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RECOMM

REPAIR

RECOMM

REPAIR

RECOMM

SMELL POSSIBLE | | ROTTEN EGG TYPE SMELL ADVISE DIAGNOSTICS:

TESTED AND VERIFIED COCNERN, HAS ROTTEN EGG SMELL IN VEHICLE. CALLED
OASIS AND FOUND TSB 12-12-04 PARTS REPLACED: INSTALLING PARTS PER

TSB 12-12-04 TECH QUESTION: I AM GETTING READY TO APPLY SEAM SEALER

TO THE SEAMS LOCATED IN THE PICTURES. WHERE IS THE REAR SHEET METAL
OVERLAP FLANGE ACROSS THE REAR OF THE VEHICLE? I CANNOT MATCH THE

PICTURE WITH THE VEHICLE. I HAVE HAD SEVERAL OTHER PEOPLE LOOK AT
THIS

AND CANNOT FIND THE RIGHT SPOT TO SEAL
08/16/2013 06:14PM KIRK HENDRICKSEN MSS - FCSD - TECH SVC HOTLINE
RON, THE IMAGE IN FIGURE 4 IS THE AREA BEHIND THE REAR BUMPER COVER

BEHIND THE WHEEL LIP OPENING. THIS IMAGE WAS TAKEN STANDING BEHIND
THE

RIGHT REAR OF THE VEHICLE. THIS IS TAKEN WITH THE REAR BUMPER COVER
REMOVED.

08/19/2013 09:31AM LAWRENCE NEWSOM MSS - FCSD - TECH SVC HOTLINE
STILL UNABLE TO LOCATION TSB 12-12-4 FIGURE 4.

08/19/2013 09:31AM LAWRENCE NEWSOM MSS - FCSD - TECH SVC HOTLINE
RON, I APOLOGIZE FOR ANY CONFUSION. FIGURE 4 IS AN IMAGE OF LEFT

SIDE REAR WHEEL LIP OPENING. PICTURE IS TAKEN FROM THE FRONT LOOKING
BACK AT THE WHEEL LIP AND REAR AIR EXTRACTOR.

11/26/2013 06:45SPM CHRISTOPHE SYSOCK MSS - FCSD - TECH SVC HOTLINE
WEB FORM DATA - CONCERN: CUSTOMER STATES VEHICLE HAS TOXIC SMELL
INSIDE VEHICLE WHEN VEHICLE IS RUNNING. DIAGNOSTICS: TSB 12-12-4

WAS PERFORMED AT DEALER AT WHICH THE VEHICLE WAS PURCHASED. WE
HAVE

ROAD TESTED AND INSPECTED PREVIOUS WORK DONE ON VEHICLE. WE WENT
BACK

AND RESEALED REAR QUARTER PANELS. TIGHTENED FILLER NECK CLAMP. POST
ROAD TEST INDICATED THERE IS STILL AN INTERMITTENT SMELL AT HIGHWAY
SPEEDS AND ACCELERATION. PARTS REPLACED: REFER TO TSB

12-12-4 TECH QUESTION: ARE THERE ANY KNOWN REPAIRS FOR THIS

PROBLEM? CUSTOMER IS VERY UNSATISFIED. YOUR HELP IS APPRECIATED,
THANK

YOU.

11/26/2013 06:45SPM CHRISTOPHE SYSOCK MSS - FCSD - TECH SVC HOTLINE
RUSSEL, REPEAT ODOR CONCERNS HAVE BEEN FOUND TO OCCUR IF A SEAM WAS
MISSED OR NOT SEALED CORRECTLY, A LACK OF RUBBERIZED UNDER
COATING/SEAM SEALER WAS APPLIED TO THE LISTED AREAS, A FAULTY BODY
SEAM OR SEAL IF PRESENT ELSE WHERE OTHER THAN WHATS LISTED IN THE
TSB. SINCE ODOR CAN BE DUPLICATED, WITH THE AID OF AN ASSISTANT,

RECOMMEND DUPLICATING THE CONCERN, WHILE NOTING WERE THE ODOR IS
MOST
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EVIDENT (SUCH AS REAR OF VEHICLE, DRIVER SEAT, ETC.). IF THE ODOR IS
MOST EVIDENT WHEN SITTING IN THE DRIVER SEAT, SUSPECT THE STEERING
COLUMN SHAFT SEAL TO BE AT FAULT. THERE HAVE BEEN CASES OF A FAULTY

SEAL INDUCING AN ODOR CONCERNS PRIOR TO AND AFTER PERFORMING THE
TSB.

NOTE IN SOME CASES THE SEAL MAY APPEAR OK THOUGH ALLOW THE ODOR TO
PASS. IF MOST EVIDENT IN THE DRIVER SEAT, SEAL REPLACEMENT WOULD BE
ADVISED. IF THE ODOR IS MOST EVIDENT FROM THE REAR OF THE VEHICLE,
THOUGH ALREADY INSPECTED, ENSURE THE TSB WAS FOLLOWED VERBATIM,

ENSURING ADEQUATE AMOUNTS OF SEAM SEALER AND RUBBERIZED UNDER
COATING

WERE APPLIED. IF THE TSB WAS FOLLOWED THOROUGHLY PLEASE VERIFY THE
FOLLOWING: . VERIFY PROPER BODY SEALING AS PER SECTION 501-00 BODY
SYSTEM - GENERAL INFORMATION OF THE WORKSHOP MANUAL. . INSPECT THE
AIR EXTRACTORS FOR POSSIBLE DAMAGE OR IMPROPER SEALING. . INSPECT FOR
EVIDENCE OF BODY REPAIRS AND ENSURE THAT THERE ARE NO MISSING OR
POORLY SEATED BODY PLUGS IN THE FLOOR PAN OR ENGINE COMPARTMENT
BULKHEAD. . VERIFY THE LIFT GATE SEAL FOR DAMAGE, DIRT BUILD AND
PROPER FIT/CONTACT PATTERN. ENSURE THAT THE LIFT GATE PLUGS ARE IN
PLACE IN THE DRAIN HOLES AND SEALED PROPERLY. IF ANY ISSUES ARE
FOUND, REPAIR AS NEEDED, IF NO ISSUES ARE FOUND, SUGGEST USING THE
ROTUNDA 134-R0135 LEAK DETECTOR (OR EQUIVALENT) TO LOCATE LEAK
POINTS/SEAL OPENINGS, MAKING REPAIRS AS NEEDED. NOTE SELECTING FRESH
AIR HVAC MODE WILL INCREASE CABIN PRESSURES WHICH MAY ASSIST WITH
DIAGNOSTICS AND CAN HELP TO REDUCE THE OVERALL CONCERN. IF TSB
12-12-4 HAS BEEN COMPLETED CORRECTLY AND THERE ARE NO CONCERNS
IDENTIFIED WITH THE ABOVE INSPECTIONS, PLEASE BE ADVISED THAT THIS
CONCERN IS UNDER INVESTIGATION. WE HAVE ALSO ESCALATED THIS CONCERN
TO THE TECHNICAL SERVICE HOTLINE'S ESCALATED HANDLING TEAM FOR

ADDITIONAL REVIEW. A SERVICE ENGINEER FROM THIS TEAM WILL CONTACT
YOU

BY PHONE OR THROUGH THIS HOTLINE ASSISTANCE REQUEST WITHIN ONE (1)

BUSINESS DAY TO PROVIDE ADDITIONAL INFORMATION AND/OR
RECOMMENDATIONS

TO ASSIST IN THE RESOLUTION OF THE CUSTOMER'S CONCERN. OUR TEAM AT

THE HOTLINE WILL CONTINUE TO WORK WITH YOU AND YOUR DEALERSHIP TO
HELP

GET THE CONCERN RESOLVED AND THE VEHICLE BACK TO THE CUSTOMER IN A

TIMELY MANNER. IF WE HAVE EXHAUSTED ALL OF OUR RESOURCES AND ARE
STILL

UNABLE TO RESOLVE THE CUSTOMER'S CONCERN THROUGH THESE ADDITIONAL

STEPS, THE HOTLINE WILL ALERT YOUR FIELD SERVICE ENGINEER BY OPENING
A
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TECHNICAL ASSISTANCE REQUEST. PLEASE BE PREPARED TO DISCUSS ALL
DIAGNOSTICS PERFORMED AND TEST RESULTS WITH THE TECHNICAL SERVICE
HOTLINE SERVICE ENGINEER IN MORE DETAIL. THANK YOU IN ADVANCE.ISM
13-07-010 2011-2014 EXPLORER - EXHAUST ODOR IN VEHICLE AFTER TSB
12-12-4

11/26/2013 06:45SPM CHRISTOPHE SYSOCK MSS - FCSD - TECH SVC HOTLINE
ODOMETER 369 M CHANGED TO 1400 M BY CSYSOCK

11/26/2013 06:47PM CHRISTOPHE SYSOCK MSS - FCSD - TECH SVC HOTLINE
UPDATED P&A CODE TO 02404

11/26/2013 06:47PM CHRISTOPHE SYSOCK MSS - FCSD - TECH SVC HOTLINE
DEALER 05319, ,, USA CHANGED TO 02404, , , USABY CSYSOCK

11/27/2013 02:39PM DINO POULOS MSS - FCSD - TECH SVC HOTLINE

THIS CONTACT IS CURRENTLY BEING REVIEWED. YOU WILL BE CONTACTED
WITHIN

THE HOUR TO FURTHER DISCUSS THE CONCERN. THANK YOU.

11/27/2013 03:1SPM DINO POULOS MSS - FCSD - TECH SVC HOTLINE

CALLED DEALER AND REQUESTED TO SPEAK WITH RUSSELL. RUSSELL ADVISED
THAT AT TIMES WHILE DRIVING ON THE HIGHWAY, AN ODOR IS NOTICES. WHEN
USING A SMOKE MACHINE, THE DEALER WAS ABLE TO GET SMOKE TO ENTER AT

THE REAR REAR LATCH AND TIE DOWN HOOK LOCATIONS. THE WEATHERSTRIP
WAS

REMOVED, SEALER WAS USED AND THE WEATHERSTRIP WAS RE-SECURED.
WHEN

DOING SO, THERE IS NO MORE SMOKE ENTERING THE VEHICLE WHEN TESTING.
THE ODOR IS NOTICED IN THE FRONT AND BACK OF THE VEHICLE. THE VEHICLE

WAS PURCHASED AT ANOTHER DEALER AND HAD THE VEHICLE SERVICED AT
THE

PREVIOUS DEALER TO NO AVAIL. RUSSELL'S DEALER IS CLOSER TO THE

CUSTOMER AND BROUGHT THE VEHICLE TO HIS DEALER TO RESOLVE. TSB 12-12-
4

WAS FOLLOWED BY THE PREVIOUS DEALER AND WORK WAS INSPECTED AS
PERFORMED BY THE PREVIOUS DEALER. IN ADDITION, RUSSELL ADDED FOAM TO
THE REAR LIFTGATE TO APPLY MORE PRESSURE TO THE LIFTGATE SEAL.
11/27/2013 03:1SPM DINO POULOS MSS - FCSD - TECH SVC HOTLINE

RUSSELL, SINCE THE LEAK HAS BEEN ISOLATED AND REPAIRED AT THE REAR
LIFTGATE WEATHERSTRIP, PLEASE REMOVE THE FOAM STRIPS ADDED TO THE
LIFTGATE AND THEN DRIVE/EVALUATE OPERATION. NOTE THAT FOAM IS NOT A

SOLID MATERIAL AND WILL ALLOW ODOR IN, WERE AS A WEATHERSTRIP IS
SOLID

AND BLOCKS OUT THE ODOR. ONCE REMOVED AND THE VEHICLE IS DRIVEN,

EVALUATE THE CONCERN. IN ADDITION SEE IF HVAC SETTINGS SUCH A

RECIRCULATION OR FRESH AIR CHANGE THE ODOR CONCERN. ONCE YOUR TEST

DRIVE IS COMPLETE, UPDATE THE HOTLINE SO ADDITIONAL ASSISTANCE CAN BE
4

29202
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PROVIDED. THANK YOU.
11/29/2013 09:01AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE
TECHNICIAN NOTES: A ROAD TEST WAS DONE TO VERIFY THAT THEIR WAS AN

INTERMITTENT EXHAUST ODOR INSIDE THE PASSENGER AREA OF THE VEHICLE.
WE

PERFORMED A VISUAL INSPECTION FOR LEAKS AND THEN APPLIED SMOKE FROM
THE OUTSIDE WHILE AN ASSISTANT OBSERVED, FROM THE INSIDE, FOR LEAKS. A
LEAK WAS IDENTIFIED AT THE LOWER LATCH SEAL. SMOKE WAS SEEN ON THE
INSIDE COMING FROM THE LATCH AND CARGO RINGS AT THE REAR OF VEHICLE.
WE INSTALLED A STRIP OF SEAL TAPE (E69Z-19562-A) IN THE GROOVE ON THE
BACKSIDE OF THE REAR HATCH SEAL. WE VERIFIED THAT THE LEAK WAS
REPAIRED USING THE SMOKE MACHINE AGAIN. THE REAR HATCH AUTO DRAIN
VALVES HAVE BEEN TAPED OFF FOR TESTING AT THIS POINT. I HAVE ORDERED

TWO NEW VALVES BECAUSE THE RUBBER DOES NOT LAY FLAT (CURLED),
EXPOSING

THE DRAIN HOLE. I HAVE ROAD TESTED AFTER THE HATCH SEAL REPAIR HAS

BEEN MADE. EVERYTHING LOOKS AND SMELLS GOOD. THERE HAS BEEN NO
EXHAUST

ODOR NOTICED WITH A/C OFF, A/C FRESH AIR, OR A/C RECIRCULATE.
11/29/2013 10:01AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE
CALLED DEALER AND REQUESTED TO SPEAK WITH RUSSELL. RUSSELL ADVISED

THAT VALVES IN THE REAR LIFTGATE ARE CURLED AND HAS THEM ON ORDER.
HE

BELIEVES THE VALVES ALONG WITH THE REPAIRS STATED TO THE REAR

COMPARTMENT, THE CONCERN IS CORRECTED. HE ADDED THAT THERE IS NO
ODOR

AT THIS TIME, HOWEVER HE HAS THE REAR LIFTGATE VALVES TAPED DUE TO
THEM BEING CURLED.

11/29/2013 10:01AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE

RUSSELL, THANK YOU FOR THE UPDATE. ONCE THE VALVES ARE RECEIVED
AND INSTALLED, DETERMINE IF THE CONCERN IS RESOLVED. IF THE CONCERN

RETURNED OR ADDITIONAL ASSISTANCE IS NEEDED, UPDATE THE ONLINE FORM
SO

ASSISTANCE CAN BE OFFERED. IF THE CONCERN IS RESOLVED, PLEASE
COMPLETE

THE ONLINE SURVEY WITH THIS REPAIR INFORMATION SO IT CAN BE USED IN
THE FUTURE. THANK YOU.

11/29/2013 10:01AM DINO POULOS MSS - FCSD - TECH SVC HOTLINE

APPLY WEATHERSTRIP ADHESIVE BETWEEN THE HEM FLANGE AND REAR

COMPARTMENT SEAL. ADD ADDITIONAL SEALS TO HELP COMPRESS MAIN SEAL
AND

REPLACED THE REAR LIFT-GATE DRAINS AS THE DRAIN FLAPPERS WERE
CURLED.
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CLOSED ESCALATION
REPAIR  12/02/2013 11:30AM JEFF FERRAIUOLO MSS - FCSD - TECH SVC HOTLINE

OUR POST ROAD TEST HAS BEEN COMPLETED AND EXHAUST ODOR HAS NOT
BEEN

DETECTED. THE CUSTOMER IS GOING TO TAKE THE VEHICLE AND WE WILL WAIT
TO HEAR THIER FEEDBACK.

RECOMM 12/02/2013 11:30AM JEFF FERRAIUOLO MSS - FCSD - TECH SVC HOTLINE
RUSSEL, THANK YOU FOR THE UPDATE. IF THE VEHICLE RETURNS THEN
PLEASE UPDATE THE FORM SO FURTHER RESEARCH CAN BE DONE. IF THE

ISSUES IS RESOLVED THEN PLEASE FILL OUT THE SURVEY AT YOUR
CONVENIENCE

TO UPDATE FIX INFORMATION IN OUR DATABASE. THERE IS A NEW FEATURE TO

THE HOTLINE ASSISTANCE REQUEST FORM THAT ALLOWS USERS TO ACCESS
OUR

DATABASE REGARDING CONFIRMED FIXES WHEN ALL FOUR CATEGORIES IN THE
SYMPTOM CODING ARE FILLED OUT. FILLING OUT THE SURVEY WILL MAKE THIS
REPORT A CONFIRMED FIX AND ALLOW YOURSELF OR OTHER USERS TO ACCESS
THIS FOR FUTURE USE IN A SITUATION SUCH AS THIS. ONCE ALL FOUR SYMPTOM
CODE CATEGORIES ARE FILLED OUT A BOX POPULATES THAT THAT SAYS CLICK

HERE TO REVIEW PREVIOUS REPORTS WHICH GIVES THE USER ACCESS TO ALL
THE

CONFIRMED FIXES RELATED TO THE SYMPTOM CODING.
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SMELLS LIKE WILL BURN UP-HAS BEEN AT DLRSHIP 4 TIMES-BURNING WIRE
SMELL-INSIDE OF VEH-RECIEVED EMAIL FROM BRANDON IN SERVICE CENTER IN

WICHITA KS-CLAIMS THEY TREATED LIKE SHE WAS NUTS-DLRSHIP ADVISED
THEY

HAD A RECALL, SOMETHING ABOUT ROTTEN EGG SMELL BUT NOTHING ELSE

WRONG-DLRSHIP DID RECALL-THE DLRSHIP CALLED HER AND ADVISED THAT
HAS

HAD OTHER VEH WITH SAME [SSUE-WANTS A DIFFERENT VEH-WIRE BURNING-
THEN

ROTTEN SMELL -HAS NOT TAKEN VEH TO DLRSHIP SINCE HAS BEEN IN

TEXAS-TOOK TO DLRSHIP CALLED RUSTY ECK FORD IN KS -WANTS A DECENT
CAR

THAT IS NOT AFRAID OFF, WANTS FOR FORD TO TAKE VEH BACK *DLR
INFO* Arrow Ford Inc4001 South First StreetAbilene, TX 79605(866)

478-4890 02404***USED TO TAKE VEH TO******Rusty Eck Ford Inc7310 East
KelloggWichita, KS 67207(888) 631-7808 *CRC ADVISED*I will escalate

your case to our Ford Regional Customer Service Manager who works

daily with your dealerships management team HIS LEROY. The Ford

Regional Customer Service Manager has access to all Ford resources and

will use these resources to assist you and your dealership regarding

your situation, The Ford Regional Customer Service Manager will

receive the information you have just provided me and will do a

thorough review on your behalf. You can expect a phone call from your

Customer Service Manager within 2 business days. The case number tha

OWNREL  obe to cust -G (1 veh and cust is now

albeline, tx2, concern | - brakes spongy3. concern 2 - odor within cab

4. rusty eck - spoke to GM - would like trade in vehicle 5 cust fills

the vehicle all the way to top with fuel 6. frustrated with the "no

resolution” answers from dlrship7. cust had vehicle since june 158.

will go public if no resolution is provided9. while driving vehicle

and during A/C10. odor doesnt change on different driving

conditions] 1. cust is reluctant to bring it in for service dept12.

cust will talk it over with her husband before deciding next stepsCSM

advised 1. ford is committed to NVLW and any other warr on vehicle 2.

csm will work with dlrship to use all ford resources to fix vehicle

(when veh brought in)3, csm will goodfaith review replacement prgrm at

later time (where applicable)4. 4. ffu on 10.24 thurs obc to cust -
I (11 veh and cust is now albeline,
tx2 concern | - brakes spongy3 concemn 2 - odor within cab 4. rusty

eck - spoke to GM - would like trade in vehicle 5 cust fills the

vehicle all the way to top with fuel 6. frustrated with the "no

resolution” answers from dlrship7. cust had vehicle since june 158.

2
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OWNREL

OWNREL

OWNREL

OWNREL

OWNREL

OWNREL

OWNREL

OWNREL

OWNREL

will go public if no resolution is provided9. while driving vehicle

and during A/C10. odor doesnt change on different driving

conditions| |. cust is reluctant to bring it in for service dept 2.

cust will 1alk it over with her husband before deciding next stepsCSM
advised|. ford is committed to NVLW and any other warr on vehicle 2

esm will work with dlrship to use all ford resources to fix vehicle

(when veh brought in)3. csm will goodfaith review replacement prgrm at

later time (where applicable)4. /u on 10.24 thurs

obc to dir - kathy s/m1. any update on this case or cust bringing

vehicle in CSM f/u on 10.25

obe to cust - | NG ) (efi ymail -
stating name, position, and reason for call (address vehs concerns)2.

provided case number and contact ph number3. will f/u on 10.30 wed obe

to cust - NG, 11| lcft vmail - stating
name, position, and reason for call (address vehs concerns)2. provided

case number and contact ph number3. will f/u on 10.30 wed

obc to dir - paull. will call "ELLCSM

will f/u on 11.4 mon obc to dir - paul s/al. will N - - i
—CELLCSM will fuon 114 mon

CELL2. serv advisor was unable to reach cust on last weekCSM will f/u

on 11 11 mon obc to dlr - paul s/al. will re-call —
_C ELL2. serv advisor was unable to reach cust on last
weekCSM will f/u on 11.11 mon

obe to dir - paul 8/al . cust will bring veh in sometime on mon 11,11

ortues 11.122. serv advisor was unable to access the repair history

until today CSM will f/u on 11.11 mon

outbound email to dIr - kathy s/m1. dlrship was waiting for customer

to call back in to reschedule2. paul s/a will call customer to touch

base

obe to cust _(‘ELLI‘ left ymail -
stating name, position, and reason for call (address vehs concerns)2.
provided case number and contact ph number3. will f/u on wed 11,13
obcto dir- paul s/al. cust in rental now and teh 2013 explorer is at

arrow ford2 TSB 12-12-04 is related 1o this concern3. will order

parts to perform repair4. S/F will be investigating this concern and
going through all applicable service steps

TSB 12-12-041SSUE:Some 2011-2013 Explorer vehicles may exhibit an
exhaust odor in the vehicle with the auxiliary climate control system

on. Customers may indicate the odor smells like sulfur ACTION:Follow
the Service Procedure steps to correct the condition STEPS listed in
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OWNREL

OWNREL
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OWNREL
OWNREL
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the Technical Service Bulletin

obc to_ELLl . left vmail - stating
name, position, and reason for call (address vehs concerns and confirm

drop off of vehicle and cust provided rental )2. provided case number

and contact ph number3. will f'u on with dlr on mon nov 18

"By kathy sutton" - ORDERED PARTS PER TSB 12-12-04

obe o I IGNGNNEEEEEEEEEE -1 1| lcft vmail - stating
name, position, and reason for call (address vehs concerns and confirm

drop off of vehicle and cust provided rental )2. provided case number

and contact ph number3. will f/u on with dIr on mon nov 25

inboung email frm dir - kathy s/m* | | | | MBS NOT FIXED THEY ARE
HEADED TO KANSAS TO TRY A BUY BACK WE STILL HAVE VEHICLE.CSM will fiu
with dlr on wed 11.27

IBE from SM Brandon - please call on this one

OBC to SM Brandon - left voice mail message requesting information on
customer visit

ibc from _CELL'[. cust feels that the
amount of time for fixing the vehicle is outrageous2. spoke with RUSTY
ECKS - SALES MGR about trading vehicle and unsuccessful with any type
of deal3. arrow ford did not provide a clear diag/repair status on fri

night4. cust became frustrated and hung up abruptlyCSM advisedl. fimc

will always honor the NVLW 2. ¢sm will continue to work with dlr and

THL on repair steps3. csm will f/u with dIrship on 11, 29

obc to dir - kathy s/m1. repairs has not been completed 2. will have
RUSSELL S/F continue to work with the vehicle and TECH HOTLINES3. will
test the odor presence at different speedsCSM will f/u on fii 11.29

IBE from CRM Vicky at Rusty Eck - [ | ||| s contacted me,
She has an Explorer that lets exhaust fumes into the vehicle. It is

now at a dealership in Texas. She purchased here at REF but has since
moved. [ dont know how to help her other than to trade her out of it.

Does Ford have anything to offer me/them for Trade Assistance They

will be hugely upside down even though the Explorer only has 1500

miles on it.Is there anything else we can do

Vicky Mcmillin

obc to dIr - paul s/al. new repair recomm from THL -- compress main

seals and re-seal the liftgate area using weather strip2. tech will

performed recomm repair and continous quality test3 dlrship should

know if veh needs more testing by MON 12.24. cust in rental still5.

cust is currently in Kansas - should return MON 12. 2

obc sm kathy - sf has driven veh for a few days and odor appears to be

gone, cust should be in later today.
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obe cust [ INGNNNG_N- advising of status, f/u 12/9 to verify
satisfaction cas- 3400174

inbound vmail from cust -GG st states
odor still present but not as severe2. cust would like to know what

Ford CCT will be doing for this issuesCSM will review case with TECH
SME and t/u with cust on or before FR1 12,6

IBE from CRM Vicky at Rusty Eck - Customer has vehicle back but
concern is not resolved. 1 am willing to trade her out of it but she

i5 insisting that she will not be taking a loss. I am even willing to

take a loss on her new deal to trade her out of it but | sure could

use some assistance from Ford,

obe to dir - kathy s/m 1. cust has not brought veh back in after

release on FRI 11.29 2, two other representatives did not smell the

odor at time of release on FRI 11.293. dirship has been contacted by
cust numerous times about symptoms4. cust does not want vehicle
anymore b/c its making her sick

oBC 1O cUST I (-1 (| lcfi vmail - stating
name, position, and reason for call (address vehs status and buyback
request)2. provided case number and contact ph number3. will f/u on
MON 12.9CSM will be assisting with the rental expenses ($600) for this
vehicle. CSM note; no other CLP tools will be used on this case. CSM

note' per COM Scott - this vehicle will not be replaced through FMC.
IBC FROM cumﬂﬁm cust has not

brought veh back in and feels that vehicle has been diag enough2. cust
agrees that odor intensity has lessened but still present3. odor

becomes stronger within the cabin - when higher speeds are reached 4.

cust does not want to keep the vehicle5. cust has been asking random
strangers to smell the cabin of the vehicle and they have agreed that

odor exists6, cust will not buy another ford due to this resolutionCSM
advised . ford will not replacing this vehicle2. csm will be covering

rental expenses for vehicle3. csm will document all info per this

call4. provided case number for future reference

outbound email to dIr - KATHY s/m** inquiring RO and LINE for approval
code for rental CSM will f'u on MON 12,16

FULL RENTAL ASSISTANCERo# 1436203 Line: 04Total $600Prog: P11Code:
MO6P5-no further actions by CCT,-CSM closing case (@ this time.
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