
INFORMATION REDACTED PURSUANT TO THE FREEDOM 

OF INFORMATION ACT (FOIA}, 5 U.5.C.552(8)(6) 

From: 
To: 
Subject: 
Date: 
Attachments: 

From: 

DataOuality. DataOuality (NlfTSA) 

EVOO (NHTSA) 
FW: ODI 11521054 

Thursday, June 8, 2023 4:28: 12 PM 

Sent: Thursday, June 8, 2023 1:29 PM 

To: DataQuality, DataQuality (NHTSA} <DataQuality@dot.gov> 

Subject: ODI 11521054 

This email originated from outside of the Department of Transportation (DOT}. Do 

not click on links or open attachment s unless you recognize the sender and know the content 

is safe. 

Attached is the receipt from my engine replacement, the document you requested back and the 

information between Power Ford and Ford Motor Company. 

Albuquerque, NMIIII 

Sent from Mail for Windows 



~ DOT Auto Safety Hotline 

Vehicle O'Wn1!r's Questionnaire 
To ReportVebicle S$1fety D-efec,t s 

1-888- DAS'H·'Z·D0T 
{1-888-327-4236) 

9')~J\GEl'KY \J--'.lE IJNf..Y ·no1.;-e 

IJ.,S, Deparims:ru 
cfl ,cnspoqatio.. 

National Highway 
Traffi,c Saf efy 
Admini,stratlon 

Name 
Address 

Gfty 
Albuq;.1erque 

INTIRJ\l ET:www. nM5a .. dpt,govlhptline 

ORMATION.{Typ.e or Pnnt) 

State 
NM 

7he Jnformar.io~ you prov/de will be w:ed ro identify pptential $afety.re fated def et£$. We may shore your inf0;m,atio11 ,.,;th tile oppJkabfe 
'!Ve.bide marwfoc·turer ·durinJ on investigation or 1eca1/ if} Ctecorciance wlrh the rouci'ne ,uses descrfbf d in t:be rigencyS Privacy Act no-rke__ .lee 4-9 
'FR 5397, /5':p, }, 2 ,Q0.4}. 

()pte i\lff°laSW 

Lo \2-0\q 

Tr.2~~~<fiT)'t)€ 

A I.A +c, 

VE}tlCl,.:f INfORMATION 

~l~shome a11d Teiet)hone Num~ 

to...<Mc.._c 

b( ~.nulock~k.,e,, 

[]:' Crvlse .Cpnupl 

1~ 

S-ATr 
NM 

Multi,:,le fio,!ore: 

I .!JP Cede 
S7-

FAILED COMPON~S)/ PART(S) 1NfO&MAJ10N 

~ 
EO$E 

~t'~/le'. 

Noc l:~int!E,:-, '-I 

IOO!lent Cl;l'..e!SJ 
il1-1AN--2023 

;a Oure Mil rage 
6600:>.0 

!)OT No .. fE,.ampte: OO!Mf,t .!l'AS(ef,\ 

0-..s/; 

0 ves[KI I Rrt: 
N.o D ,esOO 

ADDTTIONAltl>EMSTO BfCOMPLET.EOWHEN REPORTING A TIREf'AlllJR.E 

D OJ1~1,a1 l'.eq!Ji,emem 
□ F(,.r,r f.e.pair ",;!lute- location-: 

ADPITIO NAJ..!~M!>TO BE GOMPLffiOWI-IB\l REPORTINGA CHILD SEAT FJHLURE 

sn,u,jt~J..,~ ~ 

APPll(:A.BLE 1N,1 DEN'!' INfORMAl'I-ON 
tp/fQ,f' d&ribe (/l timJtl lhc //?dd1!,1f/s,. F,oi/ure(!J, 6'ashftSJ, IP/VTY(ies)J 

j l<u,t;ber ofD<:a1hs 

i I liei;ort!!d ttt l'oli~ 
'l 

Nar;r;,w,e DescriptiQn pf JJlCident(s), Crash{es), lnjuryfi~). 
Please des.cribe (1) ev~n ts M!'.a~ing u-p~Pl~ faiJur,e, ,l}lf~ilU rc a..n-O i ts CortS-81:(aence:s, ~n-dr[)) wh--i:twas done t.o cout"d-th.efaTTp:r~ 
i,-i:~ p;,rts repaired 9f replaced (and if old 'parJ. is avaJlableJ. 

Refe,er-,.e Jx,;,. 
- 1s-L10;:4 

M~i;.f \'.ear 
2016 

roe1- r,.r:-; 

Gius 

The contact owns. a 2018 Ford Edge.. The .contact sta ted thac while driving at an undisclosed sp~d, there was smoke comfng from td'~.~a~1e 
~ ofthe vehicle with t he check engine warning light iJluminaif:d. The vehide was taken to an :independent mechanic, where it was diagnosed cha, 
'trn! spark p lugs needed to be replaced. The vehicle was r'epaired; howev.er, the failure reoa:urred. The vehicle was taken back rn the independent 
mechanic, where tr was di;;1gnoseo u,a~ the cotl pad< needed to be replaced. Th-e veh1de was repalred; however, the failure reoccurred, and [he 
contact notited that she needed to refill the coolam reservo!r morefreq.ue.ntfy. The v~ide~ then rnken to a local dealer, wher-e il w,i.s diagnosed 
,i:Jat the englneneedeo to be replaced. Thevehidewas not repaired. The roman re1e-c-~ {,he failures to·rsa: 22-2133 (Coolant \n Cylinders, White 
E>;haust smoke and/orrnuminated MIL). The manufaaurer was made awa~f'the fuilur£ and advised 'the contact to ffle a ccmptafm with rile 
l\!HTSA Hot.line. Tile approximateta11uremt1eage v,as 68,000. CW.e., · .\-"O~D~ . l 
Smo\Led wben. -~-\1. ·03 ~c.x1t_bo.d)ra.n ro~ h . l-l~-h \ coo\~~+ c\m.r-ee\cj · 
MC ,- htlS pcud MDtAtf rt<,[F or w bi I to rtu;L tngl)1.V ~~ed. 

rn.c➔ ude, ,f avartabl~: Pollcemre Oe a,:tmem J< on,. Phozos, and Re ir lnvoiC?. .luTAOi ADOmONAL 51-JfETS IF NfCBC,A..R'/ 

The ~ivacy Act of 197.4.Public l.aw 93.-519. Tb is fn fc;rmation is requested l)Ursuaot 10 autbO(i ty '1ested in the National llighwayTraffic. SaffiY Act and $ubsequent 
amendm·ents. You are under noobligati!>n to respo11d t hls questiono<1lre. Your re:;pc111-se may be ugd to as-;ist 1he NlfTSA ·in detel'Tllining y;netner a Manufactu,.,, shou'ld take 
bppr,opria-ti? action to cotJ'ecta saf-ety-dcfed. tf .the ~HT$.A-pr,9q_«fs,wjtb c:.dmi:nis.!;.T~,tivc: er,f9"c.emcnt or litigotio.n itgjljnst a.ma:nufactur-er. your r~p.on$.e:, or o .,-@thtical 
s1,1mmary ttiereof, m.ay be vsed in ·su ppor.t of the agency's r.ittlon. 



Dt'J I I 6}\ (JS4 
Customer Pay Invoice 

$4,086.33 GD 
POWER FORD RO#;- Tag# -

1101 Montano Rd NE A lbuquerque NM US 87107 www.myforddealercom Check-ln; Thu Apr 6, 2023 I 8 :10 AM 

Customer Billing-Customer 
Same as Customer 

Albuquerque , N M Ill 

1 Q99PX Complimentary Multipoint Inspection 

Job added by Ben Wayland on Thu Apr 6 , 2023 I 8 ;10 AM 

l.Perforn1 MUitipoint ln:.pection 

Q99PX -Compliment.ary Multipoint Inspection 

1. Per formed Multtpo,nt lnspectioh 

2. ceL Customer states CEL o n 

Job added by Ben Wayland on Thu Apr 6 , 2023 I 8:10 AM 

1.REFER TO LINE 4 

CEL -Check engine light, wrench inc.licator, warning light 

1. REFER TO UNE 4 

Parts 

CORE CORE 1 $ 250.00 

F2GZ 6K682C • TURBOCHARGER ASY 1 · $1,068.33 

FBSZ 6L092C TUBE ASY • DRAIN 1 • $67.76 

SOR No 

-
Requested By 

A lbert Lopez_ 

F2GZ 6K679A - PIPE - OIL FEED 1 - $68.20 

BBSZ 6C683A - FILTER ASY 1 - $1 2.05 

DA8Z 8620A - BELT 1 - $25 74 

Vehicle 
2018 Ford Edge 

2FMPK4K96J~ 

70,986 Mi In / 72,964 Mi 
Out 

SOR Date 

15 May 2023 

Repairs are covered by c:i limit~<:! wc:irranty to, 36 month o, 36,000 mnc~. tea,r, more 3r farnil~orra nty.com 
select from otller OOCumentsEdlt Content 
Lasf Page 

Service Advisor 

Albert Lopez 

246241 

(505) 449 • 1227 

Customer Pay $0.00 

Labor $0.00 

Customer Pay $1.583.22 

Labor $0.00 

$1,583.22 

SOR Qty 

Cuscomer Copy vi I Page 1 of 4 
Tue Jun 6, 2023 I 4:29 PM 



Db\ 

Customer Vehicle 
2018 Ford Edge 

2FMPK4K96JB-

DA8Z 8620G - V,SELT 1- $91.14 

SOR N o Requested By SOR Date 

Albert Lop l?z OS Jun 2023 

3. GAS Customer states on cold start vehicle misfires 

Job added by Ben Wayland on Thu Apr 6 , 2023 t 8 :10 AM 

1.REFER TO LINE 4 

GAS -Gasoline & Hybrid engines 

1. REFER TO LINE 4 

4. 222229e Customer states exhaust blows white smoke o ut o f 
eithaust on cold start 

Job added by Ben Wttyland on Thu. Apr G, 2023 I 8:10 AM 

t.FMC HAS AUTH $3,564.96 CLP P11 MSPA766676 

Warranty Split 

Deductible 

Wat1anty Taxable Payable 

Warranly Non-Taxable Payatle 

Oeduc.tib1e Tax 

Warranty Payable Tax 

222229e 222229e 

Customer Pay Invoice 

$4,086.33 

RO# ~ 

Service Advisor 

Albert Lopez 

246241 

SOR Oty 

Customer Pay 

labor $0.00 

Warronty Pay $2,376.64 

$2,376.64 

S3,564.96 

$ 0.00 

$0_00 

$000 

labor $0 00 

I. VERIFIED CUSTOMER CONCERN, CEL ON, MISFIRE ON START UP. ANO WHITE SMOKE FROM EXHAUST ON 
COLD START. IDS HOOK UP. P0303 PRESENT. PERFORMED SD OASIS. FOUND TSB 22-2229, PERFORMED 
SERVICE PROCEDURE. FOUND COOLAND IN CYLINDER 3, REMOVED AND REPLACED LONG BLOCK, 
REMOVED AND REPLACED ALL ONE TIME USE PARTS, TORQUED ALL FASTENERS TO SPEC, FILLE- OIL AND 

Reoairs c1re cwercd by a litllil~d v,arianiy for ::16 R10111h or 36,o·oo m11es. Le.:im more al ramlly..varrarity.c01'11 
Select from otl)er DoOJmentsEdlt Conten1 
last Page 

Cus:omer Copy vi I Page 2 of 4 
Tue Ju11 6, 2023 I 4:29 PM 



Customer Vehicle 

2D18 Ford Edge 

2FMPK4K96J8-

Customer Pay Invoice 

RO# 

$4,086.33 

Tag#: 

Service Advisor 
Albert Lopez 

246241 

COOLANT T(J SPEC, RESET KAM, CLEARED CMDTCS AND RESET MISFIRE MONITOR, PERFORMED POST 
REPAIR TEST DRIVE. CONCERN NO LONGER PRESENT AT THIS TIME, All GOOD AT THIS TIME, M0· 72924MI 

2. 222229e 

Parts 

J2GZ 6006E - SERVICE ENGIN~ ASV 1 

KX6Z 8678A - KIT - TENSION PULLEY 1 

J213Z 6079C- KIT - ENGINE INSTALLATION GASK 1 :.m, 

SOR No 

-W52O214S440 - NUT 1 

vn04474S437 - STUD 1 

VC 13G - ANTl-FREEZE 1 

Requested By 

Alben Lopez 

XO 5W3001SP - MOTORCRAFT SA= 5W-30 API GF-6A 6 

TA 26 - ADHESIVE 1 

1S72 6375D - FLYWHEEL ASY 1 

SOR No 

-157Z 68752AA - GASKET 1 

3M4Z 8255A - GASKET 1 

Requested Sy 

Albert Lopez 

AASZ 9CS87A ROLLER - TAPPET 1 

BBSZ 2A572B • GASKET • VACUUM PU MP 1 

CJSZ 8255A • SEAL · THERMOSTAT 1 

CJSZ 9439A - GASKET - INTAKE MANIFOLD 4 

EJ7Z 92768- GASKET 1 

F2GZ63600A58A - WP.SHER - GUiDE l 

W7l2458S900 - STUD 4 

SOR Date 

11 May 2023 

SOR Date 

11 May 2023 

Repairs are covoe-d by a llrnitedwarrar,tv to, 3ti momn or 36.000 n"ies. Learn more at 1amilywarran;y,c;:om. 
Select from otl')er Docl1111emsEdt Content 
last Page 

~ ~, Tokion Corp 2023 

SOR Qty 

SOR Qty 

Customer Copy V1 I Pag~ 3 of 4 
Tue Jun 6. 2023 I 4:29 PM 



Customer 

Additional Fees 

DOC · Document Fee 

Original Estirnate 
Thu Apr 6, 2023 I 8:10 AM $0.00 

Ve hicle 

2018 Ford Edge 

2FMPK4K96JB-

Sale Amount 

$3.50 

Customer Pay Invoice 

$4,086.33 

RO# - ITag# : . 

Service Advisor 
Albert Lopez 

246241 

Laoor ,o,oo 
Parts $1,583.22 

Sublet Labor $0.00 

Sublet Pans $ 0.00 

Fee-. $3.50 

Discounts $0.0 0 

Tax $122.9 7 

OedUC1ible $2 ,376.64 

lnsuranceJWarranty $0.00 

Invoice Total $4,086.33 

RO External Notes: 505-659·0203 CAS 
MSPA766676 

FMPK4K96JB~~FMC HASAUTP $3.564.96 CLP Pll 

STRICTLY CASH UNLCSS ARRANGEMENTS ARE MADE. 'l i,o,Qb)• aulhon2e the reoalr work he reinaf,er to be dot1e along wrlh the rn;ccssary mol<mal arid agree 
that you are not rasponslble k>r loss 6r d~rnage to vehicle or ilrtides left in the vehicle 1n case ol lire. theft. or any mher cause beyond your control or fo, ony del.:,> ~ 
C!lUSed b~ unavallabllly of pa•ts or delays In Mru shipments by the supplier 01 banspone,. I h ereby gram you or your employees· perm s.sicm to operate the 
vehicle hEte,n dcscrited on meets. highwc1ys. or elsewhere for toe purpose of lcstir~ and/er inspection. An e,(~ress mecllaole"S lien 1s ~ereoy ockrowledged on 
above vehicle to secure the a,i,ount or repairs tMretc;.• 

A11y w arra1111e. on the products S?ld hereby are l'iole mado by l/le manufactureL rte seller hereby e}(PteSSrY disdaorns all worramies e~her elll)tu.s c,1 ,n,pfo.1, 
inchjdino arw imoTied '(Jutrantv of merch(lnta.bilitv Of t tness for tl,Dil[t1cutar PiJrpq.;e, and the sell('r neither ._assurres nor authQrlti>s a~y ctr.er peoon to <1ssume for n 
a11y fobmty 11'\ co\·necnon w ith' tho sail, oY sau:I pfoducts Any llmi!at1on conra1ned herein does not apply wnere pronI0Ited by lii!W 

fipJin,~ ~'fti"g:1e1~~J/iif9~~[i-ll~% to· 36 mo~ll or 36,000 mies. Learn mOfe at 1am,ywamlilty.c.orn 
Last Page 

- ~ Tekion C0<p 2023 C.:stomer Copy v1 I Page 4 ol 4 
Tue Jun 6. 2023 I 4 :29 PM 



OD\ -\ \5;1 \DSY 
~B o~ A 

Case 

Case Details 

Case Number 

Status Active Status Reason In Progress 

Case Classification 
Dealer - Vehicle Concern> CSM Assistance Request> Financial Assistance 

- Repair 

Vehicle Details 

VIN 2FMPK4K96JB 

Vehicle Classification 
Mileage 70986 

Hours in Service 

Symptoms Details 

Symptom Full Path 

Symptom Level 1 

Symptom Level 2 

Symptom Level 3 

Symptom Level 4 

Customer Details 

First Name 

Home Phone 

Business Phon 
Email Address 

Mileage Unit 

Selling Dealer 

Code 

Miles 

Sunnyvale FUEAN 

Holdings-49ST 

Start/Run/Move > Runnlng > Smoke From Exhaust > White 

Start/Run/Move 

Running 

Smoke From Exhaust 

White 

Last Name 

Address Line 1 

Address Line 2 
City ALBUQUERQUE 

State 
Zip .. 



Marketing Score 

CLV Score 80 

Vehicle Ownership 

Vehicle 
Vehicle Purchase Current 
Classification Status Owner? .,,,,,,,.. 

2FMPK4K96JB-
K4K - EDGE AWD 

TITANIUM 
Subsequent Owner No 

Task 

Subject 

Task Type 
Regarding 

Duration 
Priority 

Description 

Additional Info needed from Dealer:CAS 

Note Created on 5/9/2023 6:04: 15 PM 

-Additional Info needed from Dealer 

30 
Normal 

OBPM to DLR- FMC has authorized $3,564.96 towards repairs. 
An approval code has been generated in the Fll Request form based on the following partkipation: 
• Customer Share: $2,376.64 
• FPS generated P11 Approval Code MSPA766676 

Please contact the customer to advise of the decision. 

Note Created on 5/9/2023 1 :03:42 AM 



CXS - Tiffany Washington 

twashi67@ford.com 

866-631-3788Ext 79653 

IBC J:ROM CUST / Customer soys that previous agent was super super rude. Customer says engine needs to 

be rebuilt and they needs financial assistance. Customer says vehide is getting antifreeze into the cylinder. 

Vehicle runs rough and failure codes are coming up also. Customer says they have purchased several Ford 

vehicles and doesn't know why. 

CXS AGENT INFORMED CUSTOMER THAT DEALERSHIP IS WORKING WITH FORD TO GET HER FINANCIAL 

ASSISTANCE TOWARDS REPAIRS. 

CLV:80 

Dealership: POWER FORD 

VIN: 2FMPK4K96J~ 
MILEAGE: 71~000 

NEXT STEPS/ NOTE CASE 

Transfer call to#: -
Legacy/Concern Agent: 

Ford Motor Company ® 

Tiffany Washington 

Customer Experience Specialist, Ford CXS Inquiry Team 

MON-FRI 11 :30AM- 8:00 PM (CST) 

twashi67@ford.com I www.ford.com 

office: 866-631-3788 ext. 79653 

Note Created on 5/2/2023 6:58:56 PM 

"WEB~Customer has NIA LTV score. Awaiting assis1ance. Can you venfy if any assistance can be made 

for customer? Terry Wayland Fixed Operations Director Power Ford. 

Note Created on 5/2/2023 5:03:14 PM 



Andrea Morehead/Ext. 79862/amorehel@ford.eom: 

IBC from cust calling for an update and to speak with an agent who makes decisions. CXS redirected cust to dlr. 

Next Steps: Document recontact 

Ford Motor Company® 

,-]5,;,4,,,a .-)f/;;,<ltnuf- INQ PVT 

amorehe1@ford.com / www.ford.com 

office: 866-631-3788 ext. 79862 

Note Created on 5/2/2023 3:13:00 PM 

*WEB*The customer called asking for an update, have you guys made a decision yet? 

Note Created on 4/13/2023 1 :59:49 PM 

IBPM from DLR- you could look at the tsb for the labor published by FORDI! parts attached 

Note Created on 4/11/2023 9:46:14 PM 

OBPM to DLR- Additional information is required to move forward \Vith this request. 

Please provide the following documents, 

A detailed estimate including a list of parts with part numbers and labor op codes, 

After all of this is complete, we can move forward to the next step, 

Note Created on 4/11/2023 9:41:50 PM 



Case Num 

Customer: 

Business Phone: 
Home Phone: 

Mobile Phone 
LTV Score : 
Vehicle Purchase Status : Subsequent Owner 

Ford Credit Contract Number : 

Part Number. 

Dealer Name : Power Ford 

Dealer P&A : 20351 

Dealer phone : 5057666600 

VIN : 2FMPK4K96JB­
Year: 2018 

Make: FORD 
Model : EDGE 
Mileage : 70986 
Engine Specification : 

Transmission Specifieotion : 

Warranty Start Date : 2018-01 -25 

Open Recall/FSA: ; 

ESP : 

Hot1ine Contact : 

Warranty History : 

Financial 

Assistance 

Subject 

Dealer 
Repair Order 

Number 

Repair Order 

Open Date 

Mileage at 

Repair Order 
Open 

Requestor 
Name 

Financial Assistance .. 
PowerFord 

04/06/2023 

70986 

ALBERT LOPEZ 

Regarding 

Customer Type Reta il 

Causal Part -Number 
Repair Order 

Closed Date 

Hours in Service 

Requester Job 
Service Advisor 

Role 



l I \..) (/\ I Ll....) T 

Request or 

Email 

Is this a 
visiting 
owner?Repair No 
Order Open 

Date 

If Yes, Repairs 

completed at 
No 

Ford/Lincoln 

Dealer? 

Required 

maintenance 

performed at 
the appropriateNo 

intervals for 

the effected 

component? 

Was the 
service and 
maintenance 

performed at a 
Ford/Llncoln 

dealership? 
Describe 

Modification 

Total 

Ford/Lincoln 

Claim Amount 

Year 

Model 

Mileage Units 

Cost Details 

for Financial 
Assistance 

No 

3564.96 

2018 

EDGE 

Miles 

Does the customer 
perform retail 

Requester service or 
Information purchase parts No 

from your 

dealership? 

Are the repairs 
already No 
completed 

Has the dealer 
reviewed the 

maintenance 
No 

history? 

Does the vehicle 
have a 

Ford/Lincoln No 

ESP 

Are there any 

vehicle No 

modifications? 

Total Claim 

Amount 
5941.60 

Vehicle 2FMPK4K96J~ 

Make FORD 
Warranty Start 

01/25/2018 Date 

Fuel Type Gas 



Name 

Cost Details for Financial 

Assistance Re uest for 

Remedy Type Repair (Parts & Labor) 

Customer 
2376

_
64 

Share Amount 

Ford/Lincoln 
3564

_
96 

Share Amount 

Program Code 

Approval 

Status 

Cost Details 
for Financial 

Assistance 

Name 

Approve 

Cost Details for Financial 

RAmedy Type Repair (Parts & Labor) 

Customer 
2376

_
64 

Share Amount 

Ford/Lincoln 
3564

_
96 

Share Amount 

Program Code 
Approval 

Status 
Approve 

Loyalty 

Assistance 

Financial Assistance 
Request for GAS-

RO Line Number 4 

Dealer Share 

Amount 
0.00 

Total Amount 5941.60 

Is Snapshot? Yes 

Approval Code MSPA766676 

Loyalty 

Assistance 

Financial Assistance 
Request for CAS-

RO Line Number 4 

Dealer Share 
0.00 

Amount 

Total Amount 5941 .60 

Is Snapshot ? No 

Approval Code MSPA766676 




