
INFORMATION REDACTED PURSUANT TOTHE FREEDOM 

OF INFORMATION ACT {FOIA), S U.S.C.552(8)(6) 

Ms. D'Lanor Smith 

General Manager 

Bohn Ford 

3737 Lapalco Blvd. 

Harvey, LA 70058 

Re: Complete frustration with Ford recalls and scheduling recall services 

November 30, 2022 

Dear. Ms. Smith: 

CL-114 9987 6-1000 

I'm writing you today to discuss an extremely negative experience I had on November 21, 2022 at the 

Bohn Ford Service Center. I began receiving letters from Ford regarding a shifter cable bushing recall 
effort severa l months ago. The initial letter informed me of the recall and stated that another letter 

would be sent when parts were available. The second letter arrived in mid October stating that parts 

were now available and that the work would take " less than one-half day". Both recall letters are 
attached. 

On November 9, I visited the Bohn Ford website and scheduled an appointment for 11/21/22 11:00. In 

this appointment, I chose that I would rema in onsite during the service and clearly labeled the work 
being conducted as Recall 22V413. I received an email confirmation of my appointment (attached). No 

other commun icat ion took place from Bohn Ford. 

On the scheduled appointment day, I departed work w ith my laptop, expecting to spend the afternoon 

working remotely in the Bohn Ford waiting room. Upon arrived, I was eventually greeted by a man in 

the service area and I informed him of my appointment and gave him the recall notices. He asked if I 

had been contacted by anyone to tell me that they are at least 3-5 days delayed on these types of 
services. I said no and that I had anticipated waiting for this job to be completed. He laughed to himself 

and said there are already 7 or 8 vehicles in front of me and that everything is delayed. He continued to 
say that labor and parts shortages are creating multi day waiting periods for any work. 

I become somewhat frustrated and asked why they couldn't tell me this ahead of time, why waste my 

time leaving work, and what is any normal person expected to do in this situation. I couldn' t leave my 

car 3 S days for a recall. He then suggested that I could just ignore it and I would know if the shifter 

cable bushing breaks as the car wouldn't go into a gear or park. 

This is the second time I have had a completely negative experience with online Ford appointments for 

recalls (the first was in 2021 shortly after purchasing the car and with Matt Bowers Ford). Online 
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appointments don' t seem to mean anything and certainly are no guarantee that tny time won't be 

wasted . Why should I even make an online service appointment with any Fo(d dealership? 

The other issue, and likely the bigger issue, is that Ford's inability to adequately service reca lls in a 

timely manner just makes me (and likely coull tless other consumers) just ignore: them. Why would I 

contlnue to waste time trying to ,get a recall corrected If the Ford dealerships can't treat me respectfully 

and more importantly, correct the problem? I get that recalls happen with all automobile 

manufacturers and I also understand that those recall service jobs will likely be less attractive since they 

are not generatlnB any revenue. But I also know that I never experienced these issues with my previous 

two automobiles over the past 15 years (Toyota and Lexus). 

for now, I have no plans to address the two open recalls on my 2018 Ford Escape (22V413 & Customer 

Satisfaction Programs 19837 / '21N12). Why? Because J have little faith that this work will be completed 
in a timely and professional manner from any Ford dealership. I'd almost prefer to sell my car now and 

pick another brand versus continuing to be tricked by Ford's online appointments and misleading recall 
notices. 

Respectfully submitted, 

CC; Jim Farley 

Ford CEO and President 

1 American Road 

Dearborn, Ml 48126 

.lack Danielson 

Executive Director 

National Highway Traffic Safety Administration 

1200 New Jersey Avenue, SE 

Washington, D.C. 20590 
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Appointment Scheduled! Onlinie: BOHN FORD LINCOLN MERCURY aippo11ntment on Nov 21, 2022 11 :00:00 AM 

From: prehage@bohnzone.com (prehage@bohnzone.com) 

To: 

Date: Wednesday, November 9, 2022 at 04:10 PM CST 

SERVICE CONFIRMATION 

Confirmation Code: 

Date and Time: Nov 21 , 2022 111 :00:00 AM 

Advisor: Terry Rafferty 

Vehicle: 2018 FORD ESCAPE 

. 
Requested Arrangement: Waiting while wo;rk is performed 

Dear 

Tha!1Jk you for taking the time to schedule your servf ce in advance. 
Your service for Nov 21 , 2022. 11:00:00 AM has beeni created. 

Go Further 

I VISIT us ONLINE I 
( VIEW INVENTORY j 
( BOOK SE:RVlCE j 
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October 2022 

*"'*IMPORTANT SAFETY RECALL ,.*~ 

Safety Recall Notice 22843 / NHTSA Recall 22V413 

2018 Escape -■ 
Your Vehicle Identification Number (VIN): ffMCU0G02 

This notice /s sent to you 1n accordance with the National Traffic 1:1nd Motor Vehicle Safety Act 

Ford Motor Company has decided that a defect which relates to motor vehicle safety exists 1n your 
·vehlcle , with the VIN shown above, 

We apologize for thls situation and want to assure you !hat, wilh your assistance, we will correct this 
e-ondJtion. Our comrnrtrnent, tog_eihHr with your dealer, is to provide you with the highest level of service 
and support. 

What is the issue? 

Wttai is the risk? 

What will Ford and 
your dealer do? 

How long will it tal<e? 

What shoutd you do? 

On your vehicle, ii may be possible th,~ transmission shiftet cable bustiing is 
damaged or inisslng. 

A damaged or missing bushing could prevent the shifter from moving the 
trai1smission,nto the intended gear position and cause the vellicle to move 
in an unexpected direction. The transmission may not be in the park 
position, even though the shifter position indicates that the vehicle was 
sl1ifted to park. Exiting a vehicle with01Jt the transmission ln the park positton 
and wilhou1 the application of the parking brake may allow the vehicle to roll , 
increasing !he r1s1< of inJury or crash 

Parts are now available to repair your vehicle Ford Motor Company has 
authorlzed your dealer to replace the transmission shifter cable bushing and 
protective cap free of charge (parts and labor)., 

The time- needed for this repair is ress than one-nalf (lay, However, due to 
service scheduling requirements, your dealer may need your vehicle for a 
longer period of time. 

Please call your dealer Witl,out delay cmd request a service date for Recall 
22S43. Provide the dealer with your VIN, which is printed near your name at 
the beginning of lh1s letter. 

Ford has not issued instructions to stop driving your vehicle under this safety 
recall. You shoutd contact your dealer for an appointment to have your 
vehtc!e remedied as soon as practicat,le. Until the veh1cle is repaired, when 
shifting the vehicle into par:!<, checK the instrL-ment cluster to see if it 

·tndicates the vehicle is in park pos1tion1, and always apply the parking brake 
before the shifter is shifted into park. 

If you do not already have a servicing dea1er, you can access 
for~,corn/sumigrt for 1:1ealer addresse$, maps, and driving inslruciions. 

For<,1 Motor Company wants you to have this safety recall completed on your 
vehlde. The vehicle owner is responsi ble for making arrangements to have 
the work completed. f ord Motor Company can deny coverage for any 
vef1lcle damage that mc1y resuit from the failure to have this recall performed 
on a t imely basis, Therefore, please Mve this recall performed as soon as 
possrble. 

Please note: Federal !aw requires thiat any vehicl~ lessor receiv ing this 
recall notice must forward a copy o tr this notice to Iha lessee within ten 
days, 

I ~I• 
P~·/\·'15$721/5all9M1 ; 3g31 

, Copyngtt wn Fero Molor cwnµMy 

00652 
~2$43_P.Mlffll2'.'S4A1 
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July 2022 

Customer Satisfaction Programs 19837 ancJ 21N'l2 

2018 Escape -■ 
Your Venicle tdentificaticn Numoer (VIN) 1fMCU0GD2 

Al Ford Motor Company, we are commilled not onty to building high quality. dependable products, but 
also to building a community of happy, satisfied customers. To demonstrate that commitment. we are 
providing no-charge Customer Satisfaction Programs for your vehicle wlth the VIN shown above. 

Why are you 
receiving this notice? 

What is the effect? 

What will Ford and 
your dealer do? 

On your vehicle, 11 may be possible for c-o.olant to intrude into the cylinder 
bores. 

Coolant intrusion inl'o the cylinder bore·s can lead to coolant loss, excessive 
tailpipe smoke. or illuminated malfunction tnd1cator lrghts (Mll} due to engine 
misfire and could potentially lead to engine damage 

ln the interest of customer satisfac1ior1. Ford Motor Company has authorized 
your dealer to reprogram the powertra1in control module (PCM) free of charge 
(parts and labor) under the terms of Customer Satisfaction Program 19837. 
Receiving this service will improve eng,ine cooling and may heJp avoid 
additional engine repairs. Customer Satisfaciion Program 19B37 will be 1n 
effect until November 30, 2022. regardless of mileage. Coverage is 
automatically transferred to subsequent owners. 

Additionally. lf engine damage has occ:urred due to coolant intrusion 
Ford Motor Compal'ly is providing a one-time repair of the engine short block 
The short block one•tirne repair is covmed under Customer Satisfaction 
Program 21 N12, 
Customer Satisfaction Program 21N12: provides a free (parts and labor) 
one-time repaJr if your vehicle exhTbits coolant leakage into the cylinder bores 
causing engine damage within 7 years or 84,000 miles from the warranty 
start dale, whichever occurs first Ford Motor Company has authorized your 
dealer to replace the engine short block free or charge (pans and labor). Triis 
is a one-time repair program dependent Upon program 19B37 completion. 

If your vehicle has already exceeded either ttme or mlleage limits listed 
above, this one-time 21N12 repair offer will last through November 30, 2022. 
Coverage is automat1cafly transferred to subsequent owners. 

In order to qualify for Customer Satisfaction Program 21 N 12. Customer 
Satisfaction program 19B37, PCM reprogram. must be completed on the 
vehicle first before program 21N12 will take effect 

How Jong will It take? The lime needed for lhe 19B37 repair is less than one-half day. However, 
due to service scheduling requtrement:;, your dealer may need your vehic1e 
for a longer period of t\me. 

Jt the engine short block requires replacement under 21N12, the time needed 
for this repair 1s less than three (3) days However. due lo service scheduljng 
requirements, your dealer may need y(,ur vehicie for a longer period of time. 
1n addition, your venlcle will requir-e an inspection 10 determine if parts need 
to be ordered. 

What should you do? Please call your dealer w1th0ut delay I() schedule a service appointment for 
Customer Satisfaction Program 19837. Provide the dealer wlth your VIN, 
which 1s pr1nted nea, your name at tile beginning of this letter 

1:11• 
O1Z9197/ll6c~Oo;/ 7300 

O Copynght 2022 FOid Motor Ccm;>a:1y 

vG~31 
19631_S4_21NliitlTal 1!!83C1 



What should you do? 
(continued) 

Do you need a rental 
vehicle? 

Have you previously 
paid for this repair? 

What If you no longer 
own this vehicle? 

Can we assist you 
further? 

Please aiso keep this letter as a reminder of the service. warranty coverage 
for ycvr vehicle.'s engine short block vnder Customer Satisfaction Prooram 
2J1':l.il.. If lhe engine short block requires replacement, and yout vehicle is 
\V1thin the indic;,led titne/mileage limitations, contact your dealer to schedule 
a service appointment. 
Ford Motor Gompapy wants you lo have this service actron completed on 
your vehicle. The vehicle owner is responsible for rnaking arrangements lo 
have the work completed. Ford Motor Company can deny coverage for any 
vehicle darnage that may result from the failure to have this service action 
performed on a timely basis. Thereiore, please have this service action 
perfotmed as soon as possible. 

If you do not already have a servfclng dea!er, you can access 
fo(tj .com/support for dealer addresses, maps. and driving instructions 

NOTE'. You can receive informat[on about Recalls and Customer Satisfaction 
Programs through our FordPass App. The app can be downloaded through 
the App S!ore or- Google Piay. In addi1ion. there are other features such as 
reserving parking in certafn locatlons and controlling cer1a1n functions on your 
vehicle (lock or unlocK doors, remote start) if It is equlpped to allow co:-1trol 

If your ciealer determines that engine short block replacement is required and 
needs your vehicle overnight. your dealer is authorized to provrde a rental 
vehicle for your personal tra nsportation at no ch;,irge (except forfuat, 
rnsurance. and tax) whi le your vehicle is at the dealership ror repairs. Please 
see your dealer for guidelines and limitations. 

If you pa\d to have this service done befor~ the date of this letter, you ma.y be 
eligible for a refund. Refunds will only be provided for service related lo an 
engine short block or head gasket replacement due !o coolant intruston into 
the engrne cylinder bores To verify eligibility and expedite reimburs~ment. 
give your paid origina l rece.ipt to your dealer before November 30. 2022 To 
avoid delays, do not send receipts to Ford Motor Company. 

If you no longer own this vehicle, and have an address tor the current owner, 
please forward this )etter lo the new owher. You rec,eived thls notice because 
out' records indicate that you are the current owner. 

If you have dffficolties getting your vehfcle repaired promptly and without 
charge, please contact your dealership's Service Manager for assistance. 

RETAIL OWNERS; If you have questions or concerns, please contact our 
Ford Customer Relatronship Center at 1,866-436-7332 and one of our 
representatives will be happy to assist you. If you wish to contact us through 
\he Internet. our address js: ford.com/support. 

For t/ie hearing. impaired. call 1"800·232-5952 (TDD). Representatives are 
available Monday through Friday: 8:00AM - 8:00PM (Eastern Tin,e). 

FI EET OWNERS: If you have questions or concerns please contact our 
Ford Pro Contact Center at 1-800-34•FLEET, choose Option #1, and one of 
our representatives will be happy to assist you lf you wish to contact us 
through the fnternet, our address is. fleet.ford.corn. 

RepresentatJves are .ivaHable Monday through Friday. 7:00AM - 'i1:00PM 
and Saturday 7:00AM - 5 00PM tEaslern Time). 

As part of the Ford comm~1r11ty. we appreciate your at1ention to this •m:>ortant matter and your continued 

loyalty. 

}af,\ 
D1791S8/06a204ti~O 

Ford Gustorner Service Drv1sion 

Cf.531 
1993i _St . llN 12'-llll119S~C! 



What should you do? 
(Continued) 

Have you previously 
paid for tllls repair? 

What If you no longer 
own thls vehicle? 

Can we assist you 
further? 

NOTE You can receive informa1ion abciut Recalls and Customer 
Satisfaciion Programs through our FordPass App. The app can be 
downloaded through lhe App Store or GioogJe Play. In addition. there are 
other features such as reserving parkin9 tn certain locations and controlling 
certain functions on your vehicle (lock or unlock doors. remote stan) If it 1s 
equipped to allow control. 

If you have previously p~id for a repair that addresses the issue described in 
this letier, you still need to have this recall performed lo ensure the co1Tecl 
parts were used .. 

You may be eligible for a refund of previiously paid repairs. Refunds will only 
be ,provided for service repairs related to trar,smfssion shifter cable bushing. 
To verify eligibility and expedite reimbursement. give your paid original 
rece1pl to your dealer. 

Refund requests may also be sent directly lo Ford Motor Company. To 
request your refund from Ford, send lhe refund request with all required 
documentation inclucfing your ori,ginal mpairreceipt (no photocopies), to 
Ford Motor Company at P.O. Box 6251, Deafborn. Michigan 48121.6251. 
Refund requests mailed to this address may take up to 60 days to process. 
Your original receipt wrfl be returned to i1ou. 

Detailed information regarding eligibility for Ford's reimbursement ptogram 
:and documentation requirements may be ob.talned by conl::icUng. the Ford 
C,1ston1er Relahonship Center al 1-866-436-7332 

If you no !onger own this vehicle, and hcive an address for the current owner, 
please forward this letter to the new owner. 

You received this notice because govemmenl regulat1ons require that 
notification be sent to the last known owner of record. Our records are based 
primarily -on state registration and 1ilie data, which indicate that you are the 
current owner. 

If you have difficulties getting your vehicle repaired promptly and wilhout 
charge, please contact your dealership's Service Manager for assistance. 

RETAIL OWNERS: If you have questiorns or concerns, please conlact our 
Ford Customer Relationship Center at 1-866-436-7332 and one of our 
representalives wiil be happy to a.ssist you. If you wish to contact us through 
the Internet. our address is: ford.com/sUQ.QQ!l. 

For the hearing impaired call 1-800-232··5952 (TDD). Representatives are 
avaflable Monday through Friday; 8:00AM • 8:00PM (Eastern Time). 

FLEET OWNERS: If you have queslions or concerns. please contact our 
Ford Pro Contact Center at 1-800-34-f~LEET, choose Option #1 , and one 
cf our representatives will be happy to assist you, If you wish to contact uS­
through the Internet, our address Is: fleet.ford.com. 

Representatives are available Monday tlhrough Friday· 7 OOAM • 11 ·00PM 
and Saturday 7:00AM - 5 OOPM (Eastern Time}. 

If you are stilt having dlfficulty getting your vehicle repaired in a reasonable 
lime or without charge. you may write lhe Administrator, National Highway 
Traffic Safety Administration. 1200 New Jersey Ave. S E .• Washington, D.C 
20590 or calt the toll free Vehicle Safely Hotline at 1,888-327-4236 
(TTY 1·800-424-9153) or go to NHTSA,gov. Reference NHTSA Safety 
Recall 22va13 

Than~ you for your att~ntion IQ this important matter 

> ot ◄ 
Pl t-A-1;~5 722•~369~ 4113031 

Ford Customer Service Div1ision 

,~ Cooyr,grt 2n22 Fo1d V.olor Comoany 

(I0.',52 
22S43.PMJIB12'.?8'1A 1 



Please be aware that in this current environment we are experiendng 
extended wait times for diagnostic work as well as manufacture parts 
delays due to supply chain issues. If your appointment requires any 
diagnostic work or special order parts youi may experience delays in 
service due, to this unprecedented time. We apolog,ize upfront anid ask 
you to please allow for up to 48 hours to properly diagnose, research, 
and provide you with a proper timeline to get your vehicle repaired and 
back on the road. Thank you for yom patience and understanding. 

Click t:iRROintment Link to manage your service directly. Visit us here 
for your general service booking needs. 

Service now, pay over time! 
We offer fl exible payment plans that alfow you to spread your 
payments across 3-, 6-, or 12-months.* 

OVER 90% OF PEOPLE ARE NO HARD CREDIT CHECK & 
APPROVED NO LA lfE FEES 

---
60 SECONDS TO PRE­

QUAllFY 

Add this appointment to your calendar using the attached file , if 
present, or by clicking the link below: 

Add To Calendar 

We look forward to seeing; you! 

Thanks for using our online scheduling solution! 



r 

New Orleans, LA-

NE\N ORLEANS Lb.. 700 

ck Danielson 

Executive Director 

National Highway Traffic Safety Administration 

1200 New Jersey Avenue, SE 

Washington, D.C. 20590 
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