 2006 at Ford Hometown MOtOrs? .. ..................ooiiiii. .. R I Y I P I R I
Your Service Experience
How would you rate Ford Hometown Motors in terms of . . .
2 Bringing your 2005 Ford Focus in for Service Excellent Very Good Good Fair Poor
a. Having your vehicle serviced on a day and time convenient for you .. ....... ... 0O L] o L]
b. Starting your service write-up within a reasonable amount of time. ... ... ... O ..., O U] g L]
c. Making you aware of alternative transportation options (shuttle, rental car, etc.) ... [1 ... [] U] g U]
d. The overall process of getting your vehicle in for service .. ............... O ... 0O L] O L]
Same 1 2 37 MoreThan
e. Within how many days of your desired service date were Day Day Days Days 7Days
you given a service appointment? . ... ... ... ... ... o .... 0o ... 0O . O U]
3 Your Service Advisor Excellent Very Good Good Fair Poor
a. Treating you with courtesy and reSpect .. ............................. U] L] O [ N I
b. Understanding of your service needs. . .. ............................. U] L] g (I U]
c. Advising you of additional service that could be done during this visit. . . . . . . L] ] O 0. ]
d. Keeping you informed about the status of your service . . ... .............. U] L] . g 0. U]
e. Answering your questions or resolving your concerns in a timely manner . . . U] L] g O . U]
f. Your Service Advisor's overall handling of your service visit. .............. L] ] o4 . L]
4 Quality of Service Yes No
a. Was your vehicle fixed right the firsttime? . . ... ........................ L] ]
b. Was your vehicle ready when promised? .. ........................ ... o ... 0O
Excellent Very Good Good Fair Poor
c. Length of time to complete your service wWork .. ........................ L] ] L] ] L]
Availability of a comfortable waiting area. . .................... .. ... ... L] ] L] ] L]
The overall quality of service performed . ................. .. ... .. ... .. U] L] U] U] U]
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Your Service Experience (continued) | NN

5 Plck/ng Up Your Vehicle Excellent Very Good Good Fair Poor
a. Explanation of service performed and any charges . ...................... ] L] ] [
b. Advising you of any future vehicle maintenance needs. .. ................. U] U] L] [ N
c. Amount of time it took to get your vehicle after service. . ... ............ .. .. ] L] ] [
d. Keeping your vehicle clean during service. ............................. ] L] ] [
e. The overall process of picking up your vehicle. .. ........................ U] U] L] [ N
f. Did Ford Hometown Motors review a Yes No
Multi-Point Inspection Report Card with you?. .. ............ .. ... .. ...... U] U]
6 After Service Follow-up and Concern Handling Yes No
a. Did your dealership follow up with you to ensure your satisfaction?........ .. ] L]
b. Did you have any concerns about your service experience? ............... [] .... [ -1ifNoO, please skip to Question 7.
c. Did you let your dealership know about your concern(s)?.................. [
d. Has your concern(s) been resolved to your satisfaction? .................. [ N
e. How would you rate Ford Hometown Motors Excellent  Very Good Good Fair Poor
in terms of the overall handling of your concern(s)? ...................... A U I R I R I
Recommendations
7 Based on your experience, would you recommend Definitely Probably MaybeWould, ~ Probably Definitely
Ford Hometown Motors to your friends or family Would Would MaybeNot  WouldNot  Would Not
as a place to have a vehicle serviced? ... ............... . ... . ... o ..o ..o o ..o n0o o d
Your Vehicle | T
Completely Very Fairly Well Somewhat Very
8 How satisfied are you with the overall quality of Satisfied Satisfied Satisfied Dissatisfied  Dissatisfied
your 2005 FOrd FOCUS? . ...\ vvi et I N e H I I S I
Tell Us About Yourself| 7
9 Yourgender: ......... [l Female L] male
10 Yourage: ........... [l under2s [] 25-3¢ [] 3544 [] 4554 [] 5564 [ 6574 [ 75o0rover
11 Your ethnic background: (Mark all that apply.)
[l Asian/Pacific Islander [l Hispanic/Latino [l Native American L] Prefer not to answer
[ ] Black/African American [ ] white/Caucasian [ ] oOther
12 Areyou the person indicated on the front of this survey? L] Yes L] No
VIN# 1FMDK02196GA00000
Comments About Your Service Experience (pease print) Help us update our records!

Mr. John Q. Sample )
123 Main Street Please print

Apt. 54 changes.
Hometown, MI 12345

Name

(Title: Mr./Ms./Mrs.) (First/Middle/Last)
Address
City State ZIP
Phone
E-mail

’ Please return in the postage-paid envelope provided.
Do not return this survey to your dealership.

» [1 Please mark here if you do not want your name and comments shared with your dealer. W Wo/ —
021052 123456 1234567890 010290 %



