State of Wisconsin AL-1670 368 7- 210%

Governor Scott Walker

Department of Agriculture, Trade and Consumer Protection
Ben Brancel, Secretary

August 11, 2016 INFORMATION Redacted PURSUANT TO THE FREEDOM OF
INFORMATION ACT (FOIA), 5 U.S.C . 552(B)(6)

Ford Motor Co

16800 Executive Plaza Dr

Dearborn Ml 48126-4261
MG 23 209

RE: File [l Refer to this number when contacting our agency)

Oconomowoc WI

Dear Sir/Madam:

I received a complaint from ||l concerning her Ford vehicle.

I am forwarding a copy of this complaint to you. After reviewing the complaint, please send your written
response to| e to our office within two weeks.

In your response, please include a statement as to your position regarding resolution of this complaint.
Your written response is important so your position can be included in the Department's permanent
record.
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l Thank you for your cooperétion and prompt response. '

Stex J. Samuel
Consumer Protection Investigator
Mediation Unit

Bureau of Consumer Protection
Email: Steven.samuel@wisconsin.gov
www.facebook.com/wiconsumer

Enc.:

C.: NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION
US DEPARTMENT OF TRANSPORTATION
WEST BUILDING
1200 NEW JERSEY AVE SE
WASHINGTON DC 20590
TELEPHONE:  888-327-4236 OR 202 366-0123
WEBSITE: www.nhtsa.dot.gov

WISCONSIN DEPARTMENT OF TRANSPORTATION
DEALER REGULATION UNIT

4802 SHEBOYGAN AVE RM 201

PO BOX 7909

MADISON WI 53707-7909

TELEPHONE: 608 266-1425



General Consumer Complaint

Your Information
Salutation

First Name

Last Name
Address Line 1
City Oconomowoc
State : WI

Zip

Cell Phone
Home Phone
Email

Phone me between 8-4 at Home

Best time to call 9am

Information about the person or business your complaint is against:
Business Name Jack Safro Ford/Ford Motor Co.
Address Line 1 1000 East Summit Ave

City Oconomowoc

State WI

Zip - 53066

Business Phone (262)567-5574

Name of the person you talked to Mike Bills
Title of the person you talked to . General Manager

Your Complaint

I purchased a new 2013 Focus on 3/13 Winter of 2014 the car was shuddering with
considerable crunching metal at low speeds when starting and when turning. Car ok in high
speeds. Situation worsened, took it to service at Jack Safro 11/10/14.Seals in transmission
leaked, clutch replaced, computer reprogrammed. Started hearing same issues around Aug
2015. Started doing driving with more stops, starts and turns do to my job the problem
intensified within 2 weeks on 9/12/2015 the check engine light came on while on freeway, I
exited and tried to take backroads home and the clutch started slipping badly.I would increase
speed the clutch would slip into lower speeds back and forth. Took it to Jack Safro and clutch
was slipping excessively,had to be replaced again along with repairs to transmission. At this
time I voiced my concern to the dealership that if this were to happen at high speeds or in
winter when road conditions were bad someone could have hit me from the rear or I could have
spun out due to the severe decrease in speed with no warning. They said they were not willing
to speculate on this issue til it happens. This is also the opinion of Ford Motor Co. The car was
returned repaired on 9/16/15. On 9/18/15 exibited same issues while I was in Milwaukee
working. I only experienced excessive shudder and severe crackling in starts and turns. I
contacted Mike Bills the next morning concerned car is not safe to drive, he said can't say if car



is safe.Took the car to Mil. to work Sat night and lost the clutch again, not even engaging,
severe slippage. I quit working and proceded to drive it to my home in Dodge Co. The clutch
was slipping in low gear badly, went on fry in low speeds and no stopping, clutch ok until
doing stops again check engine light on. Fixed again on 9/22. w/ starts stops cracking metal
sounds is reoccuring. Called service, they say is normal. Service manager says starts stops and
turns will exacerbate situation I should change my driving style

Information About Your Complaint
Details about the Incident

Which of the following best describes your
first contact with the business?*

If other, describe the other method of contact.
If printed ad, when was it printed?

If printed ad, where was it printed?

‘When did the first contact occur?

How old is the person who had contact with
the business?

What product or service did you buy?

Was it advertised?

Date advertised?

Where advertised?

Did you sign a contract / agreement?

Date Contract Signed

Number on Contract, Policy or Receipt

Where were you when you signed the
contract?

Payment Information

Amount Paid

Payment Method

Description of Payment Method (if "Other")
Where did you pay the business?
Description of Payment Location
Interactions with the Business

Did you contact the business about your
complaint?

When did you contact the business?

What happened when you contacted the
business?

Resolution Information

Have you filed this complaint with another
agency?

Agency name

- I Telephoned the Business

11/10/2014
18- 61

Ford Focus 2013
No

Yes
03/07/2013

Jack Safro Ford Oconomowoc

20095.76
Financed
5000.00 cash

Jack Safro Ford Oconomowoc

Yes

11/14/2014

I was told issue was fixed and all the crackling
noises when accelerating or turning is normal.
They replaced clutch, repaired transmission
and computer

Yes

Nitsa and Federal trade commision



What happened when you contacted the other Made same complaint to these agencies,and

agency? nothing has happened yet.
Have you contacted a private attorney? No
Have you started court action? No

I have a right to have the car fixed with no
chronic occurrences, no loss of work to occur
each time and if they cannot fix this issue
resolved?* which is a safety hazard then they should
) refund the purchase price of the car. At this
' ' point Ford says they have replaced everything
they can.

How do you feel this complaint should be



Jack Sarro Forp

1000 E. Sunimit Aventie
Oconemowoe, Wisconsin 53066-3961
(262).567-5574:

1-800-564-5574

_ o Fax (262) 5675066

October 15,2015 safroford.com

jacksafroford.com

Department of Agricultare, Trade and Consumer Protection
2811 Agriculture Drive '
Madison, W1 53708

re: File N

Oconomowoc; Wi

Dear Mr. Steven Samuel,

LHis letter is in response to the ‘correspondence received inour office regardmg_
purchased a 2013 Ford Focus from our dealership September 3,2013. OnNovember 12,2014, Ms

brought her vehicle into our-service department stating there was a vibration and it shutters, At that
. time we replaced both:inner shafts seals and attempted to ¢lean the clutch. The process of cleaning the
cluteh did not resolve the matter, therefore, at that time we replaced the clutch and we drivethe vehicle.on
aroad test and it was olg :

On September 10, 2015, prior-to the last two service visits, I spentseveral hours discussing the different
options we could offer the Guistoinier because she was not satisfied with the vehicle. 'We offered to trade her
out of the vehicle however we could not obtain acceptable financing.

B o our dealership on September 16 2015 and stated that she was h'wmg smnlar
-¢coiiceriis with the vibrdtion and shuttering, At ime: the ' o
Bullétin (TSB) 15-0120 that acidressed the customers: coricern. The technician completed the repair and
noted that the vehicle was ok at this time.

e to our deaierslnp apain on September 22, 2025 and stated that the check engine light
the repairs; He test dri dx ovE the veh[cle for- 64 miles and at that time the irehxcle was ok and the check engme

hght did not cotine on. All the repairs were covered under Ford Warranty: and -was not charged
for any of the tépairs.

Please find enclosed a docurhentation that references Ford power shift 6-speed transiiiission charactéristics
that better describes | corcerns. 1twill further explain her concerns per Ford standards.

Please feel free to cotitact e at (262) 567-5574, if you have.any quéstiors of coricerns.

Sincerely,

‘Mike Bills
General Matiager
Jack Safro Ford




PowerShift 6-Speed Transmission

Operating Characteristics

Background

in 2010, Ford launched an all new transmission, PowerShift, an advanced six-speed atutomatic
transmission based an manual transmission technology with class-leading fuel efficiency. This
communication will help explain the technology and common operating characteristics of this new
transmission available on the Fiesta and Focus in order to improve customer expectations and
experiences.

PowarShift is an advanced automatic transmission technology

The PowerShift is really like two 3-speed manual transmissions put together, with the dual clutch and
shifting components controlied electronically. Since most of the components are derived from a manual
transmission, the PowerShift transmission will drive, sound, and feel like a manual transmission but
without the driver interaction.

Vehicle features to support the PowerShift transmission

One of the vahicle features incorporated with the PowerShift transmission is the hill hoid feature called
Hill Start Assist (HSA). The HSA systam activates automatically in D (Drive) uphiit or R {Reverse)
downhill. When the driver removes their foot from the brake on a hill, the vehicle will remain stationary for
approximately 2 to 3 seconds - replicaling the hehavior of a traditional automatic. This allows the driver
time to move their foot from the brake to the accelerator pedal. After this delay, the feature will deactivate
and the vehicle will be free to move down the slope. HSA will not be activated unless the vehicle comes
to a complete stop while the service brake is applied. (Refer to Owner Guide for additional details.)

This feature was added because using engine torque and clutch slippage to hold a hill can result in a
clutch overheat condition if held too long.

Service Personnel Support

Since the PowerShift transmission is a new technology, some customers might not be familiar with the
normal driving characteristics of this transmission. Service support personnel should be aware of the
normal operating characteristics and be able to differentiate between normal characteristics and abnormal
symptoms that require service. The following information will assist with addressing certain potential
customer concerns.

Common Characteristics of the PowerShift Transmission
Common Sounds a driver may notice:

s Double clicking metat sounds
These sounds can likely be heard while driving on very smooth surfaces during a 1-2 upshift or a
3-2-1 coast down, The sounds occur with every gear engagement, but generally cannot be heard
over the background engine, road and wind noises at higher speeds. Most noticeable if the
windows are down and the radio is off, these sounds are due to the shift forks moving and the
synchronizers engaging a gear (similar to a manual transmission}. These shifting sounds are part
of normal operation.

A slight gear whine while slowing or coasting is normal.

+  Clicking after the enqgine is turned off
As the vehicle is powered down, the transmission will cycle the cluiches to the released position
50 it is ready for a safe restart of the engine. This is part of normal operation. Clicking sounds
from the transmission immediately after the engine is wined off are normal.

!
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+ Low speed "grinding”
A sl_|ght g_rinc;ling-type noise may be heard at about 2 MPH. This noise is more evident during
traiter-hitching” events (see below). This noise is caused by normal bearing rotation and does
not affect the durability of the transmission.

+ Reverse gear whine
Some PowerShift transmissions will exhibit gear whine in reverse. The level of whine has been
significantly reduced in later build vehicles, but can still be detected to some level. This is
_characteristic of many manual transmissions, and is not a defect or a situation in which a repair
should be attempted.

Traiter-hitching feel

Some customers may experience a trailer-hitching feel (or a slight bumping feel). The trailer-hitching feel
may occur in lower forward gears — particularly if the customer is off and on the throttle quickly. It may be
more noticeatrle in a parking lot or when a customer is doing multiple on/off throttle pedal maneuvers.
This trailer-hifching/engagement feel is a normal characteristic of the dry clutch-equipped manual
iransmission design, Conversely, conventional automatic transmissions are equipped with a torque
converter. The torque converter is a fluid coupling device which dampens these paositive engagement
{eels. '

Diagnostic tips to be used during service visit

When evaluating a customer concern regarding this transmission, first compare to a like vehicle. The like
vehicte should be at the same transmission fluid temperature as the customer's vehicle. Sounds will
change as the transmissian oif changes temperature and viscosity. If the suspect sound is similar to a
like transmission at the same temperature, it is most likely a normal characteristic and no repair should be
attempted.

If vehicle loses electrical power due to the removal of a power or ground hattery cable, or the battery
discharges, the transmission will perform an initial system status check upaon power restore to verify shift
motor position. This results in a series of machanical noises for 10-30 seconds. The transmission will not
engage and the vehicle will not move while this status check is occurring. This is normal after an
alectrical power loss to the transmission.

“Green” clutch break-in peried :
New, replacement, and reset clutches are "green” and require a break-in period before shift event quality
is maximized. During the break-in period, green clutches may exhibit: :
o A raitle noise similar to a loose catalytic converter shield. This noise is commonly heard
afier light throttle 1-2, 2-3 or 3.4 upshifts. This rattle noise will diminish greatly as the
clutch completes the break-in process.
¢ Atake-off shudder/launch judder (shaky vs. smooth) on light loads.
+ A bharsh-shift feel during the first few cold shifts before the transmission reaches
operating temperature

All of the above conditions will diminish and the customer will notice progressively better launch and
smoother shifting within the first few hundred mites of mixed driving as clutch break-in occurs.

Note. The break-in process may take longer for highway driving, where the clutch is not shifting. The
transmission will automatically learn and make adaptations during shifting events, so it is important to
evaluate after aliowing sufficient driving time for adaptations to occur.

This green ciutch feel may reappear if the clutch touch points are reset andfor the clulch is removed
and/or replaced. The condition may last longer for a clutch replacement than a reset. A resel may take
up to 100 miles to get the new touch points learned to the point of not making any out-of-adjustment
noise. A clutch replacement may take as much as 1000 miles or more to reach break-in depending on
the customer siyle of driving.

The break-in period can be minimized by performing the adaptive drive cycle exactly as described in the
Woarkshop Manual, Section 307-11 (Fiesta) and 307-01 (Focus).

-
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Safro Ford
(A FORD OF QCONOMOWOT LLC COMPANY)
OGO BAST SUMMIT AVE,  GCONGMOWOO, Wi 53066-34941
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Department of Agriculture,
Trade and Consumer Protection

2811 Agriculture Drive
PO Box 8911
Madison Wl 53708-8911

NATIONAL HIGHWAY TRAFFIC

SAFETY ADMINISTRATION
US DEPARTMENT OF TRANSPORTATION
WEST BUILDING
1200 NEW JERSEY AVE SE
WASHINGTON DC 20590
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