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febrary 28, 2000

Ann O'Neill

Director, Vehicle Service and Programs
Ford Motor Company

P O Bex 1904

Drearbom, M1 48121-1904

bls. O"Neill

[ am writing in response to a recall notice I received recently on my 1994 Expiorer. |
promptly called a local Ford dealership and had the recalied parts repaired. The service |
received from that dealership was excellent and their was no problem in resolving thet
{SSUE.

My concern, however, comes from another problem with my Explorer in whuch I have
not been able to get any resolution from Ford Motor Cormpany. It is an issue which 1 feel
should be under recall and 13 not. :

I bought my *94 Explorer int March, 1979, My husband and I test drove the vehicle on a
busy boulevard and did not dnve more than 45 mph. Afer we purchased the vehicle and
were driving home we noticed & vibration in the seats, from the floor and in the driver’s
side mirrar when driving at highway speed (35 - 63 miles per hour}, We attributed the
vibration o the off-road tires and within 2 week bought a new set of tires. The vibration
which we felt was just a bad as with the off-road tires. We then had the tires re-balanced,
the font-end aligned, replaced a rotor on the front wheal which was cracked, and had
camber eccentrics installed. All of these repairs were done individually, over a period of
several months, in the hopes of eliminating the severs vibration / shaking. The seventy
of the vibration was not affected by any of these repairs. I finally took the Explorer 1o
Dan Wiebold Ford in Nampa, ID. The service manager drove my Explorer and explained
the vibration / aftershake was normal for the 1994 Explorer and gave me a print-out,
Article No. 96-4-15 which expiains the problem. [ was also informed by the service
manager this is a design issuc which Ford is aware of and they have spent quitec some
tirne devetoping a kit to correct the problem. The service manager told me once the
original tires were removed from the vehicle for whatever reason, there is no way to
return the Lires to the original specifications and the shaking counld not be totally
eliminated. He said the only way to reduce the vibration was by instailing the engine
mount and rear axle kit and he feit the installation of the kit was the only way to solve
this problem.




The issue [ reported to the dealership is identical to the issue described in Anticle 96-4-13:
A vibration / shake 15 felt in the seat and floor at highway speed (above 50 mph). A -
severe vibmation is visible i all objects [aying in the seat and on the flogr. The console
and all objects in the beverage holders vibrates. Also, objects in the side mirror become
distorted at short distances as a result of the vibration. When driving at 25-45 mph over a
bump an “aftershake™ effect is quite noticeable. It feels as though the car is junping to
the side and under certain road condihiens the potential to lose control of the vehicle
EXISLS.

My concern 1s customers who reported concerns to Ford Motor Company received repairs
to their vehicle at no cost if it was under warranty. Upon the expiration of the warranty
penod the kit was availadle 1o consumers a: the cost of approximately $1600.00. The
problem was created by Ford Maotor Company engingers. Regardless of the number of
miles this Explorer has been driven, the way the vehicle has been treated, or the tires on
the vehucle there will be a vibration / aftershake condition unless we pay out of gur pocket
for the kit. This is ridiculous. I had no say in whether or not the original owners noticed
the vibration or were concerned encugh to inquire about a fix to the problem. However, |
did make an inquiry about it and was toid Ford Motor Company will not provide the
repairs to my vehicle because it is not undar warranty, no exceptions. This problem is not
related to the wear of the vehicls and the seventy of the vibration / shaking would be the
same after being driven 150000 miles ag it was when the vehicle was new.

I am not an unfair persen and do not believe I am asking for anything thar is
unreasonable. If this were a power train or even an electrical problem [ know the
warranty has expired apd | am responsible for the cost of any repairs. I can not see why
an engineering flaw, which Ford Mator Cormpany is zware of and actually created,

should cost me $1600.00. 1t iz my belief that a company aware of a manufacturing
probiem with their product, which has the potential under certain road conditions to cause
harm to passenpers in the vehicle, should notity the consurmer immediately and offar
whatever assistance possible to resclve the preblem. This is basic customer service, a
courtesy which is getting lost in the free enterprise system. However, [ was told Ford
Motor Company would not install the kit on my vehicle and if | wanted the repairs made |
would have to pay for them. The dealership that I ook the vehicle to has a “rthank you”
sigts which rzads : “Please accept our appreciation and sincere thanks for letting us serve
you. Semetimes in the rush of business life we fail to say thanks loud encugh to hear.
But you can be sure your patronage is never taken for granted. Our aim is to please and
satisty vou. To serve you 13 a real pnvilege”. When [ left the dealership after talking
with the service manager about the vibration problemn I was neither pleased nor satisfied.
1 had been told the company would not provide the repairs te my vehicle even though it is
a probiem created by Ford Motor Cempany engineers. How is that pleasing to the
consurmer?

When I returned home [ called the customer service number [ was given and got a
scripted response that the vehicle was no longer under warranty, there was no recall on
this issue and therefore I am responsible for any and all repairs, including the installation



of the engine mount and rear 2xle kit. [ then wrots 3 letter to the CEQ of Ford Maotor
Company and within a couple weeks recetved a message on my answering machine to
call them w discuss this issue. When [ called it was the customer service office 1 had
talxed with originally and I got the same response. After calling and writing a letrer to
the company [ had gotten ne where with the issue. How is that pleasing or satisfying to
the customer? -

It is my belief that Ford Mator Company should issue a recall on the vehicles effected by
the vibrazion / aftershake. ' understand they are not going to do so. However, it is™
reasonable to expect a company to back their product and assist the consurner with issues
reiating to problems, That has not happened and I can not see that it will. For this
specifie problem, [ would think if a consurner complains to a Ford dealership of excessive
sheking / vibration the company shoutd be willing to offer the kit free of charge. Afier
all, they have been aware of the concern for years and have apparently spent alot of time
developing a fix. In my onginal letter [ offered to pay for the mstallation of the kit if Ford
Motor Company would provide the parts at no charge. That, to me, was a Tair offer and [
am still willing to pay for the installation. Please understand I do not dislike my
Explorer. It has saveral options which I am quite pieased with, but T am very unhappy
with the vehicle because of the vibration problam which exists in all driving modes, 1
have no? gotten any one to listen to my cencerns and at this point [ will not buy another
Ford vehicle and will discourage anyone [ know from doing so. '

Thunk, you fur your lime and attention to this matter.




<8 96-4, Publication Date: FEBRUARY 12, 1996

- Vibration - "Aftershake” - Less Than 72 KnvH (45 MPH) - When Driving Qver A Bump
- 4-Door - Withaut Engine Block Heater Article No.

* Vibration « Shake - Above 30 KimvH {50 MPH] - All Driving Mades - Smooth Raad 96-4-15
Operation - 4-Door - Withaut Engine Block Heater

UGHT TRUCK:
1893-94 EXPLORER

This TSE article is being republished in its entirety to delata a Policy Manual reference.

ISSUE:
A vibration/shake may be felt in the seat and/fer floor at speeds above §0 km/h (50 mph) and peaking near

105 km/h (6% mph} on some vehicles. This condition is not rpm dependent and occurs at all driving medas,
..&., acceleration, cruise and deceleration. An "aftershake” condition may also axist when driving over a
bump at speeds less than 72 kxm/h {45 mph). This condition may improve with tire balancing of tire exchangs,
but may not be completely eliminaled. This may be caused by the movement frequancy of the engine
aligning with the tire rotation frequency causing the vibratianfshake.

ACTION:
Confirm the vibration/shake condition cccurs in all driving modes, including neutral coast. Install naw design
LH and RH engina mounts and rear axe-io-frame lateral shock absorber kit, Refer (o the Sarvice Procedure

for details.
This procedure wili NOT compeansate for

¢  Qut-of-round or out-of-balance lirsfwhesl assembliss
® \Vibration resulting frorm abnormal tire wear
e  (ther tiraiwheel quaiity or oul-of-specification issues.

iWheeiftire assembliss may require service if the vehicle is not acceptable following the new engine mount
and rear axle shock absarher installation. Refer to the Noise/Vibratken/Harshness (NVH) Section of the
appropriata year Expiorar Senvice Manual for further details,

NOTE:
THIS TSB ARTICLE DOES NOT APPLY TO VEHICLES WITH ENGINE BLOCK, HEATERS.

INADEQUATE CLEARANCE EXISTS FOR THE NEVY ENGINE MOUNT INSTALLATION YWHEN THE
VEHICLE IS EQUIPPED WITH AN ENGINE BLOCK HEATER.

SERVICE PROQCEDURE

1. Visually inspect the tires for abnommalfirregular wear patterns. If necessary, replacs the lire(s) wih
original equipment type and size. Sat tire pressure as specified on 1he certification label located on

the left front doar pillar.
2. Chack the tirefwhael assembly for correct balance and repair as necessary.

3. Ifthe vibration/shake condition slill exists, install the new Engine Mouni and Rear Axle Shock



Figure 3 - Article 96-4-15
4. Rorad test vehicle to verify the concern has been corrected.
The £ngine Mount and Rear Axle Shack Absorber Kit (FE7Z-8K007-AA) congists of the following:

LH Engine Mount

* One {1) Insulat-;ur Assembly (LH}

#  One {1} Engine Mcunting Brackat

&  Four (4) M10x25 Bolts

&  Une (1) Nut\Washer Assambly

*  One (1) M12x1.73 Hex Flange Head Nut

EH Engine Mount

®  One (1} Insulator Assembly (RH)

» Cne {1) Engine Mounting Bracket

®  Thrae {3) M10x25 Bolts

®  One (1) Nul/Washer Assembly

*  One (1) M12x1.75 Hex Flange Head Nut

Rear Axle-to-Frama Lateral Shock Absorber

¢  Uneg (1) Axle Pinion Damper

&  Thres (3) M10 Bolts

*  (ne {1) Shock Absorber

&  Two {2) M12 Bolts

® Two (2} M12 Flag Nuts

® (Cne (1) Frame Brackat

. Thiea {3) M10 Bolis

#  Threse (3) M10 Nuts

&  (Ona (1) Instruction Shest (L3 #6611C)

NOTE:




" Abscrber Kit (F&7Z7-6K007- i .
the Kit for e rEnc s Sotls AA) (Figures 1, 2, and 3). Refer to the instruction Sheets included with

ENGINE
MOUNTING

GUARD ON RH
MOTOR MOUNT
ONLY

INSULATOR
AND BRACKET
ASSEMBLY (RH)

TB=-4016-A J

Figuyre 1 - Articla 38-4-15




. ENGIME
MOUNTING
BRACKET {LH)

INSULATOR
AND BRACKET
ASSEMBLY (LH} ———= g

Figure 2 - Arlicle 56-4-15

FRAME BRACKET
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"FOR 1991-92, 4-DOOR, REFER TO TSB ARTICLE «$6-4-16n. FOR 1991-94, 2-DOOR, REFER 7O
TS58 ARTICLE «86-4-17».

FART HUMBER FART MAME

a7 ZBRIGT-AA Engite hoaal At Radr Axls Shack Sbsantar Kit

OTHER APPLICABLE ARTICLES:
w 96-4-17

» 96-4-16

SUPERSEDES: 95-21-8

WARRANTY STATUS: Eligible Under The Provisions Of Bumper To Bumper Warmanly Coverage

LABOR ALLOWANCE
OPERATION DESCRIFTICN TIME
Sa04 154, Reglace Engine Mount Assemblies And Install Rear Axle |29 Hrs.
Latoral Shock Absorber

DEALER CODING

BASIC PART KO, CONDITION CODE
BROOT 33

OASIS CODES: 703000, 703200, 703300, 703400
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