Jamas P, Yondale, Direglor ST
ALnomotiva Bxfty Offios R,
Envimonmenial & Safaty Enginecing [

July 28, 2005

Ms. Kathlaen C. Delietar, Dirsctor

Office of Dafects Investigation Safaty Assurance
MNational Highway Trafflc Safety Administration
400 Seventh Street, SW.

Washington, D.C. 20580

Dear Ms. DeMeter.

Subject: EADS-007 & 008:NVS-214gtb

The Ford Motor Company {(Ford) respense to the agency's Juna 15, 2005, lstter requesting
certain infarmaticn concaming 1898 through 2004 model year Ford vehicles equippad with
tailgate support cables Ig attached. Ford understands that there [a no allagad defact with
respect to any of its vehicles and is providing this information as part of the agency's
investigation of another manufacturer's vehicles.

If you have any questions conceming this rasponss, pleasa feal free to contact me.

Sincerely,

T L

James P. Vandale
Attachmant

Feriwne Plaza South ?
530 Tawn Camar Drtve, Disarbor, Michigan 48126-2798 USA 53




ATTAGHMENT
July 29, 2005

FORD ANY {FORD} RESPONSE TO

Ford's response to this Englneering Analysie peer vehicle information request was prepared
pursuant to a diligent search for the information requested. We have made every effort to
provide thorough and accurate Information, and we would be pleased to meet with agency
parsonnsl to discues any aspact of this paar vehicle information request.

The scope of Foerd's Inveatigation conducted to locate reapensiva Information focused on Ford
employees mast likely to be knowledgeable about the subjact matter of this inquiry and on
review of Ford flles in which responzive irformation ordinarily wouki be expected to be found
and to which Ford endinerily would refer, as more fully described in this response. Ford notes
that atthough slectronic information was ncluded within the scope of its search, Ford has not
atternpted to retrieve from computer storage slactronic fies that were overwritten or deleted. As
the agency le aware, such files generally are unavailable to the computer user evan if they siill
exist and are retrievabla through axpert maans.

Ford has construed this request as pertaining to vehicles manufactured for sale In the United
States, lts protectorates and temitories.

Answers fo your specific questions are set forth below. As raquested, after each numeric
designation, we have set forth verbatim the request far informsticn, followed by our responss.
Uniess otharwise stated, Ford has underiaken to pravide responsive documents dated up to
and including June 15, 2005, the date of your inquiry. Ford has searched within the following
officas for rasponshve documents: Ford Customar Sarvice Divislon, Marketing and Sales
Operations, Purchasing, Cluality, Global Core Engineering, Office of the Ganeral Counzal and
North American Truck Product Davelopment

Request i

Identiy by model, moded year, and hy manufacturing locatlon, the number of
subject vehiclas {vehicles equipped with tailgate auppart cables) that Ford has
manufactured for sale or lsase in the Linited States slnce mode] year 1988,

Provide the table in Microsoft Accass or Excel 2000, or a compatible format,
entitled "Request Number 1 — Ford, Production Information.

Answer

The approximate total humber of aubject peer vehicles sold in the United Statas (the 50 states
and tha District of Columbla) and ite protectorates and territoriea (Amarican Bamoa, Guam,
Northam Mariana lalands, Puarto Rico, and \irgin Islands) is provided in Appendix A

(fils: 2005-07-29_Appendix_A) on the anclosed CD.

Request 2

State the number of sach of the following, receivad by Ford, or of which Ford is
ctherwise aware, which relate to, or may relate to, the alleged dafect (*) in the subject
vehicles rmacaived by Ford elnce January 1, 1988, pertaining ta:

a. Consumer complaints, including thosa from fieet oparators;
b. Field reports, Including dealer fleld reports;
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¢. Reports involvingg an injury or fatallty, based on claims against the
manufacturer involving a death or Injury, notices received by the manufacturar
allsging or proving that a death or injury was causad by a poesible defect in a
subjact vehicle, property damage claims, consumer complgints, or field reports;
d. Raports basad on claims against the manufacturer invelving a death or injury,
notices recsived by the manifacturer alleging or proving that a death or Injury
was caused by a posslble defect in a subject vehicie, property damage claims,
consumar complaints, or flald reports,

o, Property damage claims; and

f. Third-party arbitration proceedings where Ford s or waa a party to the
arbitration; and

¢. Lawauita, both pending and closed, in which Ford s, or was, a defendant or
codafandant.

{*) O hae defined the allsgad defact as “taligate support cable braakage.” ODI
requests that Ford confine its Investigation fo complaints that are consistent with
this fallure mode. Reports of taligats cahbles breakages may be describad by such
terme as, "broken,” “fractured,” “cracked,” "ctt," "sheared,” "separated,”
“‘inoperative,” atc. Pleass exclude complaints partaining to tailyata cables for
such issuss as cosmstic appearance, fitmernt, accidental damagea, ste. that do
not indicata a brokan or compromieed tailgate support cable or the imminent
poasibility that the tallgate support cable may kse load-camying integrity.

For subparts “a" through *d,” state the total number of sach item (e.g., consumer
complaints, flekd reports, etc.) separately. Multipla incidents involving the same vehicie
are to be counied sesparately. Multiple reports of the same incident are alss to be
counted saparataly {l.a., a consumar complalnt and a field report involving the sama
Incident are to be courted as a field report and a consumer complalnt).

In addition, for items "c” through “g,” provide a summary description of ths allagad
problam and causal and contributing factora and Ford'a asseasmeant of the problem, with
a summary of the significant underlying facts and evidenca. For items *f* and “p,"
identify the partles to the action, as well as the caption, court, docket number, and date
on which the complaint or other document initiating the action was fllad.

Provide this information in Microsoft Accass or Excel 2000, or a compatible format,
grtitlad “Raquast Number Two — Complaint Summary Data.”

Angwer

For purposes of identifying reports of incidents potentially involving tailgate support cable
breakage and any related documents, Ford has gathered "owner reporta” and "flekd reports”
maintained by Ford Customer Service Division (FCSD), flset reports maintained in a Flest Test
Database, and caim and lawsuit Information maintained by Ford’s Offica of the Ganeral
Counasl (OGC).

Descriptiona of the FCSD owner and flek] report gystams, and tha Flast Tast Databasa
systams, and the criteria used to search aach of thess are provided electronically in Appendix B
(file: 20056-07-29_Appendix_B) on the sncicsad CD.
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The following categories were used in the review of reports located in each of these gearches:

Categary Allegation

Al One Tailgats Support Cable Broke/Fractuned.
A2 | Both Tallgate Support Cable Broke/Fractured.

As requestad by the agency, Ford confined its searches to reports that are consistent with the
breakage or fracture of a tailgate suppart cable. Detailed search criteria, including keywords
used in Ford's searches, ara provided In Appendilx B. Consistent with the agency's request, we
have not provided raporta that allsge concern with the plastic sheathing or attachmart bolts of
the aupport cable, or simply indicata that the cable was replaced but make no merdion of cable
breakage.

Ovmner Reports: Ford saarched its Ford Master Owner Relatione Systems (MORS) database
raconds, a3 dascribad In Appendix B. The nesulting recards weare than raviswed and
::atagnnzud in accordance with the categories described above. The calegorized records can
be found In Appendix C (file: 2005-07-298_Appendix_C) on tha snclosad CD. The categorization
of each report Is identified in the "Category” fiski. The requestad total of each tem (e.g.,
conaumer complaints, fisld reports, eic.) is also provided in Appandix C. When we were able to
|dentify that respensive (i.e., not ambiguous) duplicate ownar raports for an alleged incident
were recelved, each of these duplicate reports is marked accordingly, and the group is counted
a8 one report

Legal Contacts: Ford Is providing in Appendix B a description of Lagal Contacts and the activity
that is responsible for this information, Litigation Prevention. To the extant that responsive (i.a.,

not amblguous) owner reports indicate that they ane Legal Cantacts, Ford has gathered the
related files from the Litigation Prevention saction. Baaed on this asarch, four files were located
and the copies are provided in Appendix D {flla: 2005-05-03_Appendix_D}. Ford is not
providing confidential documants from theae flles. If requested by the agency, Ford can provide
those decuments.

Field Reports; The number of fisld reports dentifled in a search and review of the Ford
Common Quality Indicator System {CQIS) records, a8 described in Appendix B, is providsd by
category in the CQIS portion of the elactronic database contained In Appendix C. Coples of
thesa field reports are alao providad In the Appendix C. The categorization of each report is
identified in the "Category” flald. When we were sble to identify that responsive (i.e., not
ambiguous) duplicate fiald reports for an allaged incldant wera recaived, each of these duplicate
reports |s marked accordingly.

Unified Datgbgse: The Unified Database (UDB) was created to facllitate parts availability by
tracking part sales and is not intended a8 a problam reperting system. Howsver, because a
amall parcantags of tha racards may contaln verbatim comments that could potentislly relate to
the agency's inguiry, wa asarchad UDB for reports responsive to Request 2 as describad in
Appendix B. The number of potentially relevart UDB reports |5 providad by category in the UDB
portion of tha electronic database contained in Appandix C. Copies of these UDB reporis are
also pravidad in thia appandix.

When we were able to identify that respansive duplicate UDB reports for an alleged incident
wara raceivad, sach of theas dupllcate reports was marked accordingly, and the group counted
as ona report. These reports have been counted separately. UDB records that are duplicative
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of owner or fleld reports or wamanty claims are provided in Appendbs © but are not inchuded in
the report count.

VOQ Data: This informaticn request had an attachment that included five Vehicis Owner's

Questionnaires (VOQs). Ford made inquiras of its MORS database for customer contacts, and 5
its CQIS database for field raports concaming the vehicles included in the VOQs. Ford notes ;
that in apme inatances, whara the VOQ doas not contan tha VIN, or the ownar's last name and

Zip codme, it is not poasible to query tha detabases for owner and field reports specifically

cormesponding to the YOQs. Any reports locatad on a vehicls identifisd in the VOGS related to

tailgate support cable breakage are Included in the MORE and CQIS portions of the electronic

database provided in Appendix C and have been identified by a “Y” In the "VOQ Dup" fleld.

Incident Claims: For purposss of idantitying alleged accidents or Injurles potentlally
related to taligata support cable breakage, Ford reviewed cwnear and fiskd raports, lawsuits and
clalme, UDB and warranty claims. Reports that contain such allagations are provided in the
MORS portion of the electronic databass contained (n Appendix C and are marked In the
"Alleged [njury” fiald.

Ford notes that the Incidant pertaming to VIN 1FTYR14V0 happaned when the
complainant was riding on the tailgate while the vehicls was bei . Ford notes that the
ownar guides far this vehicle states "It is extremely dangarous to rice in a cargo area. .." and
furthar racommends appropriate usage of a safety beit.

Though VOG 10473188 indicates an injury, the owner simply says "THE TAILGATE DROPPED
TO THE BUMPER AND | FELL TO THE GROUND." Ford notes that theve is no specific
description of any injury In this report. We further note that there is no mantion of injury in the
provided MORS report relating to this incidant

Claims. Lawssits. and Arbltrations: Fer purposes of identifying incidents that may relate to
tallgate support cable breskage, Ford hes gathersd claim and laweult nformation maintained by
Ford's OGC. Ford's OGC is rasponalble for handling product liabllity lawsults, clalms, and
consumer breach of warmanty lawsaits and arbitrations against tha Company. Lawsults and
claimg gathered in this ranner wara raviewsd for nelevance and categorized in accordance with
the categonies describad above.

Based on a rassonable and diligent saarch, Ford ideniifisd one legal claim that appears to relats
to the tallgate support cabls breakage in the subject vehicies. Ford notss that this clalm
peralns to the Incidant [VIN 1FTYR14V0Y at waa rafsrencad in the AccldentInjury
section above. Ford ks providing the requ mation on this claim in the Log of Lewsuits
and Clalme, as Appendix E (fils: 2005-07-29_Appendix_E) on the anclosad CD.

Request 3

Separately, for each item {complalnt, rapert, claim, natice, or matter) within the scope of
the maaponss to Request No. 2, state tha following information:

@. Ford's file numbar or othar [dentifler usad;

b. Tha category of the item, as idertfied in Requeat No. 2 (i.s., consumesr complaint,
fisld report, etc.);

c. Vehicle owner or fleet name (and fleet contact person), address, and telephona
number;

d. Vahicla's VIN:
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&. Vehicle's make, model and model year,
f. Vehicle’s milsage at time of incident;
g. Incident date;

h. Raport or clalm date;

l. Whether property damage s alleged;

j- Numbear of allaged Injurisa, if any: and
k. Number of alleged fatalitioe, If any.

Provide this information in Microsoft Access or Excel 2000, or a compatible
format, entitted "Request Number Three — Complaint Detais.”

Angwer

Ford ks providing owner and flald reports in the siectronic detabase contaned in Appendix C on
the enclesed CD In response to Request 2. To the extent information sought in Request 3 is
available for owner and fisld reparts, it is provided in the databass. To the sxtent information
sought In Requeat 3 |5 avallable for lawsuits and claims, i Is provided In the Log of Lawsuits and
Clalms In Appandix E1.

Request 4

Stata, by model and model year, a total count for all of the following categories of claims,
collactively, whether reimbursed, adjusted, or not reimbursed by Ford to date that relate
to, or may relate to, the sllegad defact (*) in the subject vebicles: warranty claims;
extended warranty claims; claims for good will services that were provided; fisld, zone,
or simllar adjustmemts and reimbursaments; and wamranty clalms or repairs made In
accordance with a procadure specified in a tacdhmical sarvica bullstn or customer
satisfaction campaign.

(*y ODI has defined the alleged defect as “tailgate support cable breskags.” ODI
requesis that Ford confing ite investigation (o complaints that are consistent with this
felure mods. Reports of tailgate cable braakage may be described by such terms as,
“hroken,” “frectured,” "cracked,” “cut,” "shearad,” “separated,” “inoperafive,” sic. Please
exclude complaints partaining to tailgate cables for such issuss as cosmetic
appearance, filment, accldental damage, etc. that do not indicate a broken or
compromised tailgate support cable or tha imminent pogsikility that the taiigate support
cabla may loaa load-carrying integrity.

Separately, for each such claim, state the following information:

a Ford's claim numbar;

b. Vehicle owner or flest name (and flest contact pearson) and telephone number,
c. VIN;

d. Repair date;

e Vehicla mllaage at tima of repalr;

f. Rapairing dealara or facllity's name, talaphone number, clity and stats or ZIP code;
g. Labor operation number;

h. Problemn cods;

i. Replacement part number(s} and description(s);

j- Concam statad by customer; and

k. Comment, If any, by dealartechniclan relating to claim and/er repalr.

I. Giaim disposition {raimbursad, adjustad, or not reimbumed).
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Provide this Information in Microgoft Access 2000, or a compatible format, entltled
"Request Number Four — Warranty Information.”

Answer

In responding to thig imformation request, Ford elactranically searched its Analytical Warranty
System (AWS)] for all claims meating the criteria described in Appendix B. The resulting claims
ware searched using the criteria as described in Appendix B and then reviewed indlvidually for
allegations that may relate to taligate support cable braakage. Tha number of warmanty claims
and electronic copiaa of the claims that may relate to taligate support cable breakage are
provided in the AWS portion of the elacironic database cortained in Appandix C. The
categorization of each report is identlfiad In the "Category” flaid. When we wars abls {o identify
that duplicate claims for an alleged Incident were received, each of thesa duplicate clalms is
markad accordingly and the group |8 counted as ona report. In cthar cases, cartain vehiclas
may hewva axparisncad more than ona Incldant and hava mors than one clalm associated with
ther VINs, These claima have been counted separately.

Ford asaumes that providing the warranty claima in the alectronlc databass format meets the
requirementa of this request, becaues the agency can review or order the clalms as desired.

Requests for "claims for good will services that wene provided; field, zona, or similar
adjustments and reimbursements" recelved by Ford to date that nalate to the alleged defact In
the subject vehicles that were honored would be provided in the warranty section of
Appendix C. Such requesta that were not honaved, I any, would be included in the MORS
reporis idenfifled above in responsa to Request 2.

Request &

Dascrice in detail tha search criterla used by Ford to identify the claims identified
in response to Request No. 4, including the labor operations, problem coder, part
numbers and army other pertinent parameters used. Provide a list of all labor
oparationy, labgr operation descriptions, problem codes, and problemn code
descriptions applicable o the alleged defect in the subject vehicles.

State, by make and model year, the tarms of the new vehicle warranty coverage
offered by Ford on the aubject vehicles {i.e., the number of monthe and mileage
for which coverage is provided and the vehicle systems that ame coverad).
Describe any extended warranty coverage option(s) that Ford offered for the
subject vehicles and state by option, model, and model year, the number of
vehicles that ara coverasd undar sach such extended wamanty.

Answear

The criterla used for asarching Ford's Analytlcal Warranty System (AWS) are daacribed In
Appendlx B. All claims coded under the salected part numbers wers included In this search
regjardiess of labor operation or problam codes. The resulting claims wene saanrched using the
criteria as dencribad in Appendix B and then reviswed individualy for allagations that may relate

to tailgate support cable breakage.

The standard new vehicle warranty coverage for 1998-2004 model year Ford vehicles Is three
years or 36,000 milss, whichevar occurs first. A list of Exiendad Sarvica Plans (ESP) that cover

the sublect components Is provided In Appandlx F {flle: 2005-07-29_Appandix_F} along with
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tima-in-sarvice and mileage coverage by plan. This append; alao includea tha count of subject
yvehicles that are coverad by each ESP.

Raguest §

List all tallgate support cable part number(s) or the part numbear of subassambliss
containing a tailgate support cable which were sold a3 replacement parts for the vehicles
listed in response to Request No 1. and state the guantity of sach aftermarket or
rapiacement tailgate support cable that Ford has sold by year from 1968 to the pregant.

Answer

As the agancy is aware, Ford service parts amg gold in the LS. tg authorized Ford and Lincoln-
Mercury dealers. Ford hag no means by which to datarmine how many of the parts ware
actually ingtallad on vehicles, the vehicle model on which a particular part was installed, or the
reasch that the Installation was made.

Ford is identifying in alectronic form in Appendix G (file: 2005-07-28_Appendix_{G) on the
anclosad CD the total number of Ford service replacement tailgate support cable assemblies
gaold by part number (both service and enginesring) and calandar month and year of sale where
available.




