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2001 through 2004 Model Year Ford Escape 
Engine compartment fires alleged to have occurred at or near components related to NHTSA 

recall 07V-156 (Ford recall 07S51) 

OWNER REPORTS   
As the agency is aware, within FCSD's North American Customer Service Operations, 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 vehicles or sales and 
service experience.  The contacts are handled by CRC customer service representatives who 
enter a summary of the customer contact into a database known as CuDL (Customer Data 
Link). Certain contacts, such as letters from customers, are entered into the CuDL database.  
Those that were entered into the earlier MORS II system were also microfilmed.  More recently, 
the records in MORS III/CuDL are imaged and stored electronically.  

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 concern, as described by the 
owner.  The CRC does not undertake to confirm the accuracy of the description provided by the 
owner; they simply record what is reported.  Therefore, given the complexity of the modern 
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 cause of the event reported.  Accordingly, although MORS contact reports may be useful in 
identifying potential problems and trends, the records are not the empirical equivalent of 
confirmed incidents and/or 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 associated with locating and producing those 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 those documents exist, they are reflected in 
the comments of MORS III contact reports.  Upon request, Ford will attempt to locate any 
specific items that are of interest to the agency. 

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

Model Year: 2001 - 2004 

Subject Vehicle: Ford Escape vehicles manufactured for sale or lease in the United States, 
District of Columbia, Puerto Rico, Northern Mariana Islands, Guam, 
American Samoa and the Virgin Islands. 

Date Parameters: April 1, 2007 through May 7, 2009 (the date of this inquiry)  

Types of Contacts:  All, including suspended data, canceled contacts and inquiries 
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In 1998, the OASIS system was upgraded from the "OASIS 2" system to the new "Global 
OASIS."  At that time, OASIS 2 was removed from service and is no longer used to 
communicate with dealers.  During the upgrade, inactive information (such as inactive SSMs or 
superseded TSB titles) was not transferred to Global OASIS.   
 
In responding to this information request, Ford searched Global OASIS for active, inactive, and 
superceded TSB titles and SSMs using the following search criteria: 
 
Model Year:  2001 - 2004 
 
Subject Vehicle: Ford Escape vehicles manufactured for sale or lease in the United States, 

District of Columbia, Puerto Rico, Northern Mariana Islands, Guam, 
American Samoa and the Virgin Islands. 

 
Date Parameters: April 1, 2007 through May 7, 2009 (the date of this inquiry) 
 
OASIS Service Code(s):  All OASIS messages located for the subject vehicles and the model 
years listed were reviewed for relevance.   
 
OASIS 2 and Global OASIS are not capable of performing electronic word searches, so the 
search results are reviewed manually to determine their applicability to the alleged defect in the 
subject vehicles.   
 
The OASIS database also contains Broadcast Messages.  Typically, these messages are 
directed to all dealerships and either are notifications of new SSMs/TSBs, or announcements 
with non-technical information (for example, "the Dealer Hotline will be closed today").  
Broadcast Messages cannot be searched by OASIS service codes, and can be retrieved only 
while active (approximately 2 to 4 days).  Ford has not undertaken to search for Broadcast 
Messages because Ford expects that any responsive information obtained with such a search 
generally would be non-substantive in nature or duplicative of the information obtained with the 
TSB title and SSM search described above.  
 
 
INTERNAL SERVICE MESSAGES   
FCSD, as part of its technical support activities, maintains fleet and technical telephone 
"hotlines."  During the early stages of Ford's efforts to identify and resolve potential vehicle 
concerns, hotline personnel may draft Internal Service 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 concern.  An ISM can form the basis for an oral response over the technical 
hotline to an inquiry from an individual dealer or fleet technician.  The ISMs, however, are not 
made available electronically to fleets and dealers.  Therefore, although ISMs are not "issued" 
to dealers like OASIS messages, Ford is construing this request broadly to include ISMs that 
may be related to the alleged defect in the subject vehicles.  
 
In responding to this information request, Ford searched CQIS for active ISMs using the 
following search criteria: 
 
Model Year:  2001 - 2004 
 
Subject Vehicle: Ford Escape vehicles manufactured for sale or lease in the United States, 

District of Columbia, Puerto Rico, Northern Mariana Islands, Guam, 
American Samoa and the Virgin Islands. 
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Base Part Number(s):   
 
-14290- Engine Compartment Wiring Harness 
-2C286- ABS Hydraulic Control Unit (HCU) 
-2C219- ABS Electronic Control Unit (ECU) 
-2C065- Service kit, ABS module (ECU and fasteners) 
-2B373- ABS Module assembly 
 
 
No further filters were utilized for this portion of the search.   
 
The reports located using the search criteria described above were then manually reviewed for 
relevance using the Electronic Data Download System 
 
Word Searches: 
The reports located using the search criteria described above were then manually reviewed for 
relevance using the Electronic Data Download System 

   
  




