























PE16-008 000009LP



Title

"By CHRIS BARKER" - Customer says vehicle still has smell in vehicle. He is concerned that this is making his child's illness
even worse. He is contacting an attorney. He wants vehicle bought back.

Regarding ]
File Attachment

File name:

PE16-008 000010LP






Title Note created on 1/28/2016 9:18 AM by Dawn Michel, Default Team: Tier 2 CCT

CSM conducted GFR. Veh was purchased and registered in LA. The WSD: 8/30/2014. The first repair attempt was on
8/25/2015: 31,250 mileage: ROAD TEST UNIT AND VERIFY EXHAUST SMELL, RAN OASIS AND FOUND UNIT HAD TSB 14-
0130 REPAIR ASPER TSB AND ROAD TEST UNIT AND WORKING OK,140130B 2011-2015 EXPLORER: REPROGRAM THE HVAC
MODULE, REPLACE AIR EXTRACTORS BOTH REAR FENDER MOULDINGS, SEAL THE BODY AND INSTALL LIFTGATE DRAIN
VALVES (DO NOT USE WITH ANY OTHER LABOR OPERATIONS) 2.0 HRS. At this time, veh does not appear to meet CUST
request for a buyback; Denied.

Regarding I
File Attachment

File name:

PE16-008 000012LP



Title Note created on 1/28/2016 9:18 AM by Dawn Michel, Default Team: Tier 2 CCT

CSM Shelley x77775
OBC to DLR (5100)

Left VM. CSM advised conducted visual GFR and the veh does not appear to meet CUST request for a buyback. CSM provided
contact info and CAS# and email address. CSM will be closing case.

Regarding I
File Attachment

File name:

PE16-008 000013LP



PE16-008 000014LP






Title Note created on 12/04/2014 08:46 AM by Amanda Schluessell, Default Team: Tier 2 CCT

12/04/14
CSM Amanda x77736
OBC to SM Cecil @ (830) 303-3673 == SM not available == CSM requested call back

Regarding I
File Attachment

File name:

PE16-008 000016LP



Title Note created on 12/04/2014 08:49 AM by Amanda Schluessell, Default Team: Tier 2 CCT

CSM will F/U Mon as no trade assistance is available but will discuss X plan pin with DLR

Regarding I
File Attachment

File name:

PE16-008 000017LP



Title Note created on 12/08/2014 11:12 AM by Lucy Rodriguez, Default Team: Tier 2 CCT

CSM LUCY EXT 77754 ASSISTING CSM AMANDA

PER SM:

Veh is related to SM, seeking additional resources as the odor has been a concern since before the TSB was performed. CSM

adv to speak with FSE while FSE visited for another case. CSM adv that FMC could not legally offer trade assistance and CSM
Amanda had offered Xplan. SM acknowledged

Regarding I
File Attachment

File name:

PE16-008 000018LP



PE16-008 000019LP



Title

"By TERRY HARRIS " - Customer called today said he traded the vehicle for another make and would not buy another Ford
product due to Ford' slow to no responce to his on going concern of exhaust odor in the vehicle

Regarding I
File Attachment

File name:

PE16-008 000020LP



PE16-008 000021LP



Title

"By DWAYNE H. JONES" - Customer here for a concern of exhaust fumes smelt in the cabin of the vehicle. Concern has been

verified and dealer found TSB 13-9-18 to be applicable. Concern is not under any manufacturers warranties. Customer
requesting financial assistance.

Regarding ]
File Attachment

File name:

PE16-008 000022LP



Title Requestor/Approver Comments

Customer states exhaust fumes smelt inside the cabin of the vehicle.

Regarding I
I

File name:

PE16-008 000023LP



Title Note created on 06/17/2015 01:48 PM by Autumn Lewis, Default Team: Tier 2 CCT

Csm Autumn x77763—2012 FORD EXPLORER-Mileage: 43375-CLP LTV: 59- Original owner- no related claims in AWS -WSD-
22-DECEMBER-2011-15S11-no esp - csm emailed S/M Dwanye and advised that You opened a case for financial assistance on
a 2012 Explorer referring to TSB 13-9-18 for a foul odor . The case notes states it’s an exhaust fumes. Please charge the

customer $100.00 and I will assist with the remainder for $363.83. Please let me know when the repairs are completed. csm
will follow up on 06-24-2015

Regarding I
File Attachment

File name:

PE16-008 000024LP



Title Note created on 06/17/2015 01:48 PM by Autumn Lewis, Default Team: Tier 2 CCT

Csm Autumn x77763—2012 FORD EXPLORER-Mileage: 43375-CLP LTV: 59- Original owner- no related claims in AWS -WSD-
22-DECEMBER-2011-15S11-no esp - csm emailed S/M Dwanye and advised that You opened a case for financial assistance on
a 2012 Explorer referring to TSB 13-9-18 for a foul odor . The case notes states it’s an exhaust fumes. Please charge the

customer $100.00 and I will assist with the remainder for $363.83. Please let me know when the repairs are completed. csm
will follow up on 06-24-2015

Regarding I
File Attachment

File name:

PE16-008 000025LP



Title Note created on 06/17/2015 03:18 PM by Autumn Lewis, Default Team: Tier 2 CCT

csm Autumn x77763—csm received email from S/M Dwanye and he advised that the cust has an aftermarket esp and csm
advised to provide the original offer of 40% 215.43 Ford and 323.14 Cust

Regarding I

File Attachment

File name:

PE16-008 000026LP



Title

"By DWAYNE H. JONES" - Customer accepted offer. Scheduled in 6/29/15 for repairs.

Regarding ]
File Attachment

File name:

PE16-008 000027LP



Title Note created on 06/30/2015 10:12 AM by Autumn Lewis, Default Team: Tier 2 CCT

csm Autumn x77763-- OBC to dir @ 0654 and spoke to SM Dwanye and he advised that vehicle will be in tomorrow . csm
advised that will follow up on 07-08-2015

Regarding I

File Attachment

File name:

PE16-008 000028LP



Title Note created on 07/07/2015 03:45 PM by Autumn Lewis, Default Team: Tier 2 CCT

csm Autumn x77763-- OBC to dir @ 0654 and spoke to SM Dwanye and he advised that the vehicle will be repaired
tomorrow . csm will follow up on 07-15-2015

Regarding I

File Attachment

File name:

PE16-008 000029LP



Title Note created on 07/15/2015 10:53 AM by Joshua Gee, Default Team: Tier 2 CCT

CSM Joshua - 77721 - sent email to s/m for confirmation of repair to supply CLP code.

f/u 07/16 pending dealer contact

Regarding O

File Attachment

File name:

PE16-008 000030LP



Title Note created on 07/16/2015 04:02 PM by Joshua Gee, Default Team: Tier 2 CCT

Vehicle repaired and returned to customer

Closing case

Regarding I

File Attachment

File name:

PE16-008 000031LP



Title Note created on 08/04/2015 01:50 PM by Joshua Gee, Default Team: Tier 2 CCT

Case being re-opened to modify existing CLP remedy form.
Code M03MM for Ro i is invalid.

New code provided M033J.

Closing case

Regarding I
File Attachment

File name:

PE16-008 000032LP



PE16-008 000033LP



Title

"By Jason Hipp" - customer is seeking a buy back-vehicle has a strong exhaust smell in cabin about 20-30 seconds after a
hard accelleration. customer first came in 6/5/14 @8518 miles wrote a internal ticket- was unable to duplicate and rinsed out
evaperator. Came back 6-18-14 @9017 miles 4 times under same ro performed tsb 12-12-04 and contacted hotline
#107533223 and checked mulitple items then was told engineering was investigating no additional repair attempts are to be
attempted to try and resolve this condition monitor oasis for future updates. Came back 11-5-14 @17662 vehicle still has
strong exhaust smell-contacted hotline #107999235 was told tsb was changed to 14-0130-performed 14-0130 still present-
per hotline checked all body sealing, lift gate seal and hotline stated engineering is still investigating odor and updates for
this concern will be released in the future.

Customer is seeking a buy back--states has asthma and the odor has almost caused an accident on multiple occasions.

Regarding I
File Attachment

File name:

PE16-008 000034LP



Title Note created on 11/10/2014 02:57 PM by Paul Szubielski, Default Team: Tier 2 CCT

Ticket Number: I G
Customer G

Business phone: null

Home phone: null

Mobile phone: null

CLP LTV: 99

Dealer name: Lebanon Ford, Inc.
Dealer P&A: null

Dealer phone: null

VIN: 1FM5K8D81EGN
Year : 2014

Make: FORD

Model: EXPLORER

Mileage: 17662

ESP : 2014 NEW 72/100000 PREMIUMCARE W/ROADSIDE

WSD 12/12/2013 -
Hotline - Yes

Will not Qualify for Ford to buyback.
F/U 11/14/14

Regarding O

File Attachment

File name:

PE16-008 000035LP



Title Note created on 11/17/2014 09:22 AM by Heather Nabb, Default Team: Tier 2 CCT
CSM Heather assisting CSM Paul 77729 - OBC Jason SM @ 513-721-0837 - notified cust to move forward on his end

Regarding I

File Attachment

File name:

PE16-008 000036LP





