PE14-027
FORD
11/7/2014
APPENDIX B
D PAGE 9
E PAGE 106
H PAGE 108
| PAGE 111




PE14-027
FORD
11/7/2014
APPENDIX B
ILLUSTRATIONS
AND WARRANTY
PAGE 16



PE14-027 Appendix B

2011-2013 MY Explorer
Front Brake “Jounce” Hose

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
FMC360, or prior to September 2012, a database known as CuDL (Customer Data Link).
Records that were entered into the earlier MORS Il system were microfilmed. The records in
MORS 1lI/CuDL are imaged and stored electronically. Records that were originated in the
MORS 1lI/CuDL database have been migrated to the new FMC360 database, as well as
MORS Il records that were contained within the MORS 11l/CuDL database.

The CRC assigns to each vehicle-related contact report a "symptom code" or category that
generally characterizes 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 owner 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 FMC360 system. To the extent that those documents
exist, they are characterized in the comments of MORS IIl and FMC360 contact reports.

Upon request, Ford will attempt to locate any specific items that are of interest to the agency.

In September 2012, a new symptom coding system for owner reporting was launched
concurrent with the transition to the FMC360 database. This is the same coding system that
was launched in July 2011 for the CQIS database that contains field reports. All reports
migrated from the MORS III/CuDL database in to the FMC360 database have been re-coded
using the new coding system.

In responding to this information request, Ford electronically searched the FMC360 database
using the following criteria:

Model Year: 2013 for the Ford Explorer Police Interceptor
2011-2013 for the Ford Explorer

Subject Vehicle: Ford Explorer Police Interceptor and Ford Explorer 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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OASIS MESSAGES

FCSD is responsible for communicating a variety of vehicle and service information, such as
warranty information for up to the past 360 days, Extended Service Plan part coverage
information, and technical repair information, to North American Ford and Lincoln-Mercury
dealers. This information is communicated primarily through OASIS, which serves as an
electronic link between Ford Motor Company and the dealers. OASIS covers all North
American Ford and Lincoln-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
OASIS is contained in Special Service Messages (SSMs) and Technical Service Bulletin
(TSBs) titles and brief summaries. It should be noted that dealers cannot access brief
summaries.

SSMs and TSB titles are coded in OASIS by model year and vehicle line, and may be coded
to other specific vehicle attributes (body style, engine code, or vehicle identification number)
and one or more OASIS 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 TSB titles that become inactive or superseded continue to be accessible by Ford
employees, but no longer are accessible by the dealers. Dealers also are able to 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 July 2011, FCSD launched a new coding system for OASIS. All active SSMs and TSB
titles have been re-coded using the new OASIS coding system. All inactive and superceded
SSMs and TSB titles are still maintained under the old coding system.

In responding to this information request, Ford searched Global OASIS using both the new
and old OASIS service codes for active, inactive, and superceded TSB titles and SSMs using
the following search criteria:

Model Year: 2013 for the Ford Explorer Police Interceptor
2011-2013 for the Ford Explorer

Subject Vehicle: Ford Explorer Police Interceptor and Ford Explorer 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: Ford Explorer Police Interceptor — January 1, 2012 and September 9,
2014 (the date of this inquiry)
Ford Explorer — January 1, 2010 and September 9, 2014 (the date of this

inquiry)
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Was a police report filed? NO

Details :

Has the insurance company been contacted? NO
Insurance company advised:

Insurance company contact information: unknown at this time

Coach builder:

City :

State :

Zip Code :

Vehicle Location: dealership

Attorney information:

CVO Contact:

Resolution Customer is seeking: investigate the brake perceived brake system failure

Comments: dealer is opening this contact at the direction of tech hotline. the dealer has inspected the vehicle
brake system and found no faulty parts, leaks, trouble codes or anything to indicate an actual brake failure
occurred. dealer technician and service director have attempted to duplicate the customer concern with no
duplication occurring. brakes are operating as designed. we have no idea if the customer will take any legal
action regarding this issue, they have not mentioned that to dealership personell. they are worried about the
safety of the vehicle at this time. please contact dealer service director for further information or direction for
the dealer to follow. thank you.

Copyright 2014 Ford Motor Company
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Report Summary Page 2 of 2

SATISFACTION LINK.

NOTE: THE TECHNICAL SERVICE HOTLINE WILL NOT BE ABLE TO PROVIDE
FURTHER ASSISTANCE WITH THIS ISSUE UNTIL AFTER THE OGC REVIEW. ISM

12-07-003 REPORTED FIRE, ACCIDENT, INJURY, PROPERTY DAMAGE &/0OR BURN
HAS OCCURRED DUE TO AN ALLEGED PRODUCT DEFECT

Requester: ATAYLO29 6-Jun-2014
Report Summary Ford Proprietary, Private Retention: None
Server: ECCVWS962 Copyright ©2013 Ford Motor Company | Ali rights reserved,

https://www.gcqis.dealerconnection.com/gegis/asp/ WBRES RptSummaryBottom.asp?Curr...  6/6/2014
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REPAIR ORDER DETAIL SCROLL 833189 1t APR 12 06:34PM

A CUSTOMER STATES MY TOUCH SCREEN BLACKS OUT AND FREEZES...
(MISC) MISCELLANEQOUS REPAIRS

TECH# 124 Flag Hrs= 0.00 Type= CR 0.00
*+x STORY DETAIL *** 02/24/12 01:57PM emp=124

1139

42

UPDATE APIM MODULE TO LATEST CALIBRATION
B PERFORM MULTIPOINT INSPECTION
(99P) PERFORM MULTIPOINT INSPECTION
TECH# 124 Flag Hrs= 0.00 Type= CR 0.00

(GBATT) CHECKED BATTERY AND OK AT THIS TIME
TECH# 124 Flag Hrs= 0.00 Type= CR 0.00

(GBK) CHECKED BRAKES AND OK AT THIS TIME
TECH# 124 Flag Hrs= 0.00 Type= CR 0.00

(GTIRE) TIRES CHECKED AND ARE OK AT THIS TIME.
TECH# 124 Flag Hrs= 0.00 Type= CR 0.00
<RETURN> to continue -or- (E)xit..
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2013 Ford Explorer Limiled 4 DR Wapon
Clam# 00185046146-0C

12/24r2013 09:21 AM
12/3072013 GX 17 PM

THIS ESTIMATE MAY HAVE BEEN PREPARED BASED ON THE USE OF A MOTOR VEHICLE
CRASH PART NOT MADE BY THE ORIGINAL EQUIPMENT MANUFACTURER. THE PERSON WHOC
PREPARED THIS ESTIMATE WILL PROVIDE A COPY OF THE PART WARRANTY FOR CRASH
PARTS NOT MADE BY THE ORIGINAL EQUIPMENT MANUFACTURER.

COp Codes

«

= User-Entered Value
EC = Replacs Economy

ET = Partial Replace Labor
TE = Partial Repiace Price
L = Refinish

TT = Two-Tone

BR = Blend Refinish

CG= Chipguard

AA = Appearance Allowance

E = Replace OEM NG = Replace NAGS

OE = Replace PXN OE Srpis UE = Replace OE Surplus
EP = Replace PXN EU = Replace Recycled

PM = Replace PXN Remarn/Rebit UM= Replace Reman/Rebuilt
PC = Replace PXN Reconditioned UC = Replace Reconditioned
SB = Sublet Repair N = Additional Labor

I = Repair IT = Partial Repair

Rl = R & | Assembly P = Check

RP = Related Prior Damage

“ Audatex

4 Soletd (OMpaTY

This report contains proprietary information of Audatex and may not be disclosed to any third party (other than
the insured, clalmant and others on a need o know basis in order to effactuate the claims process) without
Audatex’s prior written consent.

Copyright (C) 2013 Audatex Narth America, inc.
Audatex Estimating is a trademark of Audatex North America, Inc.

01/07/20314 09'36 AM

Poage 4 of 4
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PE14-027 2011 - 2013 Explorer Front Brake Jounce Hose
Reports with Towing

Source ReportNum Cat| MY MODEL VIN
AWS |7685005 Al | 2013 | Explorer Police Interceptor [1FM5K8AR3D
AWS |5534171 A3 | 2013 | Explorer Police Interceptor [1FM5K8AR1D
CQIS |EGREMO006 A2 | 2013 | Explorer Police Interceptor [1FM5K8AR6D
CQIS |EGREMO009 A2 | 2013 | Explorer Police Interceptor [1FM5K8AR6D
CQIS |ED3CG004 A2 | 2013 | Explorer Police Interceptor [1FM5K8AR7D

Mileage | Report Date
29,789 6/24/2014
30,883 2/27/2014
39,075 7/18/2014
41,504 7/18/2014
34,187 4/29/2014

Page 1
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Request 9 PE14-027 Front Jounce Hose Part Change Log Appendix H
2011 - 2013 MY Ford Explorer Police/Civilian Units
A B C D E F G H J
Original Modified Disposition of Original Parts
Withdrawn
from Ford
Production New Component
Inventory Interchangeable With
(Scrap/ Old
Incorporated Into Vehicle Ford Engineering Part Ford Engineering Part Consume/ New Component (YIN - Intended versus
Part Description Production Applicable Models Detailed Description of Change [Reasons for Change |Number Number Rework) Effective Date Availability Date Possible)
FR Jounce Hose 3/3/10 MY 2013 U502 Original Released Part N/A BB53-2078-AD N/A N/A N/A N/A YES
FR Jounce Hose After Jan-12 MY 2013 U502 Friction layer supplier SREA - supplier BB53-2078-AD N/A N/A N/A N/A YES
changed change
Supplier Request
for Engineering
Approval
due to Tsunami
affected zone
FR Jounce Hose 6/25/12 MY 2013 U502 Removed banjo tube and |MCR BB53-2078-AD DB53-2078-AA Consume N/A 5/25/12 YES
lengthened hose Material Cost
Reduction
FR Jounce Hose 4/1/13 MY 2013 U502 Move crimped washer Hand start issue DB53-2078-AA DB53-2078-AB Consume N/A N/A YES

location from banjo block
to 4-7mm from end of bolt.

at the assembly
plant

Page 1 of 2




Request 9 PE14-027 Front Jounce Hose Part Change Log Appendix H
2011 - 2013 MY Ford Explorer Police/Civilian Units
A B C D E F G H J
Original Modified Disposition of Original Parts
Withdrawn
from Ford
Production New Component
Inventory Interchangeable With
(Scrap/ old
Incorporated Into Vehicle Ford Engineering Part Ford Engineering Part Consume/ New Component (YIN - Intended versus
Part Description Production Applicable Models Detailed Description of Change [Reasons for Change |Number Number Rework) Effective Date Availability Date Possible)
FL Jounce Hose 3/3/10 MY 2013 U502 Original Released Part N/A BB53-2B557-AD N/A N/A N/A N/A YES
FL Jounce Hose After Jan-12 MY 2013 U502 Friction layer supplier SREA - supplier BB53-2B557-AD N/A N/A N/A N/A YES
changed change
Supplier Request
for Engineering
Approval
due to Tsunami
affected zone
FL Jounce Hose 6/25/12 MY 2013 U502 Removed banjo tube and |MCR BB53-2B557-AD DB53-2B557-AA Consume N/A 5/25/12 YES
lengthened hose Material Cost
Reduction
FL Jounce Hose 4/1/13 MY 2013 U502 Move crimped washer Hand start issue DB53-2B557-AA DB53-2B557-AB Consume N/A N/A YES
location from banjo block |at the assembly
to 4-7mm from end of bolt. plant

Page 2 of 2
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