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EAQ02-022: Engine Stalling

Owner Heporis

As the agency is aware, within FCSD'e North American Customer Service Operalions, there is a
Customer Relationship Center {CRC) that is responsible for facilitating communication between
customers, dealerships and Ford Motor Company. Among other things, the CRC handles
telephonic, electronic, and written inquiries, suggestions, informational requests, and concerns
("contacts") from Ford and Lincoln-Mercury vehicle owners about their vehiclea or sales and
service experience. The contacts are handled by CRC customer service representatives who
enter 2 summary of the customer contact into a database known a3 CuDL {Customer Data
Link). Certain contacts, such ag letterg from customers, are entered into the CulL database.
Those that were entered into the earlier MORS |l aystern were algo microfilmed. More recently,
the records in MORS IIFCuDL are imaged and stored elecironically.

The CRC assigns to each vehicle-related contact report a "symptom code® or category that
generally reflects the nature of the customer contact or vehicle concem, as described by the
owner. The CRC does not undertake o confirn the accuracy of the deseription provided by the
owner; they simply record what is reporied. Therefore, given the complexity of the modem
motor vehicle, it is Ford's experience that a significant percentage of owner contacts do not
contain sufficient information to make a technical assessment of the condition of the vehicle or
the cauge of the event reporied. Accordingly, although MORS contact reports may be ugeful in
identifying potential problems and trends, the records are not the empirical equivalent of
confimmed incidents andfor dealership's diagnosis. In the interest of responding promptly to this
inquiry, Ford has not undertaken to gather the electronic images related to these contacts
because of the largely duplicative nature of the information contained in the images, as well as
the time and the burden agsociated with locating and producing these documents. The
pertinent information related to those contacts generally would be included in the contact reports
obtained from the CuDL system. To the extent that thoge documents exiat, they are reflected in
the comments of MORS |l contact reports. Upon request, Ford will attempt to locate any
specific iterns that are of interest to the agency.

In regpending to this information request, Ford electronically searched CuDL using the
following criteria:

Model year{a): 2000, 2001, 2002

Subject ¥ehiclefa): Ford Focus
Search cut-off date: October 2, 2002 through June 30, 2003

Typea of contacts: All, including suspended data, canceled contacts and inquiries
MORS || Symptom Codafa): Not Applicable

MORSI| Inquiry Code: Not Applicable

Symptom codefa) for MORS lI:

MORS lll Symptom Code Deacriptiona:



FUEL SYSTEM

STARTING

STALLS/QUITS

RUNS RCGUGH

MISSES
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Engine and Driveability

FUEL SYSTEM NOISE 404300

FUEL SYSTEM NOISE PUMP ASY 404330

FUEL SYSTEM NOISE TANK AREA 404332

FUEL SYSTEM ATTACHMENT FILTER 404530

FUEL SYSTEM INDICATOR 404800

FUEL SYSTEM INDICATOR LOW FUEL 404831
CRANKSMNO START ENGINE TEMF CGLD 603391
CRANKSMO START ENGINE TEMF HOT 603392
CRANKSMO START ALL ENGINE TEMP 603393
NO START ENGINE TEMP CCLD 60€391
NO START ENGINE TEMP HGT 606392
NO START ALL ENGINE TEMP 606393
STALL/QUITS AT IDLE COLD ENGINE 607491
STALL/QUITS AT IDLE HOT ENGINE 607492
STALL/QUITS AT IDLE ALL ENGINE TEMP 607493
STALL/QUITS ACCELERATION COLD ENGINE 607591
STALL/QUITS ACCELERATION HOT ENGINE 607592
STALL/QUITS ACCELERATION ALL ENGINE TEMP 607593
STALL/QUITS AT CRUISE COLD ENGINE 607691
STALL/QUITS AT CRUISE HOT ENGINE 607692
STALL/QUITS AT CRUISE ALL ENGINE TEMP 607693
STALL/QUITS DECELERATION COLD ENGINE 607791
STALL/QUITS DECELERATION HOT ENGINE 607792
STALL/QUITS DECELERATION ALL ENGINE TEMP 607793
RUNS RQUGH AT IDLE COLD ENGINE 608491
RUNS ROUGH AT IDLE HOT ENGINE 608492
RUNS RQUGH AT IDLE ALL ENGINE TEMP 608493
RUNS RQUGH ACCELERATION COLD ENGINE 608591
RUNS RQUGH ACCELERATION HCT ENGINE 608592
RUNS ROUGH ACCELERATION ALL ENGINE TEMP 608593
RUNS ROUGH AT CRUISE COLD ENGINE 608691
RUNS ROUGH AT CRUISE HOT ENGINE 608692
RUNS RQUGH AT CRUISE ALL ENGINE TEMFP 608693
MISSES AT IDLE COLD ENGINE 609491
MISSES AT IDLE HOT ENGINE 609492
MISSES AT IDLE ALL ENGINE TEMP 609493
MISSES ACCELERATION COLD ENGINE 609591
MISSES ACCELERATION HOT ENGINE 609592
MISSES ACCELERATICN ALL ENGINE TEMP 609593
MISSES AT CRUISE COLD ENGINE 609691
MISSES AT CRUISE HOT ENGINE 609692
MISSES AT CRUISE ALL ENGINE TEMFP 609693
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BUCKLIERK BUCKAERK ACCELERATION COLDO ENGINE 610591
BUCKANERK ACCELERATION HOT ENGINE 610592
BUCKAERK ACCELERATION ALL ENGINE TEMP 610593
BUCKAERK AT CRUISE COLD ENGINE 610691
BUCKAERK AT CRUISE HOT ENGINE 610692
BUCKAERK AT CRUISE ALL ENGINE TEMP 610693
BUCKAERK DECELERATION COLO ENGINE 610791
BUCKAERK DECELERATION HOT ENGINE 610792
BUCKAERK DECELERATION ALL ENGINE TEMP 610793
HESITATION/STUMBLEHES/STUMELE ACCELERATION COLD ENGINE 611591
HES/STUMBLE ACCELERATION HOT ENGINE 611592
HES/STUMBLE ACCELERATION ALL ENGINE TEMP 611593
LCSS OF POWER LOSS OF POWER ACCELERATION COLD ENGINE 614591
LOSS OF POWER ACCELERATION HOT ENGINE 614592
LOSS OF POWER ACCELERATION ALL ENGINE TEMP 614593
LOSS OF POWER AT CRUISE COLD ENGINE 614691
LOSS OF POWER AT CRUISE HOT ENGINE 614692
LOSS OF POWER AT CRUISE ALL ENGINE TEMP 614693

LOSS OF POWER ON HILLS/GRADES COLD ENGINE 614791
LOSS OF POWER ON HILLS/GRADES HOT ENGINE 614792
LOSS OF POWER ON HILLS/GRADES ALL TEMP 614793

MORS ||l Reason Coda(a):

0702 LEGAL — ALLEGED INJURY NOT RELATED TO SRS
0703 LEGAL - ALLEGED SERICUS INJURY

0709 LEGAL - FIRE CLAIM

0714 LEGAL - GENERAL/OTHER

0771 LEGAL - FIREEPERSONAL/IPROPERTY DAMAGE CLAIM
0772 LEGAL — ACCIDENT

0773 LEGAL - ACCIDENT & PERSCNAL/PROPERTY DAMAGE
0774 LEGAL - INSURANCE COMPANY SETTLEMENT

0775 LEGAL - PERSONALFPROPERTY DAMAGE CLAIM

0778 LEGAL — REFER TC INSURANCE COMPANY

0792 LEGAL - ACCIDENT / FIRE

0793 LEGAL — ALLEGED — NGN-SERICUS INJURY

Pursuant to an April 18, 2002 agreement (medified on July 1, 2003} with the NHTSA, the reports
located using the above described search were then searched using the Electrenic Data
Download system using a two step key word process. Those reporis that were identified by one
or the cther key word searches were manually reviewed for relevance. The searches were as
follows:
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First Key Word Search

stall

die

quit

stop

fuel module
fuel sender
fuel pump
fuel filter
9H307
FDOM

Shut off {July 1, 2003 modification)

Second Key Word Combination Search

For reports that did not contain a term from the firat key word search, a second search was
used. To qualify for review using the second search, reports must contain a temn in the left
column and any one termn in the right column of the following list:

Hesitat Accident

Loss Inj

Lost Call

Rough Crash

Mias Hit

Buck Rear-ended

Jerk Rear ended

Lose skid

Shudder* Siruck

Sputter” bruise

Stumbling® hurt

Surge* pain

Shake* lacerat
wound
gtrand
stuck
abandon

* July 1, 2003 modification
ADDITIONAL SEARCHES DONE BY FORD

Ford also word searched the remaining reports that contained none of the key words terms from
the first search list or from the left column of the second search using the terms accident, inj,
coll, or crash. Although this was not part of the April 18, 2002 agreement, Ford conducted this
search to be over-inclusive. Any located reports were then manually reviewed.

Legal Contacts

Within FCSDO, there is also a Congumer Affaire Depariment that manages customer concems,

which cannot be resclved by the Customer Relationghip Center (CRC). Among cther things, the

Consumer Affairg Department has a gection, known as “Litigation Prevention," which handles a
4
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variety of informal (i.e., non-litigation} claima, such as property damage claims or atiomey
demand claims. Also, the Litigation Prevention seclion does not handle claims from insurance
companies asserting subrogation rights arising out of paymenta made fo insured. The Litigation
Prevention section has been cenfralized in the Consumer Affairs Department gince 1995, in
Dearborn, Michigan. Prior i that time, Litigation Prevention personnel operated on a regional
basis. For matterg that the Litigation Prevention section handles, there are typically paper files
that reflect the handling, investigation and resolution of property damage claims. The claims,
known as "Legal Contacts" within FCS0, are entered into the CuDL dstabase in the same
manner that the CRC enters other customer communications into the CuDL database. When a
cuslomer contact is designaled as a Legal Contact, it is so indicated near the top of the contact
repart.

ICC0 Information

Ford performed a search of the Intensified Customer Concemn Definition {ICCD) database for
potentially responsive owner reports. The ICCD program was designed to solicit and address
customer concems for 1998 and subsequent model year vehicles. 1CCD ig a customer survey
program that was implemented at Ford's assembly plants during 1997. 1CCD representatives
kcated at each plant make random telephone calls to customers who purchased a vehicle
asaembled at that plant. The |GCD representatives record the customer contact in a database
maintained by a Ford supplier. Most customer concemna that are recorded in the ICCD
database are also forwarded to the CRO for entry into CuDL. Any search, therefore, of the
ICCO database will largely duplicate customer contacts recorded in MORS. However, it is
possible that gome ICCD contacts that may be congidered responsive to a NHTSA inquiry are
not entered into CuDL. For example, a customer concern that was recently addressed by the
customer's dealership and which requires no further CRC assistance would not be forwarded to
the CRC for entry into CubL. For model years 1998 through 2000, the supplier that maintains
the ICCD databagse provides the customer survey information (excluding owner names) to Ford
in Excel format through Ford's infranet. ' When the supplier converts the data into Excel format,
some of the text associated with customer comments may be truncaled because of Excel's
inherent limitation of 255 text characters per cell. For model years subsequent to 2000, the
survey information is contained in a database accessible through the Ford Intranet and contains
all survey information. Althouwgh a search of the ICCD database may produce only duplicative
reporiz of customer contacts retrieved from CuDL, in an abundance of caution, Ford has
undertaken to separately search the |CCD database for responsive contacts conceming 1998
and subgsequent model year vehicles.

In order to review the potentially responaive ICCD cusiomer comments related to this inguiry,
including the truncated data that is not in Ford's posaession, Ford requested 1CCD data from its
supplier using the following search criteria:

Model Year(g): 2000, 2001, 2002

Subject Vehicle(g}): Ford Focus

Daie Parameters: October 2, 2002 through June 30, 2003

Customer Concem Codes:
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GCC
Coda Deacription

D02 ENGINEWOULD NOT START

D03 ENGINE DIFFICULT OR SLOW TO START

D21 ENGINE STALLS

D13 ENGINE IDLES ROUGH

D35 BEXCESSIVE FUEL CONSUMPTION

D36 ENGINE HESITATES/SURGES WHEN ACCELERATING
D41 ENGINE HESITATES/SURGES AT STEADY SPEED
D42 POCOR PERFORMANCE/LACKS POWER

D50 OTHER ENGINE TROUBLES

G529 OTHER WARNING LIGHT/GAUGE TROUBLES (vollamp}
L68 FUEL GAUGE TROUBLES

Potentially responsive ICCO data was provided to Ford in Adobe Portable Document Format.
Ford manually reviewed the POF data for information related to this inguiry regarding the engine
stalling.

Fleet Test Database

Ford's Product Analysig and Verification Test Operations tesis Ford Motor Company
components, systems, and vehicles within the private sector, and specifically on fleet vehicles
that accumulate high mileage in a short pericd of time. These fleets in turn provide Ford with
feedback on the parts placed on the vehicles for testing. Ford perfermed a search of its Flest
Test Database for potentially responsive reports using the following search criteria:

Model Year(g): 2000, 2001, 2002

Subject Vehicle(gs): Ford Focus
Part Number: Fuel Delivery Module — 9H307

Field Reports

Within FCSDO, there is a Vehicle Service & Pmgrams Office that has overall responsibility for
vehicle service and technical support activities, including the administration of field actions.
That Office is the primary source within Ford of vehicle concem information originating from
Ford and Lincoin-Mercury dealerships, field personnel, and cther sources. The information is
maintained in a database known as the Common Quality Indicator System (CQ1S). The CQIS
database includes reports compiled from more than 40 Company sources (e.g., Company-
owned vehicle surveys, service techniciang, field service and quality engineers, and technical
hot line reports, etc.) providing what is intended to be a comprehensive concern identification
resource. As with MORS contact reports, CQIS reports are assigned a "symptom code® or
category that generally reflectr the nature of the concem.

In responding to this information request, Ford electronically searched CQIS using the following
criteria:



Model Year(s}):

Subject Vehicle(s}):

Dale Parameters:

Symptom Code(g):

FUEL SYSTEM

STARTING

STALLS/IQUITS

RUNS ROUGH

7
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2000, 2001, 2002
Ford Focus
October 2, 2002 through June 30, 2003
Engine and Driveability
FUEL SYSTEM NOISE 404300
FUEL SYSTEM NOISE FUMP ASY 404330
FUEL SYSTEM NOISE TANK AREA 404332
FUEL SYSTEM ATTACHMENT FILTER 404530
FUEL SYSTEM INDICATOR 404800
FUEL SYSTEM INDICATOR LOW FLUEL 404831
CRANKSMNO START ENGINE TEMP COLD 603391
CRANKSMNO START ENGINE TEMF HOT 603392
CRANKSMO START ALL ENGINE TEMP 603393
NO START ENGINE TEMP COLD 606391
NO START ENGINE TEMP HOT 606392
NO START ALL ENGINE TEMP 606393
STALL/QUITS AT IDLE COLD ENGINE 607491
STALL/QUITS AT IDLE HOT ENGINE 607492
STALL/QUITS AT IDLE ALL ENGINE TEMP 607493
STALLIQUITS ACCELERATION COLD ENGINE 607591
STALL/QUITS ACCELERATION HOT ENGINE 607592
STALL/QUITS ACCELERATION ALL ENGINE TEMP 607593
STALLIQUITS AT CRUISE COLD ENGINE 607691
STALLIQUITS AT CRUISE HOT ENGINE 607692
STALL/QUITS AT CRUISE ALL ENGINE TEMP 607693
STALL/QUITS DEGCELERATION GOLD ENGINE 607791
STALL/QUITS DECELERATION HOT ENGINE 607792
STALL/QUITS DECELERATION ALL ENGINE TEMP 607793
RUNS RGUGH AT IDLE COLD ENGINE 608491
RUNS ROUGH AT IDLE HOT ENGINE 608492
RUNS ROUGH AT IDLE ALL ENSINE TEMP 608493
RUNS RCUGH ACCELERATICN COLD ENGINE 6085591
RUNS RGUGH ACCELERATIGN HOT ENGINE 608592
RUNS ROUGH ACCELERATION ALL ENGINE TEMP 608593
RUNS ROUGH AT CRUISE COLD ENGINE 608691
RUNS ROUGH AT CRUISE HOT ENGINE 608652
RUNS RGUGH AT CRUISE ALL ENGINE TEMF 608693
MISSES AT IDLE COLD ENGINE 609491
MISSES AT IDLE HOT ENGINE 609492
MISSES AT IDLE ALL ENGINE TEMP 609493
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MISSES ACCELERATION COLD ENGINE 609591
MISSES ACCELERATION HOT ENGINE 609592
MISSES ACCELERATION ALL ENGINE TEMP 609593
MISSES AT CRUISE COLD ENGINE 609691
MISSES AT CRUISE HOT ENGINE 609692
MISSES AT CRUISE ALL ENGINE TEMP BOMED3
BUCKLIERK BUCKAERK ACCELERATION COLD ENGINE 610591
BUCKAERK ACCELERATION HOT ENGINE 610592
BUCKAERK ACCELERATION ALL ENGINE TEMP 610593
BUCKAERK AT CRUISE COLO ENGINE 610691
BUCKAERK AT CRUISE HOT ENGINE 610692
BUCKAJERK AT CRUISE ALL ENGINE TEMP 610693
BUCKAERK DECELERATION COLDO ENGINE 610791
BUCKAERK DECELERATION HOT ENGINE 610792
BUCKAERK DECELERATION ALL ENGINE TEMP 610793
HESITATION/STUMBLEHES/STUMELE ACCELERATION COLD ENGINE 611591
HES/STUMBLE ACCELERATION HOT ENGINE 611592
HES/STUMELE ACCELERATION ALL ENGINE TEMP 611593
LOSS OF POWER LOSS OF POWER ACCELERATION COLD ENGINE 614591
LOSS OF POWER ACCELERATICN HOT ENGINE 614592
LOSS OF POWER ACCELERATION ALL ENGINE TEMP 614593
LOSS OF POWER AT CRUISE COLD ENGINE 614691
LOSS OF POWER AT CRUISE HOT ENGINE 614692
LOSS OF POWER AT CRUISE ALL ENGINE TEMP 614693

LOSS OF POWER ON HILLS/GRADES COLD ENGINE 614791
LOSS OF POWER ON HILLS/GRADES HOT ENGINE 614792
LOSS OF POWER ON HILLS/GRADES ALL TEMP 614793

Word Searches.

Pursuant to an April 18, 2002 agreement (modification on July 1, 2003) with the NHTSA, the
reports located uging the above described search were then searched using the Electronic Data
Download systern using a two step key word process. Those reparts that were identified by one
or the cther key word searches were manually reviewed for relevance. The gearches were as
follows:

First Key Word Search

stall

die

quit

stop

fuel module
fuel sender
fuel pump
fuel filter
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9H307

FOM
Shut off {July 1, 2003 modification)

Second Key Word Combination Search
For reports that did not contain a termn from the first key word search, a second search was

used. To qualify for review using the second search, reports must contain a temn in the left
column and any one term in the right zolumn of the following list:

Hesitat Accident

Losa Inj

Lost Call

Rough Crash

Mias Hit

Buck Rear-ended

Jerk Rear ended

Lose skid

Shudder* Siruck

Sputter* bruise

Stumbling* hurt

Surge” pain

Shake* lacerat
wound
strand
stuck
abandon

* July 1, 2003 modification

ADDITIGNAL SBEARCHES DCGNE BY FORD

Ford also word searched the remaining reports that contained none of the key words terma from
the first gearch list or from the left column of the second search using the terms accident, inj,
coll, or crash. Although this was not part of the April 18, 2002 agreement, Ford conducted this
gearch to be over-inclusive. Any located reports were then manually reviewed.

OASIS Mesaages

FCS0 is responaible for communicating a variely of vehicle and service information, such aa
warranty information for up to the past 360 days, Extended Service Plan part coverage
information, and technical repair information, 0 North American Ford and Lincoln Mercury
dealers. This information is communicated primarily through OASIS, which serves ag an
electronie link between Ford Motor Company and the dealers. OASIS covers all North
American Ford and Lineoln Mercury cars and light trucks, and medium and heavy-duty Ford
trucks, for the ten most current model years. Technical diagnostic and repair information on
DASIS is contained in Special Service Messages (SSMa) and Technical Service Bulletin {TSBs)
tiltes and brief summaries. It should be noted that dealers cannot access brief summaries.

S5Mas and TSH titleg are coded in QASIS by model year and vehicle line, and may be coded to
other apecific vehicle atiributes {body siyle, engine code, or vehicle identification number) and
one or more DASIS Service Code(s). The dealers with access to OASIS usually search for
information on the database by entering a VIN and the applicable Service Codes. SSMs and

9
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TSE titlea that become inactive or superseded continue to be accessible by Ford employees,
but no longer are accessible by the dealers. Dealers also are able fo determine the recalls
applicable to a particular vehicle by searching a particular VIN in OASIS. Recall information
available on OASIS cannot be searched by Service Codes.

In 1998, the OASIS system was upgraded from the "OASIS 2" aystem to the new "Global
OASIS." Atthat time, OASIS 2 was removed from service and is no longer used t©

communicate with dealers. During the upgrade, inactive information (such as inactive SSMs or
superseded TSH titles) was not trangfemred to Global OASIS.

In responding to this information request, Ford searched Global OASIS for aclive, inactive, and
superceded TSH tiles and SSMs using the following search criteria:

Model Year(g): 2000, 2001, 2002

Subject Vehicle(gs): Ford Focus

DASIS Service Codels):
Fuel Systema Concema 404000
No Start 603300
Sialls/uits 607000
Runs Rough &0B000
Misszag 609000
Buckllerk 610000
Hesitation/Stumble 611000
Lack/Lozss of Power 614000

DASIS 2 was not included in the search because it is not likely to contain infermation on 2000,
2001, and 2002 model year vehicles. QASIS 2 and Global QASIS are not capable of

performing electronic word searches, ao the search resulis are reviewed manually to determine
their applicability to the alleged defect in the subject vehicles.

The CASIS database also containg Broadcast Messages. Typically, these megssages are
directed to all dealerships and either are notifications of new SSMsa/TSEs, or announcements
with non-technical information (for example, "the Dealer Hotline will be closed today").
Broadcast Messages cannot be searched by CASIS service codes, and can be refrieved only
while active {appraximately 2 to 4 days). Ford has not undertaken to search for Broadcast
Mesasages because Ford expects that any reaponsive information obtained with such a search
generally would be non-substantive in nature or duplicative of the information obtained with the
TSE title and SSM search described above.

Internal Service Messages

FCSD, as part of its technical support activities, maintaing fleet and technical telephone
"hotlines." During the early stages of Ford's efforts to identify and resclve potential vehicle
concerns, hotline personnel may draft Internal Senice Messages {ISMs) on CQIS for their
internal use. The ISMs are assigned a CQIS “"symptom code" or category that generally reflects
the nature of the concem. An ISM can form the basis for an oral response over the technical
hotline 10 an inguiry from an individual dealer or fleet technician. The 1SMs, however, are not
made available elecironically to fleets and dealers. Therefore, although 1SMs are not "issued”
to dealers like OASIS mesgages, Ford is construing this request broadly to include 1ISMs that
may be related to the alleged defect in the subject vehicles.

10
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In responding to this information request, Ford searched CQIS for active ISMs using the
following search criteria;

Model Year(g): 2000, 2001, 2002
Subject Vehicle(g): Ford Focus
Daie Parameters: October 2, 2002 through June 30, 2003

QIS Symptom Code(s): Symptom codes as provided for fiekd report search above.

The CQIS database in which the ISMs reside is not capable of performing word searches, so
the search results were reviewed manually to determine their applicability to the alleged defect
in the subject vehicles.

Field Review Commitleg

Ford's Field Review Commitlee reviews all potential field service actions, including safety recalls
and customer satisfaction programs, and recommends appropriate actions to corporate
management. A Vehicle Service & Programs representalive serves as Secretary to the Field
Review Commitiee. Following approval of a field gervice action, the Vehicle Service &
Programs Office prepares and launches the action. A represeniative copy of the
communication to Ford's dealers, fleets, and Regional offices announcing the field service
action is maintained in the Field Review Committee files.

Warranty

Ford's Analytical Warranty Systern {AWS) containg warranty claims and vehicle information for
model years 1991 and forward for North America, and model years 1992 and forward for
Europe and Jaguar.

Ford performed a search of AWS for potentially responsive reports using the following search
criteria:

Vehicle Line: Ford Focus

Model Years: 2000, 2001, 2002

Country Sold: United States and its territories

Base Part Number: 9H307

Load Date Limit: Greater than Cctober 1, 2002 through June 30, 2003.

Pursuant to an April 18, 2002 agreement (moedification on July 1, 2003) with the NHTSA, the
reporis located using the above described search were then searched using the Electronic Dala

Download system using a two step key word process. Those reporis that were identified by one
or the cther key word searches were manually reviewed. The searches were as follows:

1"
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First Key Word Search

stall
die
quit

stop

Shut off {July 1, 2003 modification)

Second Key Word Combination Search

For reports that did not contain a term from the first key word search, a second search was

uged. Toqualify for review using the second gearch, reports must contain a term in the left
column and any one term in the right zolumn of the following list:

Hesitat Accident

Loss Inj

Lost Cdll

Rough Crash

Mias Hit

Buck Rear-ended

Jerk Rear ended

Lose skid

Shudder* Siruck

Sputter* bruise

Stumbling® hurt

Surge* pain

Shake* lacerat
wound
gtrand
stuck
abandon

* July 1, 2003 modification

ADDITIGNAL SEARCHES DONE BY FORD

Ford also word searched the remaining reports that contained none of the key words terms from
the first search list or from the left column of the second search using the terma accident, inj,

caoll, or crash. Although this was not part of the April 18, 2002 agreement, Ford conducted thias
gearch to be over-inclusive.

CUSTOMER CONCERN CODE [CCC)

CUSTOMER
CONCERN CCOE CUSTOMER CONCERN DESCRIPTION
AD2 STEREO/RADIO RECEFTION
AD4 STEREO/RADIO SOUND QUALITY

12



ADE
AD7
Als

BO1
BO2
BO4
BOS
BOG
BO7
BO9
B15
E19
B43
B44
B45
B47
B0
B53
B34
B&2
B&3
B&4
B&S
B&E
B&9
B73
B74
B75
B78
Ba1
Bd2
B4
BaS
B9
B9S2
B4
B9S
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SPEAKER TROUBLES
OTHER AUDIO TROUBLES
TAPE PLAYER/CD TROUBLES
SPEED CONTROL ENGAGEMENT TROUELES
SPEED CONTROL DISENGAGEMENT TROUBLES
SPEED CONTROL DOES NOT MAINTAIN A CONSISTENT SPE
SPEEDOMETER NOT WORKING AT ALL
SPEEDOMETER NOISY
SPEEDOMETER INACCURATE
CLOCK TROUBLES
HORN TROUBLES
OTHER ELECTRICAL ACCESSORY TROUBLES
CELLULAR PHONE TROUELES
CISARETTE LIGHTER/POWERFOINT TROUBLES
WIRING TRCUBLES
ADMINISTRATIVE {(PARTS RETURN/ETC.)
BODY PANEL DENTS, DINGS
BODY PANEL FITS POCRLY
PICK-UP CAB-TO-BOX ALIGNMENT
BODY PANELS HARD TO OPEN
BUMPER DENTS, DINGS
BUMPER FITS PQORLY
BODY PANEL/HINGE SQUEAK/RATTLE
BODY PANEL HARD TO CLOSE
OTHER BODY PANEL TROUBLES {NOT INCLUDING TRIM)
LOOSE, POOR FIT, WARPED, WRINKLED
TEARS, SNAGS, CRACKS - DOOR PANEL
FADED, DISCOLORED - DOOR PANEL
BLUSTERED/BUBELED/PEELED - DOOR PANEL
SPLIT SEAMS - DOOR PANEL
LOOSE, POOR FIT, WARPED, WRINKLED IPfDASHBOARD
LOOSE,POOR FIT WARPED WRINKLED-CENTER FLR CONES{
MOLDINGS,EXTERIOR TRIM CORRODED
MOLDINGS, EXTERIOR TRIM LOOSE/MISSING
MOLDINGS,EXTERICR TRIM PCORLY ALIGNED ORFIT
WHEELHUBCAP TROUBLES
OTHER EXTERIOR TRIM TROUBLES
OTHER BUMPER TROUBLES
LOOSE, POOR FIT, WARPED, WRINKLED
LOOSE, POOR FIT, WARPED, WRINKLED-CARPET/FLOOR M
LOOSE,POOR FIT WARPED WRINKLED-TRNKECARGC INTE!
INTERIOR CDOR
TEARS, SNAGS, CRACKS - IP/DASHEQARD
FADED, DISCOLORED - IPIDASHBOARD
BLUSTERED/BUBELED/PEELED - IF/DASHEBOARD
GLOVEBOX DOOR GAPS,FIT POOR,DIFFICULT TO OPN/CLS
TEARS, SNAGS, CRACKS - CENTER FLOOR CONSOLE
FADED, DISCOLORED - CENTER FLOOR CONSOLE
BLISTERED/BUBELED/PEELED - CENTER FLOCR CONSOLE
OTHER INSTRUMENT PANEL/CONSCOLE TROUBLES
13



Co1
Co2
Co3
Co4
€05
C06
cor
Cog
09
C10
c1
C12
{13
C14
C15
C16
C17
C18
€19
C20
C24
{25
C26
C27
Ca0
D02
D03
D10
D11
D13
D21
D33
D35
D36
DM
D50
E23
E26&
E29
E35
E40D
E5SD
EES
EE8
F04
FO5
FO&
FO09
F10
F11
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AIC SLOW TO COOL

AIC NOT COLD ENOUGH

HEATER-SLOW TO HEAT

HEATER-NGT HOT ENOUGH

AIC DOES NOT WORK

W'SHIELDYDEFROST UNEVEN CLEARING

HEATER-DOES NOT WORK

AIC HEATER/DEFROSTER ODOR ONLY AT STARTUR

HEATER, DEFROSTER OR A/C NOISE

AIC HEATER/DEFROSTER ODOR CONTINUQUS

W'SHIELD DEFROST/DEFOGGING SLOW TO CLEAR

W'SHIELD DEFROST/DEFOGGING DOES NOT WORK

SIDE WINDOW DEFROST/DEFOGGING UNEVEN CLEARING

SIDE WINDOW DEFROST/DEFOGGING SLOW TO CLEAR

SIDE WINDOW DEFROST/DEFOGGING DOES NOT WORK

BACK WINDOW DEFROST/DEFOGGING UNEVEN CLEARING

BACK WINDOW DEFROST/DEFCGGING SLOW TO CLEAR

BACK WINDOW DEFROST/DEFOGGING DOES NOT WORK

REGISTERNVENT ADJUSTMENT TROUBLES

OTHER TEMPERATURE CONTROL TROUELES

AIC WATER LEAK/ICONDENSATION TROUBLES

DEAD BATTERY

WEAK OR LOW ELECTRICAL POWER

POWER SUPPLY TROUBLES

OTHER STEERING/HANDLING AND RIDE TROUBLES

ENGINE WOULD NOT START

ENGINE DIFFICULT OR SLOW TO START

ENGINE IDLES TOO SLOW

ENGINE IDLES TOO FAST

ENGINE IDLES ROUGH

ENGINE STALLS

ENGINE RUNS WITH KEY OFF

EXCESSIVE FUEL CONSUMPTION

ENGINE HESITATES/SURGES WHEN ACCELERATING

ENGINE HESITATES/SURGES AT STEADY SPEED

OTHER ENGINE TROUBLES

ENGINE OVERHEATS/RADIATOR TROUBLES

EXCESSIVE OIL CONSUMPTION

"CHECK ENGINE" LIGHT TROUBLE

OTHER CHASSIS TROUBLES

ELECTRONIC MODULE TROUBLES

ENGINE EELT BREAKING/SLIPPING/SQUEALING

SLOW FUEL TANK FILLSPITEBACK

FUEL TANK LEAK/ODOR

THINNO PAINT (EXCLUDES TRIM/EUMPER}

SAGS/RUNS IN PAINT (EXCLUDES TRIM/BUMPER)

PEELED PAINT {EXCLUDES TRIMBUMPER}

OTHER EXTERIOR PAINT TROUELES (EXCL TRIM/BUMPER)

PAINT SPRAY OVER BODY FINISH {EXCL TRIM/EUMPER)

BODY RUST/CORROSION {NOT PERFORATION,EXCL BUMPI
14



F12
F13
F15
F20
F25
F26
F30
F33
F34
F35
F36
F37
F38
F39
F40
F41
F99
Go2
GO5
GO7
Go9
G29
Ho2
Ho4
HO5
HOB
HO7
H15
H16
H19
Hz0
Hz1

Hz4
H25
HZ6

H45
H50
H62
JO3
JO4
LOB
Lo7
LOB
L10
L13
L14
L15
L16

EAQZ D22
Appendix A

STAINED/SPOQTTED PAINT {EXCLUDES TRIM/BUMPER)
FADED/DULL PAINT (EXCLUDES TRIM/EUMPER)
DETAIL PAINT OR TAPE STRIPE COMING OFF (EXCL BUMPE
DIRT IN PAINT {EXCLUDES TRIMBUMPER}
RUST {PERFQORATION} (EXCLUDES TRIM/EUMPER)
RUST PERFORATION [CANADA ONLY?}
UNEVEN COLOR/COLOR DIFFERENT BETWEEN BODY PANE
BUMPER FADED/DULL PAINT
BUMPER SAGS/RUNS IN PAINT
BUMPER THINMNO PAINT
BUMPER STAINED/SPOTTED PAINT
BUMPER DIRT IN PAINT
UNEVEN COLOR/COLOR DIFFERENCES BTW. BUMPER PAN
BUMPER RUST/CORROSION
OVERSPRAY ON EUMPER FINISH
BUMPER FEELED PAINT

INSUFFICIENT FLUID
GLASE BRCKEN/CHIPPED/CRACKEDDISTORTED
WINDOW OPENING, CLOSING TROUBLES-MANUAL
WINDOW OPENING, CLOSING TROUBLES-POWER
WINDOW {SQUEAK/RATTLE/SCRAPE}
OTHER WARNING LIGHT/SAUGE TRCUBLES (VOLT/AMP}
BRAKES GRAE OR LOCK-UP
PARKING BRAKE TROUELES
EXCESSIVE "BRAKE PEDAL EFFORT" REQUIRED
VEHICLE PULLS LEFT WHILE ERAKING
VEHICLE PULLS RIGHT WHILE ERAKING
BRAKE PEDAL SPONGY
BRAKES TOO SENSITIVE
BRAKE-AES WARNING LIGHT TROUBLES
OTHER ERAKE TROUBLES {INCLUDING AIR BRAKES)
STEERING HAS EXCESSIVE FREE PLAYAWANDER
STEERING REQUIRES EXTRA OR UNEVEN EFFORT
STRG WHL SPOKES NOT CORRECTLY POSITIONED WHEN |
CONSTANT PULL TO LEFT
CONSTANT PULL TO RIGHT
HARSH RIDE
MUSHY RIDE
STEERING GEAR/PUMP TROUBLES

IMPROPER TIRE WEAR
SUNMOON/CONVERTIBLET-TOP ROOF FITS POORLY
SUNMOON/CONVERTIBLET-TOP DIFFICULT TO OPNICLS
EXT. DCOR LOCKAATCH CONTROLS - MANUAL
EXT. DCOR LOCK/ALATCH CONTROLS - POWER
EXTERIOR DOOR HANDLE TROUBLES
FUEL-FILLER DOCR TROUBLES

IGNITION SWITCH TROUBLES
ANTI-THEFT/ALARM SYSTEM TROUEBLES
OTHER LOCK/MECHANISM TROUBLES

INT. DOOR LOCK CONTROLS - MANUAL

15



L17
L18
L19
L20

L25
L26
L29
LE3
L&5
LE6
LEB
LEg
L72
L85
L86
MO5
MOB
M10
N11
N12
N17
N18

NZ3
MN24
MN25
NZ7
N30
N31
N32
N33
N4O
N4
MN42
N43
N50
N51
N57
N58
N59
P01
POS
P22
P23
P24
P
P31
P39
P&6&

EAQZ D22
Appendix A

INT. DCOR LOCK CONTROLS - POWER
INTERIOR DOOR HANDLE TROUELES
DOOR AJAR WARNING LIGHT TROUELES
REMOTE/KEYLESS ENTRY TROUBLES
HEADLAMP AIM/ALIGNMENT
LIGHTS NOT WORKING-INTERIOR
LIGHTS NOT WORKING-EXTERIOR
OTHER LIGHTING TROUBLES (INCL. LEAKS/CONDENSATIO!
BRAKE FLUID LEAK
ENGINE LEAKS OIL
EXHAUST SYSTEM TROUEBELE
POWER STEERING FLUID LEAK
FUEL GAUGE TROUBLES
TRANSMISSIONICLUTCH FLUID LEAKS
UNDETERMINED ENGINE LEAK
OTHER AXLETRANSFER CASE TROUBLES
EXTERICR MIRROR TROUELES
INTERICR MIRROR TROUEBLES
OTHER MIRROR TROUBLES
UNUSUAL ENGINE NCISE AT IDLE
UNUSUAL ENGINE NCISE WHILE DRIVING
BRAKES NOISY
UNUSUAL TRANSMISSION NOISE
VEHICLE VIBERATES WHEN DRIVING BELOW 45 MPH
STEERING WHEEL VIBRATION/SHIMMY BELOW 45 MPH
STEERING WHEEL VIBRATION/SHIMMY ABOVE 45 MPH
VEHICLE VIERATES WHEN DRIVING ABOVE 45 MPH
VIBRATION OR SHUDDER WHILE BRAKING
OVERHEAD CONSOLE SQUEAK/RATTLE
CENTER FLOOR CONSOLE SQUEAK/RATTLE
GLOVE BOX DOOR SQUEAK/MRATTLE
INSTRUMENT PANEL/DASHEOARD SQUEAK/RATTLE
FRONT SIDE DOOR SQUEAK/RATTLE
REAR SIDE DOOCR SQUEAK/RATTLE
TRUNK,HBACK,T'GATE,REAR CARG( DOOR SQUEAK/RATT
SUNMOON,T-TOR,CONVERTIELE ROOF SQUEAK/RATTLE
SQUEAKRATTLE VEHICLE EXTERIOR-FRONT
SQUEAKRATTLE VEHICLE EXTERIOR-REAR
STEERING COLUMNMWHEEL SQUEAK/RATTLE
STEERING NOISY
OTHER SQUEAK/RATTLE (EXCLUDING WIND NCISE)
DIFFICULT TQ OPERATE SHIFT LEVER,CHANGE GEAHRS
OTHER MANUAL TRANSMISSION TROUBLES
CLUTCH CHATTERS/GRABS/SLIPS/JERKS
CLUTCH REQUIRES TGO MUCH OR UNEVEN EFFORT
OTHER CLUTCH TROUBLES
MANUAL-4-WHEEL/ALL WHEEL DRIVE TROUBLES
DIFFICULT TCQ OPERATE SHIFT LEVER
OTHER AUTOMATIC TRANSMISSION TROUBLES
SHIFTS ROUGH OR JERKY WHILE DRIVING
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P&7
P&8
P&9
Paz
RO1

RO3

ROS
ROG
RO8
R09
R10
R21

RZ3
R24
R25
RZ6
RZ8
RZ9
R30
R31
R50
R51
503
S04
306
S07
S08
509
S10
512
S15
S16
S17
S21
S25
S38
539
340
S50
8552
853
353
T02
TO03
T0S5
T12
T13
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SHIFTS CGCCUR TGO EARLY, TGO LATE, TOO OFTEN
TRANESMISSION SHIFTS ROUGH OR JERKY FROM PARK
GEAR CHANGES TAKE TOO LONG TO COMPLETE
AUTOMATIC - 4-WHEEL/ALL -WHEEL DRIVE TROUELES
WATER LEAK ARCUND WINDSHIELD
WATER LEAK AROUND FRONT SIDE DOORMWINDOW
WATER LEAK AROUND REAR SIDE DOCRMINDOW
WATER LEAK AROUND BACK WINDCOW
WATER LEAK ARCUND SLIDING REAR WINDOW
WATER LEAK ARCUND TRUNK/HATCHEKALIFTGT/RR CARGE
WATER LEAK AROUND NCN-SLUDING REAR WINDOW
WATER LEAK ARCUND SUN/MOON/CONVERTIBLET-TOP R{
OTHER WATER LEAKS (SEALING ISSUES ONLY}
WIND NOISE ARCUND WINDSHIELD
WIND NOISE ARQUND FRONT SIDE DOCRMINDOW
WIND NOISE ARQUND REAR SIDE DOCRAVINDOW
WIND NOISE AROUND BACK WINDOW
WIND NOISE ARCUND SLIDING REAR WINDOW
WIND NOISE ARQUND TRUNK!HATCHBK/LIFTGT/RR CARGO
WIND NOISE ARQUND NON-SLIDING REAR WINDOW
WIND NOISE ARQUND SUNMOON/CONVERTIBLET-TOR RO
OTHER WIND NQISE TROUBLES {TURBULENCE)
OTHER GASKET/SEALING TROUBLES
UNDERBODY RUST/CORROCSION
ENGINE COMPARTMENT RUST/CORROSION
FRONT SEAT LOOSE
REAR SEAT LOOSE
SEAT ADJUSTMENT CPERATION - FRONT MANUAL CONTR(
SEAT ADJUSTMENT CPERATION - REAR SEAT
SEAT LOOSE THIRD ROW
FRONT SEAT SQUEAK/RATTLE
OTHER SEATING TROUELES
INTEGRATED CHILD SAFETY SEAT TROUBLES
SEAT ADJUSTMENT CPERATION TRQUEBLE-FRONT POWER
THIRD ROW SEAT SQUEAK/RATTLE
REAR SEAT SQUEAK/RATTLE
SEAT BELT SCILED/DIRTY
SEAT BELT COIL/UNCOIL TROUBLES
AlR BAG (SRS) TROUBLES
AlR BAG WARNING LIGHT TROUBLES
OTHER RESTRAINT TROUELES
LOOSE, POOR FIT, WARPED, WRINKLED-SEAT UPHOLSTER
TEARS, SNAGS, CHACKS - SEAT UPHOLSTERY
FADED, DISCOLORED - SEAT UPHOLSTERY
SPLIT SEAMS - SEAT UPHOLSTERY
TEARS, SNAGS, CHACKS - ROOF LINING MATERIAL
FADED, DISCOLORED - ROCF LINING MATERIAL
SPLITTING SEAMS - ROOF LINING MATERIAL
TEARS, SNAGS, CRACKS - CARPETIFLOOR COVERING
FADED, DISCOLORED - CARPET/FLOOR COVERING
17
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T15 SPLITTING SEAMS - CARPET/FLOOR COVERING
T22 TEARS, SNAGS, CRACKS - TRUNK/CARGO INTERIOR
T23 FADED, DISCOLORED - TRUNK/CARGO INTERIOR
T25 SPLITTING SEAMS - TRUNK/CARGO INTERIOR
T50 CUPHOLDER TROUBLES
T51 SUN VISOR TROUBLES
T52 ASHTRAY TROUBLES
T53 INTERICR MOLDINGS FIT POORLY
T390 OTHER INTERIQR TRIM TROUBLES
wo3 FRONT WINDSHIELD WASHER TROUELES
W4 REAR WINDOW WASHER TRCUBLES
WO5s FRONT WIPERS TROUBLES
WoE REAR WINDOW WIPERS TROUBLES
w10 OTHER WIPERAWASHER TROUELES {INCLUDING LEAKS)
CONDITION
CCDE  CONDITION

1 BROKEN/CRACKED

2 BENT/BUCKLED/KINKED

3 ADHESIVE FAILURE/MISSING

5 PCOR METAL FINISHING

6 DENTED/DINGED

7 IMPROPERLY ADJUSTED/FITS POORLY

8 OTHER/UNKNOWN {NO APPROPRIATE COND. CODE)

10 IMPROPERLY SEWN

1 INCORRECT SIZE

12 IMPROPER ASSEMBLY

13 QUR OF ROUND

14 SURFACE RCUGHAJNEVEN

15 DEADMWEAK BATTERY

16 INCORRECT SIZE

17 HOLE INCOMPLETE, OUT OF POSITION/GMIT

19 THREADS STRIFPED

27 FLAW IN MATERIAL

28 OPEN CIRCUIT (NOT WIRING)

29 CUTITORNFRAYED

30 CHAFED, EXCESSIVE WEAR, FRAYED

N SEWING FAILURE/SPLIT SEAMS

32 SOCILED/DIRTY

33 LOOSE

34 DISTORTEDMRINKLEDMWAVY

3& MISALIGNEDR!CUT OF POSITION

38 WRONG PART

39 MISSING PART/COMPONENT

41 STICKS/BINS/GRABS

42 DOES NOT GPERATE PROPERLY

18
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IMPROPERLY RCUTED
CONNECTOR PARTIALLY MATED
BURNED QUT

POROSITY
CONTAMINATED/FOREIGN
INSUFFICIENT FLUID (FREDELIVERY ONLY)
AlR IN SYSTEM
PLUGGED/RESTRICTED
NOISY OPERATION
LOOSE FASTENER/CLAMP
BROKEN FASTENER/CLAMP
MISSING/INCORRECT FASTENER/CLAMP
WELD DEFECTIVE/BEROKEN
WEAK/SOFT/SAGGED (INSUFFICIENT PRESSURE)
SEALER MISSING OR SKIPPED
NICKED/CHIPPED/SCRATCHED
COLLAPSED
BLISTERED/BUBBLED/PEELING
FAILED GASKET/SEAL (CAUSE UNKNOWN)
HARDENED/DRIED-QUT
SPECIAL CODE: USE ONLY AS INSTRUCTED
TARNISHED/FADED
FREIGHT/POSTAGE/MAINTENANCE
CORRODED/RUSTED
MELTED
TEETH DAMAGED
BURRS, SHARP EDGES
QUT OF BALANCE
PCOR CONTACT/PCOR GROUND
DISCONNECTED
INSULATION DAMAGE
CROSSED WIRE/CIRCUIT
DAMAGED TERMINAL/CONNECTOR
DIRT IN PAINT
OVERSPRAY
THIN/NG PAINT
RUNS/SAGS/DRIPS
COLOR MISMATCHED/MOTTLED
SEALER/ADHESIVE ON PAINT SURFACE
STAINED/DISCOLORED
STOME PECKING
FADED/CHALKED/DULLED
CRACKEDI/CRAZED
ORANGE PEEL
SEALERDEADENER UNDER PAINT
PINCHED/DAMAGED WIRE
BATTERY ACID/FLUID DAMAGE
EXCESSIVE TRANSIT COATING
PCOR BERUSH TQUCH-UP
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C1

€5
C6
C8
D1
D2

D5
D7
D8
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PEELING-COLORCOAT FROM COLCGRCOAT
PEELING-COLORCOAT FROM PRIMER

THREADS STRIFPED
ETCHED/ENVIRONMENTAL FALLOUT DAMAGE
METAL FILINGS IN PAINT {RUSTY SPOTS)
INDUSTRIAL/ENVIRONMENTAL FALLOUT
POROSITY

BLISTEREL/BUEBLED

FLAW IN MATERIAL

PEELING-TO BARE METAL

CORROSION (PERFORATION)

FAILED GASKET/SEAL

QUT OF BALANCE

MISSING PART - FUSE, CIRCUIT BREAKER

CORROSION OR WATER ENTRY

MELTED WIRE HARNESS OR CONNECTOR
ELECTRICAL SCREW OR NUT NOT TIGHT

OTHER OR UNKNOWN - DESCRIBE THE TYPE

SERVICE LOANER REIMBURSEMENT

NO PROBLEM FQUND

PCLISH REPAIR {PAINT)

SPOT REPAIR {PAINT)

SPRAY PANEL REPAIR {(PAINT)

LOANER CAR

ESF REMANUFACTURED PART

TAX ON ESP REPAIR

DISCONNECTED VACUUM LINE

VACUUM LINE REPAIRED
KINKED/CUTMISROUTED VACUUM LINE
WHEEL ALIGNMENT WITHIN SPECIFICATION
WHEEL ALIGNMENT QUT OF SPECIFICAITON
PCOR GROUND

CONNECTION POCRMNOT MADE

UNLOCKED METAL TERMINAL-'PUSH OUT
DAMAGED TERMINAL

WIRE IMPROPERLY CRIMPED TO METAL TERMINAL
BROKEN WIRE! ERCKEN SPLICE! WIRE CUT
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