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REPORT BY THE SETTLEMENT SPECIAL ADMINISTM TOR ON THE I
IM PLEM ENTATION OF THE OUTREACH PROGM M S PURSUANT TO THE FORD '

AND VOLK SW AGEN SETTLEM ENT AGREEM ENTS

STATUS REPORT NO. 22 FILED AU GUST 31. 2023

The Settlement Special Adminiskator of the Ford and Volkswagen Settlement Agreements

(collectively, the Gisetllement Agreements'') submits this Report to the Court to provide

information and insight as to the ongoing efforts of the Outreach Programs tmder the Settlement

1Agreem ents .

As explained in further detail below, the Outreach Progrnms have been designed through

discussion with the Parties, the National Highway Traffic Safety Administration, and the

Independent Monitor of the I'akata recalls to utilize technitues and approaches not previously

applied in the recall industry, with a focus on personalized, targeted direct cnm/aigns aimed at

increasing the volllme of outreach attempts per consumer via trâditiönal and non-traditiohal

chnnnels with the goal of m axim izing the recall rem edy completion rate to thç extent practicable

giventhe applicable provisions of the Settlem ent Agreem ents. Consistent with this, the Settlem ent

Special Adm inistrator and Outreach Program vendors regularly confer and commlmicate with the.

l The data and infonnation contained in this report is generally as of mid-o3 2023.
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automobile. manufacturers to coordinate concerted efforts to ensure that outreach to affected

vehide owners is conduded as effkiently and as effedively as possible and to continually improve

the overall process.

1. Direct Outreach

a. Current and Future Campaicns in Direct Outreach to Affected Conmlmers

The Settlement Special Administrator and Outreach Progrnm vendors continue to deploy

various dired outreach activities which have been discussed in prior Stams Reports (for exnmple,

the GGx-ray'' iece andP , Ktmissed appointment'' pieces targeted atvehicle owners who have

previously scheduled repair appointments but did notultimately have the Recall Remedy

performed), as well as new approaches and fresh creative materials to maintain response,

appointment, and repair rates, despite many drivers having received numerous mailers, calls, and

other forms of outreach in the past. In addition to these efforts, however, there has also been

considerable focus on refming vehicle owner data to the extent possible, since tllis dataset forms

the backbone of a11 other outreach attempts.

As the Settlement Special Adminiskator and Outreach Program vendors continue to test

different approaches to outreach in terms of how explicit the images and language in outreach

materials may be, some less graphic pieces are set to be utilized in the coming months. For

exnmple, a mail piece is being deployed that cleady and concisely sets forth the points that the

recipient çlneeds to know'' to have the Recall Remedy performed in his or her vellicle, which has

over-performed in prior m ailings. A deploym ent is also currently plnnned for a creative m ailer

that equates ddving a vehicle with an unremedied Takata inflator to skydiving with a ripped

parachute. This piece rhetorically asks the recipient EtYou wouldn't skydive with a ripped

parachute.. . W hy would you drive with a defective airbag?'', urging the recipient to schedule the
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Recall Remedy appointment to avoid the urmecessary and dangerous risk. Similarly, with the

tmfortunate recent increase in Takata-related deaths in the United States, the Settlement Special

Administrator and Outreach Progrnm vendors are plnnning to deploy creative material with a

draining hotlrglass, highlighting to the recipient that lttime is not on yolzr side'' with a defective

Takata inflator, given that age is a primary factor in terms of risk of an inflator rupture, especially

since som e of the llnrem edied vehicles are nearly 20 years o1d at this point.

Continued Efforts with State Departments and Other Entities

As reported, the Settlement Special Administrator and the automobile marmfacturers have

engaged various state departments to endorse the deployment of letters on behalf of their respective

states to irlform affected citizens of the Takata inflator recall and its severity, as well as to provide

information on how to have the Recall Remedy completed. These efforts generally have resulted

in some of the bighest response rates and remedy rates of any communications in the Outreach

Progrnm . In addition to the states in which these letlers have previously been mailedz, sim ilar

letters have been mailed or are anticipated to be mailed in the coming months in Arizonao Puerto

Rico, Floridà (its third mailing), and Texas (its second mailing). The fact that several states have

now re-engaged on this type of effort for second, third, and even fout'th mailings is encouraging

considering the significant success of these letters in generating repairs. The Settlement Special

Administrator and the automobile manufacturers continue to contact state departments to seek their

cooperation in this valuable and effective effort.

Overall Deploym ent and Response

2 Louisiana, M ichigan, New York, M ississippi, Alabama, Kentucky, W isconsin, M innesota, Nol'th Carolina, Virginia,
Arkansa-s, Florida, Georgia, Pennsylvania, South Carolina, Ohio, Nebraska, Tennessee, Florida, Texas, Idaho,
Califomia, Puerto lkico, Colorado, New M exico, M assachusetts, Nevada.

3
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A total of 150,900,946 outbound deployments across all available channels have been

made by the Settlement Special Administrator and Outreach Program vendors to affected

consumers. These deployments are broken out by primary charmels below:

Channel Volum e Total Appointm ents

Direct M ail Pieces 25,738,671 42,377

Em ails 15,597,462 1,659

Outtound Calls 9,272,501 96,132

00 177 090 63Digital/Facebook Impressions 1 
, ,

Tagging4 108,508 5,484

d. Overall Results

The Settlem ent Special Administrator and Outreach Progrnm vendors have perform ed

outreach resulting in a total of 322,9935 appointments and Etwnrm transfers'' to allow consumers to

schedule appointments directly with dealers, and 743,806 Recall Remedies have been completed

since the transition of outreach to the Seqlement Special Administrator and Outreach Progrnm

vendors.6

3 Social m edia deployment on Facebook and other platforms is an extremely low-cost chnnnel used primarily to
mainteain consumer awareness and a social presence to support other outreach activities which more regularly result
in appointments and repairs, such as direct mail and outbolmd phone calls.
4 K'ragging'' refers to the process referenced in this and prior reports, whereby the Settlem ent Special Administrator's
Outreach Program vendors actively search for affected vehicles on the road and, when located, place recall
notitkations on those vehicles.
5 This tigure exceeds the aggregate sum of the Total Appointments by Channel in the chart above because many of
the inbound calls resulting from Outreach Program m aterials for Ford vehicles are currently being routed directly to
Ford's call center for appointment scheduling purposes. Also see Footnote 6 below which is similarly applicable here.
6 Considering the signiticant efforts put forth towards indirect outreach methods such as mass media and gublic
relations-type activitles, Stat'us Reports now provide the toGl number of Recall Remedies performed, irrespectlve of
whether direct outreach had been performed on a vehicle. As previously mentioned, consumers often schedule repair
appointments directly with the automobile manufacmrer or their local dealership rather than by calling the Outreach
Programs' call center to do so. As such, the total Recall Remedy completion colmt presented herein cannot be
attributed solely to those direct activities conducted by the Settlement Special Administrator and Outreach Program
vendors and exceeds the number of appointments and &lwal'm transfers'' set by Outreach Program vendors. This is
also consistent with the fact that each automobile manufacturer continues signiticant and extensive outreach efforts
beyond those activities perfonned by the Settlement Special Administrator in the Outreach Programs under the
Settlement Agreements.
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2. Additional Activities and Efforts

At the end of 2021, the Settlement Special Administrator discontinued.the use of enrned

media efforts as part of its Takata Outreach Progrnm . Given the signiticant m edia coverage over

the last several years, these enrned media strategies greatly assisted in raising nffected vehicles

owners' awareness and understanding of the legitimacy and gravity of the Takata recalls. ln

ongoing consultation with the Parties and the National Highway Traffic Safety Administration, the

Settlement Special Administrator and Outreach Progrnm vendors continue to evaluate other

activities to be performed in addition to and in conjunction with direct outreach to constzmers.

3. Conclusion

The Settlem ent Special Admizlistrator offers this Report to enstlre that the Court is

informed of the status of the Outreach Progrnms to date. If the Court would find additional

information helpful, the Settlem ent Special Adm inistrator stands ready to provide it at the Court's

convenience.

/s/ Patrick A. Juneau
PATRICK A. JUN EAU
Settlement Special Adm inistrator
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After p:ntinj this label:
CONSIGNEE COPY - PLEM E FLACE IN FRONT OF POQCH
1. Fold the printed jage along the horizontal line.
2. Plaee Iabel in shjpping poueh and afsx it to your shipment.

;l
p Use of this system constitutesyour agreementto the service conditions in the current FedEx Selvice Guide, available onl 

d im in excess of $100 per package, whetherthe result of loss, damage,r fedex.com. FedExwill not be responsible for any c a
k delay, non-deliverw misdelivew, or mlsinformation, unless you declare a hlgher value, pay an addltlonal charge, document
your adual loss and file a timely claim. Limitations found in the current FedEx Service Guide apply. Your right to recoverfrom
l FedExfor any Ioss, including intrinsic value of the package, loss of sales, income interest, profit, attorney's fees, costs, and

otherforms of damage whether dired, incidental, consequential, or special is Iimited to the greater of $100 orthe authorized
declared value. Recovew cannot exceed adual documented Ioss. Maximum for items of extraordinaw value is $1,000, e.g.
jewell, precious metals, negotiable Instruments and other ltems Iisted In our Service GuidewWritten claims must be filed
within strict time Iimits, see current FedEx Service Guide.
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