





B X, | 2015, EXPLORER 4X4 (1J502) LIMITED.4 DOOR MPV ¢ .
Vehicle: .,lF_MSKSFSSF- Build Date: 10/16/2014
Odometer : 13,576 M Engine: 3JSLCYCLO  Calibration: EUBISNOA
Transmission: 6F55 Axle: A/C: YES
Dealer; USA 00179 L & L Ford Phone#: §1 LA
6334

City: East Berlin State: Pennsylvania ~ Country : USA
Originator: Ron McCreary
Symptom: 8 89 2 39 SAFE/SEC,SMOKE/ODOR PASSNGR AREA INTERMITTENT
Status:
VFG: V99 ALL OTHER
Axdinonad EXHAUST ODOR AFTER HARD ACCEL
Symptom:
Fix: Causal Component :
Condition Code:

Hotliner; PRYANSO Phone: Regn Cd: N3 Philadelphia

Engineering: Phone: TAR: 0-30

DIr Contact: RON MCCREARY Phone: Title Cde: SM
DTCs:
KOEO:
KOEC:
KOER:
Comments :

CONCER 03/16/2016 04;:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE

Web Form Data Description of Vehicle Concern: customer states vehicle is still getting exhaust
fumes in passenger compartment, some improvement was noted with earlier repairs, however,
driving habits and work route has changed and she has been driving more highway. This has
seemed to increase the exhaust odor in vehicle and at times the smell is worse then before.
Customer states smell is worse right after leaving off throttle from an acceleration. For example
accelerating to pass, or enter or exit highway. Please list any diagnostics already performed: tsb 14-
130, replaced exhaust system EB5Z-5230-A, checked all seals per hotline instructions including
rear hatch, replaced both vent assys BB5Z-61280B62-B. replace cabin Filter Parts Replaced:
EB5Z-5230-A BB5Z-61280B62-B Your Question: what is the next step in resolving this concern.
Customer is extremely frustrated previous HAR 109317591, this was escalated to Tech Serv
Handling team. There was also an FMC360 case opened on this.

RECOMM 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE

Ron, Tt looks like the problem is likely being caused by an exhaust leak, liftgate misalignment, or
by an external air leak in the body or glass. Start by duplicating the concern. Verify that the exhaust
odor is still present. If the concern cannot be duplicated, try test-driving the vehicle with another
technician in the vehicle. If the concern can be smelled, but is faint, be aware that some exhaust
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odor is normal. This can be seen by driving other 2015 Ford Explorers. If this condition is
abnormally bad when compared to a like vehicle that is operating normally, perform the liftgate
alignment and retest. This can be found in section 501-03 under General Procedures. Be sure to
inspect the seals for the liftgate when doing so. To ensure that the seal is working properly, use
spray-chalk on the seal. Close the liftgate and reopen it. The chalk should be evenly distributed on
the door. If it is not, adjust the seal. If the seal cannot be made to fit properly, replace the seal and
retest. If the alignment or replacement of the seal does not repair the concern, perform the pressure
test on the vehicle again, as outlined previously. Remove both lamp assemblies. Mask off the
extractors, set the A/C to fresh air mode and blower to MAX. close all doors and windows. Use
soapy water in a spray bottle to locate air leaks. Spray underbody seams, rubber grommets, rear
wheel well seams, rear taillight seams, side panel glass seals, the license plate area, and near the
handle and license plate lights. If any leaks are discovered (if bubbles are seen coming from the
spray), mark any bubbling areas. Turn off the A/C and vehicle. Clean and dry the marked areas.
Use TA-2 seam sealer to seal any bubbling areas. Let the seam sealer sit for 20 minutes, and retest.
To look for a possible exhaust leak, make sure that the exhaust is inspected and aligned properly.
The exhaust alignment is outlined inspection 309-00 under General Procedures. If aligned properly,
smoke-test the exhaust, looking for leaks. If any are found, address the exhaust leak and reevaluate.
This could cause the smell due to exhaust being released from the system before it has cleared the
vehicle. This concern is being directed to the Technical Assistance Centers Escalated Handling
Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

ADD-ON 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE

EH member Brad Shick was consulted. He stated that since the concern was previously escalated
for the same concern, this contact should be escalated. He instructed to check for exhaust leaks,
check liftgate alignment, and pressure test the cabin again, looking for leaks. The concern was
previously escalated for lemon law/ buyback.

ADD-ON 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: Time Down
CONCER 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Outbound call placed to L and L Ford. Spoke to Service Manager Ron McCreary. During the call
Ron indicated the vehicle is not currently at the dealership. However, the vehicle is attempting to
be scheduled the week of 3/28/16. Ron confirmed the previous repairs did reduce the exhaust odor
in the vehicle, however according to the customer the exhaust odor was never completely
eliminated. The customer indicated that due to changed driving habits, more highway driveway has
recently been performed. When leaving off the throttle from acceleration, the customer stated the
exhaust odor is worse than ever. Ron confirmed the customer has been very cooperative with this
concern and has been glad to work with the dealership.

RECOMM 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Ron, When the vehicle returns to the dealership, please refer back to TSB 14-0130. Ensure the
steps are reviewed to ensure the drain valves are still installed and ensure the seams outlined in the
TSB instructions are still sealed. Additionally, ensure the perimeter around the air extractors is
inspected for damage. The perimeter of the air extractors to the body can also be taped off to
determine if the odor is eliminated. If the odor is still present, also ensure the liftgate is correctly
aligned according to section 501-03 Body Closures>General Procedures of the online workshop
manual. Tighten the liftgate within specification if possible to determine if the odor can be reduced.
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This escalation will be closed at this time as the vehicle is not at the dealership. Please update the
web form with the results of further diagnostics when the vehicle returns to the dealership.

ADD-ON 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SYVC HOTLINE

Previous FMC 360 case related to this concern, however the case is now closed. The customer has
been very cooperative related to this concern.

ADD-ON 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SYVC HOTLINE

The escalation was closed as the vehicle was not at the dealership. It was recommended to re-visit
TSB 14-01030, confirm the body extractors are sealed, and to verify and tighten the Ifitgate if
possible. It was recommended to update the form when the vehicle returns along with updated
testing results.

CONCER 04/15/2016 11:18AM

vehicle brought back to dealer, concern of exhaust smell in vehicle duplicated. rechecked all
repairs performed at last visit. Also smoke tested and bubble all seals and seams. still cannot find
where exhaust is penetrating passenger area. Also noted smell has an ammonia smell to it and
irritates and burning sensation to nose and throat.

RECOMM 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

Ron, If not already done, please ensure that the tail lamp assemblies and rear bumper cover were
removed during leak/pressure testing. If this was done, place the vehicle in a dark area of the shop
and have an assistant shine a bright light from the interior while you look for the light from the
outside. In addition, this concern is being directed to the Technical Assistance Centers Escalated
Handling Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

ADD-ON 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

Note to EH: This contact is being re-escalated since the customer has returned to the dealership.
Ongoing concern since 07/2015. Resolved buyback case in FMC360. Customer's concern: Exhaust
odor in cabin after acceleration. Contact was previously escalated but escalation was closed since
the vehicle was not at the dealership. Technician states that there is a slight ammonia odor with
burning sensation/irritation to the throat/nose. Technician to pressure/smoke test with
taillamps/bumper cover removed and use a light to help find the leak. Muftler has also been
replaced previously. Consulted Josh Burthch regarding escalation.

ADD-ON 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: LL/Buy Back
CONCER 04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Outbound call placed to L and L Ford. Spoke with service manager Ron McCreary. During the call
Ron confirmed the vehicle has been brought back to the dealership for the exhaust odor inside the
cabin. The odor can be duplicated by the dealership and was also verified on a road test with the
customer. The cabin has been pressure tested and smoke tested and a leak into the vehicle cabin
cannot be identified. TSB 14-0130 was previously performed and the steps outlined in this TSB
were rechecked when the vehicle was brought back into the dealership. The updated muftler
assembly has been installed on this vehicle. The odor will also have a slight ammonia odor and at
times the windows must be lowered to remove the smell. The odor cannot be smelled in the engine
bay. With a passenger riding in the rear of the vehicle, the odor appears to be developing towards
the rear and moves forward. The odor in the cabin cannot be duplicated with the vehicle at a
standstill. In total, it is estimated the customer has been out of there vehicle for approximately 40
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days related to this concern.

RECOMM 04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

ADD-ON

TAR

AUDIT

CONCER

Ron, To further assist in identifying the odor inside the cabin, please start by taping off the air
extractors behind the rear bumper. Tape around the edges of the extractors to the body and re-
evaluate the concern. If the odor is still present, the extractor itself can be taped off with a small
area left exposed to determine if the odor is reduced. Additionally, ensure the rear lamp assembly's
are removed for pressure testing. Also verify there are no underbody seams behind heat shielding
beneath the vehicle that may be improperly sealed allowing odor to enter the cabin. If there is still
an adjustment margin on the liftgate, also adjust the liftgate to seal tighter to determine if the odor
can be reduced. We have referred this concern to the Field Service Engineer (FSE) in your market
area. The FSE should contact you and/or the Dealership management (Service Manager or Service
Director) within one (1) business day to discuss further recommendations. If the FSE does not
contact you directly, please consult with your Dealership management to discuss further
recommendations and steps to assist in the resolution of this vehicle concern.

04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

A TAR has been opened as the service manager indicates the total time out of service is
approximately 40 days related to this concern. Additionally, the dealership has been given TSB and
ISM direction however the odor is still prevalent inside the vehicle.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

NOTE TO FSE: WE ARE REQUESTING TECHNICAL ASSISTANCE ON THIS VEHICLE
DUE TO TIME OUT OF SERVICE AND REPEAT REPAIR ATTEMPTS. THIS VEHICLE HAS
AN EXHAUST ODOR INSIDE THE CABIN. THE VEHICLE HAS BEEN TO THE
DEALERSHIP MULTIPLE TIMES FOR THIS CONCERN. TSB 14-0130 HAS BEEN
PERFORMED AND THE CONDITIONS OUTLINED IN THE TSB HAVE BEEN REVIEWED
ON SUBSEQUENT VISITS. THE UPDATE MUFFLER ASSEMBLY AND AIR EXTRACTORS
HAVE BEEN REPLACED. AT TIMES THE ODOR IS VERY STRONG WITH A SLIGHT
AMMONIA ODOR PRESENT. THE WINDOWS MUST BE LOWERED TO REDUCE THE
ODOR. ON THIS CURRENT DEALERSHIP VISIT, A LEAK INTO THE CABIN COULD NOT
BE IDENTIFIED THROUGH CABIN PRESSURE TESTING OR SMOKE TESTING. THE
ODOR CANNOT BE DUPLICATED AT A STANDSTILL OR SMELLED INSIDE THE
ENGINE BAY AFTER RETURNING FROM A ROAD TEST. IT WAS SUGGESTED TO TAPE
OFF THE AIR EXTRACTORS, INSPECT THE UNDERBODY BEHIND HEAT SHIELDING,
REMOVE THE TAILLIGHTS FOR PRESSURE TESTING, AND TO TIGHTEN THE
LIFTGATE IF POSSIBLE. THE VEHICLE IS AT THE DEALERSHIP. ESTIMATED NUMBER
OF REPAIR ATTEMPTS: 3. ESTIMATED NUMBER OF DAYS OUT OF SERVICE: 40.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE
TECH ASSIST REFERRAL HAS BEEN OPENED
04/27/2016 02:56PM

FSE came to dealership on 4-20-2016 to assist in diagnosing exhaust smell. Removed rear bumper
cover and taillamps, taped off vents and found a few seams leaking during bubble test, resealed
seams, allow to set and retest next day, reseal any area still leaking, reinstall rear bumper cover,
taillamps and replace fender moldings due to clips breaking during removal. Left message for FSE
Brad Miller on 4-27-2016 for further instruction

RECOMM 04/27/2016 03:00PM AJ COULSON MSS - FCSD - TECH SVC HOTLINE

ADD-ON

Ron, Thank you for the updated repair information, your FSE will be in contact with you regarding
the next steps to take on repairing the exhaust odor in the Explorer you are working on.

05/04/2016 11:12AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA
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VISITED THE DEALERSHIP ON 4/20/2016. THE REAR BUMPER WAS REMOVED AND
THE VENTS TAPED OFF. THE CABIN WAS PRESSURIZED BY SETTING THE HVAC TO
FRESH AIR AND FAN ON HIGH. WHILE BUBBLE TESTING FOUND SEVERAL SMALL
PINHOLES BEHIND THE REAR TAILLIGHTS AND BOTH FENDER LIPS. THESE HOLES
WERE SEALED WITH SEAM SEALER AND ALLOWED TO DRY. ALSO ADDED A SMALL
AMOUNT OF WEATHER-STRIP SEALER NEAR THE LATCH AND MOVED THE LATCH
INWARD SLIGHTLY TO INCREASE THE HATCH TIGHTNESS. THE DEALER RE-
PERFORMED THE BUBBLE TEST THE NEXT DAY AND SEALED SEVERAL OTHER
SMALL HOLES. DEALER RE-ASSEMBLED THE VEHICLE AND TEST DROVE, WITH THE
TECHNICIAN NOTING THE VEHICLE STILL HAD A SMELL WHILE DRIVING UP A
LARGE HILL ON MAX A/C.

ADD-ON 05/04/2016 11:17AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA

VISITED THE DEALER AGAIN ON 5/3/2016. DEALER HAD MASKED OFF THE VENTS
AGAIN TO PRESSURIZE THE CABIN. BUBBLE TESTED AROUND THE LICENSE PLATE
LIGHTS, LATCH, AND WIPER WITHOUT ANY ISSUES FOUND. TEST DROVE THE
VEHICLE AGAIN WITH THE TECHNICIAN. TEST DROVE WITH A TECHNICIAN UP A
LARGE HILL ABOUT A 12 TIMES IN MAX A/C, WITH THE TECHNICIAN NOTICING THE
SMELL ON MOST TRIPS UP THE HILL, HOWEVER I NEVER NOTICED THE ODOR.
WHEN SET TO FRESH AIR, THE TECHNICIAN NOTES HE DID NOT SMELL THE ODOR.
ASKED A SECOND TECHNICAL TO RIDE ALONG, WHICH ALSO DID NOT SMELL THE
ODOR, EXCEPT FOR ONE OCCASION WHERE HE MAY HAVE GOT A WHIFF. -----------
RETURNED TO THE DEALER TO REMOVE THE REAR INTERIOR PANELS. ADVISED TO
TAPE OFF THE SMALL HOLES IN THE SHEET METAL. AFTER TAPING OFF THESE
HOLES, TECHNICIAN STILL NOTES HE SMELLS THE ODOR, HOWEVER I STILL DID
NOT DETECT ANY ODOR. ADVISED TO HAVE CUSTOMER RIDE IN VEHICLE TO
DETERMINE IF SHE STILL SMELLS ODOR.
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Comments :
CONCER 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SYVC HOTLINE

Web Form Data Description of Vehicle Concern: customer states vehicle is still getting exhaust
fumes in passenger compartment, some improvement was noted with earlier repairs, however,
driving habits and work route has changed and she has been driving more highway. This has
seemed to increase the exhaust odor in vehicle and at times the smell is worse then before.
Customer states smell is worse right after leaving off throttle from an acceleration. For example
accelerating to pass, or enter or exit highway. Please list any diagnostics already performed: tsb 14-
130, replaced exhaust system EB5Z-5230-A, checked all seals per hotline instructions including
rear hatch, replaced both vent assys BB5Z-61280B62-B. replace cabin Filter Parts Replaced:
EB5Z-5230-A BB5Z-61280B62-B Your Question: what is the next step in resolving this concern.
Customer is extremely frustrated previous HAR 109317591, this was escalated to Tech Serv
Handling team. There was also an FMC360 case opened on this.

RECOMM 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE

ADD-ON

ADD-ON

Ron, It looks like the problem is likely being caused by an exhaust leak, liftgate misalignment, or
by an external air leak in the body or glass. Start by duplicating the concern. Verify that the exhaust
odor is still present. If the concern cannot be duplicated, try test-driving the vehicle with another
technician in the vehicle. If the concern can be smelled, but is faint, be aware that some exhaust
odor is normal. This can be seen by driving other 2015 Ford Explorers. If this condition is
abnormally bad when compared to a like vehicle that is operating normally, perform the liftgate
alignment and retest. This can be found in section 501-03 under General Procedures. Be sure to
inspect the seals for the liftgate when doing so. To ensure that the seal is working properly, use
spray-chalk on the seal. Close the liftgate and reopen it. The chalk should be evenly distributed on
the door. If it is not, adjust the seal. If the seal cannot be made to fit properly, replace the seal and
retest. If the alignment or replacement of the seal does not repair the concern, perform the pressure
test on the vehicle again, as outlined previously. Remove both lamp assemblies. Mask off the
extractors, set the A/C to fresh air mode and blower to MAX. close all doors and windows. Use
soapy water in a spray bottle to locate air leaks. Spray underbody seams, rubber grommets, rear
wheel well seams, rear taillight seams, side panel glass seals, the license plate area, and near the
handle and license plate lights. If any leaks are discovered (if bubbles are seen coming from the
spray), mark any bubbling areas. Turn off the A/C and vehicle. Clean and dry the marked areas.
Use TA-2 seam sealer to seal any bubbling areas. Let the seam sealer sit for 20 minutes, and retest.
To look for a possible exhaust leak, make sure that the exhaust is inspected and aligned properly.
The exhaust alignment is outlined inspection 309-00 under General Procedures. If aligned properly,
smoke-test the exhaust, looking for leaks. If any are found, address the exhaust leak and reevaluate.
This could cause the smell due to exhaust being released from the system before it has cleared the
vehicle. This concern is being directed to the Technical Assistance Centers Escalated Handling
Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE
EH member Brad Shick was consulted. He stated that since the concern was previously escalated
for the same concern, this contact should be escalated. He instructed to check for exhaust leaks,

check liftgate alignment, and pressure test the cabin again, looking for leaks. The concern was
previously escalated for lemon law/ buyback.

03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE
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CONCER

Reason For Escalation: Time Down
03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SYC HOTLINE

Outbound call placed to L and L Ford. Spoke to Service Manager Ron McCreary. During the call
Ron indicated the vehicle is not currently at the dealership. However, the vehicle is attempting to
be scheduled the week of 3/28/16. Ron confirmed the previous repairs did reduce the exhaust odor
in the vehicle, however according to the customer the exhaust odor was never completely
eliminated. The customer indicated that due to changed driving habits, more highway driveway has
recently been performed. When leaving off the throttle from acceleration, the customer stated the
exhaust odor is worse than ever. Ron confirmed the customer has been very cooperative with this
concern and has been glad to work with the dealership.

RECOMM 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

ADD-ON

ADD-ON

CONCER

Ron, When the vehicle returns to the dealership, please refer back to TSB 14-0130. Ensure the
steps are reviewed to ensure the drain valves are still installed and ensure the seams outlined in the
TSB instructions are still sealed. Additionally, ensure the perimeter around the air extractors is
inspected for damage. The perimeter of the air extractors to the body can also be taped off to
determine if the odor is eliminated. If the odor is still present, also ensure the liftgate is correctly
aligned according to section 501-03 Body Closures>General Procedures of the online workshop
manual. Tighten the liftgate within specification if possible to determine if the odor can be reduced.
This escalation will be closed at this time as the vehicle is not at the dealership. Please update the
web form with the results of further diagnostics when the vehicle returns to the dealership.

03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Previous FMC 360 case related to this concern, however the case is now closed. The customer has
been very cooperative related to this concern.

03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

The escalation was closed as the vehicle was not at the dealership. It was recommended to re-visit
TSB 14-01030, confirm the body extractors are sealed, and to verify and tighten the Ifitgate if
possible. It was recommended to update the form when the vehicle returns along with updated
testing results.

04/15/2016 11:18AM

vehicle brought back to dealer, concern of exhaust smell in vehicle duplicated. rechecked all
repairs performed at last visit. Also smoke tested and bubble all seals and seams. still cannot find
where exhaust is penetrating passenger area. Also noted smell has an ammonia smell to it and
irritates and burning sensation to nose and throat.

RECOMM 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

ADD-ON

Ron, If not already done, please ensure that the tail lamp assemblies and rear bumper cover were
removed during leak/pressure testing. If this was done, place the vehicle in a dark area of the shop
and have an assistant shine a bright light from the interior while you look for the light from the
outside. In addition, this concern is being directed to the Technical Assistance Centers Escalated
Handling Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

Note to EH: This contact is being re-escalated since the customer has returned to the dealership.
Ongoing concern since 07/2015. Resolved buyback case in FMC360. Customer's concern: Exhaust
odor in cabin after acceleration. Contact was previously escalated but escalation was closed since
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ADD-ON

CONCER

the vehicle was not at the dealership. Technician states that there is a slight ammonia odor with
burning sensation/irritation to the throat/nose. Technician to pressure/smoke test with
taillamps/bumper cover removed and use a light to help find the leak. Muftler has also been
replaced previously. Consulted Josh Burthch regarding escalation.

04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: LL/Buy Back
04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SYC HOTLINE

Outbound call placed to L and L Ford. Spoke with service manager Ron McCreary. During the call
Ron confirmed the vehicle has been brought back to the dealership for the exhaust odor inside the
cabin. The odor can be duplicated by the dealership and was also verified on a road test with the
customer. The cabin has been pressure tested and smoke tested and a leak into the vehicle cabin
cannot be identified. TSB 14-0130 was previously performed and the steps outlined in this TSB
were rechecked when the vehicle was brought back into the dealership. The updated muftler
assembly has been installed on this vehicle. The odor will also have a slight ammonia odor and at
times the windows must be lowered to remove the smell. The odor cannot be smelled in the engine
bay. With a passenger riding in the rear of the vehicle, the odor appears to be developing towards
the rear and moves forward. The odor in the cabin cannot be duplicated with the vehicle at a
standstill. In total, it is estimated the customer has been out of there vehicle for approximately 40
days related to this concern.

RECOMM 04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

ADD-ON

TAR

Ron, To further assist in identifying the odor inside the cabin, please start by taping off the air
extractors behind the rear bumper. Tape around the edges of the extractors to the body and re-
evaluate the concern. If the odor is still present, the extractor itself can be taped off with a small
area left exposed to determine if the odor is reduced. Additionally, ensure the rear lamp assembly's
are removed for pressure testing. Also verify there are no underbody seams behind heat shielding
beneath the vehicle that may be improperly sealed allowing odor to enter the cabin. If there is still
an adjustment margin on the liftgate, also adjust the liftgate to seal tighter to determine if the odor
can be reduced. We have referred this concern to the Field Service Engineer (FSE) in your market
area. The FSE should contact you and/or the Dealership management (Service Manager or Service
Director) within one (1) business day to discuss further recommendations. If the FSE does not
contact you directly, please consult with your Dealership management to discuss further
recommendations and steps to assist in the resolution of this vehicle concern.

04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

A TAR has been opened as the service manager indicates the total time out of service is
approximately 40 days related to this concern. Additionally, the dealership has been given TSB and
ISM direction however the odor is still prevalent inside the vehicle.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

NOTE TO FSE: WE ARE REQUESTING TECHNICAL ASSISTANCE ON THIS VEHICLE
DUE TO TIME OUT OF SERVICE AND REPEAT REPAIR ATTEMPTS. THIS VEHICLE HAS
AN EXHAUST ODOR INSIDE THE CABIN. THE VEHICLE HAS BEEN TO THE
DEALERSHIP MULTIPLE TIMES FOR THIS CONCERN. TSB 14-0130 HAS BEEN
PERFORMED AND THE CONDITIONS OUTLINED IN THE TSB HAVE BEEN REVIEWED
ON SUBSEQUENT VISITS. THE UPDATE MUFFLER ASSEMBLY AND AIR EXTRACTORS
HAVE BEEN REPLACED. AT TIMES THE ODOR IS VERY STRONG WITH A SLIGHT
AMMONIA ODOR PRESENT. THE WINDOWS MUST BE LOWERED TO REDUCE THE
ODOR. ON THIS CURRENT DEALERSHIP VISIT, A LEAK INTO THE CABIN COULD NOT
BE IDENTIFIED THROUGH CABIN PRESSURE TESTING OR SMOKE TESTING. THE
ODOR CANNOT BE DUPLICATED AT A STANDSTILL OR SMELLED INSIDE THE
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AUDIT

CONCER

ENGINE BAY AFTER RETURNING FROM A ROAD TEST. IT WAS SUGGESTED TO TAPE
OFF THE AIR EXTRACTORS, INSPECT THE UNDERBODY BEHIND HEAT SHIELDING,
REMOVE THE TAILLIGHTS FOR PRESSURE TESTING, AND TO TIGHTEN THE
LIFTGATE IF POSSIBLE. THE VEHICLE IS AT THE DEALERSHIP. ESTIMATED NUMBER
OF REPAIR ATTEMPTS: 3. ESTIMATED NUMBER OF DAYS OUT OF SERVICE: 40.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE
TECH ASSIST REFERRAL HAS BEEN OPENED
04/27/2016 02:56PM

FSE came to dealership on 4-20-2016 to assist in diagnosing exhaust smell. Removed rear bumper
cover and taillamps, taped off vents and found a few seams leaking during bubble test, resealed
seams, allow to set and retest next day, reseal any area still leaking, reinstall rear bumper cover,
taillamps and replace fender moldings due to clips breaking during removal. Left message for FSE
Brad Miller on 4-27-2016 for further instruction

RECOMM 04/27/2016 03:00PM AJ COULSON MSS - FCSD - TECH SVC HOTLINE

ADD-ON

ADD-ON

Ron, Thank you for the updated repair information, your FSE will be in contact with you regarding
the next steps to take on repairing the exhaust odor in the Explorer you are working on.

05/04/2016 11:12AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA

VISITED THE DEALERSHIP ON 4/20/2016. THE REAR BUMPER WAS REMOVED AND
THE VENTS TAPED OFF. THE CABIN WAS PRESSURIZED BY SETTING THE HVAC TO
FRESH AIR AND FAN ON HIGH. WHILE BUBBLE TESTING FOUND SEVERAL SMALL
PINHOLES BEHIND THE REAR TAILLIGHTS AND BOTH FENDER LIPS. THESE HOLES
WERE SEALED WITH SEAM SEALER AND ALLOWED TO DRY. ALSO ADDED A SMALL
AMOUNT OF WEATHER-STRIP SEALER NEAR THE LATCH AND MOVED THE LATCH
INWARD SLIGHTLY TO INCREASE THE HATCH TIGHTNESS. THE DEALER RE-
PERFORMED THE BUBBLE TEST THE NEXT DAY AND SEALED SEVERAL OTHER
SMALL HOLES. DEALER RE-ASSEMBLED THE VEHICLE AND TEST DROVE, WITH THE
TECHNICIAN NOTING THE VEHICLE STILL HAD A SMELL WHILE DRIVING UP A
LARGE HILL ON MAX A/C.

05/04/2016 11:17AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA

VISITED THE DEALER AGAIN ON 5/3/2016. DEALER HAD MASKED OFF THE VENTS
AGAIN TO PRESSURIZE THE CABIN. BUBBLE TESTED AROUND THE LICENSE PLATE
LIGHTS, LATCH, AND WIPER WITHOUT ANY ISSUES FOUND. TEST DROVE THE
VEHICLE AGAIN WITH THE TECHNICIAN. TEST DROVE WITH A TECHNICIAN UP A
LARGE HILL ABOUT A 12 TIMES IN MAX A/C, WITH THE TECHNICIAN NOTICING THE
SMELL ON MOST TRIPS UP THE HILL, HOWEVER I NEVER NOTICED THE ODOR.
WHEN SET TO FRESH AIR, THE TECHNICIAN NOTES HE DID NOT SMELL THE ODOR.
ASKED A SECOND TECHNICAL TO RIDE ALONG, WHICH ALSO DID NOT SMELL THE
ODOR, EXCEPT FOR ONE OCCASION WHERE HE MAY HAVE GOT A WHIFF. -----------
RETURNED TO THE DEALER TO REMOVE THE REAR INTERIOR PANELS. ADVISED TO
TAPE OFF THE SMALL HOLES IN THE SHEET METAL. AFTER TAPING OFF THESE
HOLES, TECHNICIAN STILL NOTES HE SMELLS THE ODOR, HOWEVER I STILL DID
NOT DETECT ANY ODOR. ADVISED TO HAVE CUSTOMER RIDE IN VEHICLE TO
DETERMINE IF SHE STILL SMELLS ODOR.
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Symptom: 8 89 2 39 SAFE/SEC,SMOKE/ODOR PASSNGR AREA INTERMITTENT
Status:

VFG: V99 ALL OTHER

Additional -y 59T ODOR AFTER HARD ACCEL
Symptom:

Fix: Causal Component :

Condition Code:

Hotliner: PRYANSO0 Phone: Regn Cd: N3 Philadelphia
Engineering: Phone: TAR: 0-30
DIr Contact: RON MCCREARY Phone: Title Cde: SM

DTCs:
KOEO:
KOEC:
KOER:

Comments :
CONCER 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SYC HOTLINE

Web Form Data Description of Vehicle Concern: customer states vehicle is still getting exhaust
fumes in passenger compartment, some improvement was noted with earlier repairs, however,
driving habits and work route has changed and she has been driving more highway. This has
seemed to increase the exhaust odor in vehicle and at times the smell is worse then before.
Customer states smell is worse right after leaving off throttle from an acceleration. For example
accelerating to pass, or enter or exit highway. Please list any diagnostics already performed: tsb 14-
130, replaced exhaust system EB5Z-5230-A, checked all seals per hotline instructions including
rear hatch, replaced both vent assys BB5Z-61280B62-B. replace cabin Filter Parts Replaced:
EB5Z-5230-A BB5Z-61280B62-B Your Question: what is the next step in resolving this concern.
Customer is extremely frustrated previous HAR 109317591, this was escalated to Tech Serv
Handling team. There was also an FMC360 case opened on this.

RECOMM 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE

Ron, It looks like the problem is likely being caused by an exhaust leak, liftgate misalignment, or
by an external air leak in the body or glass. Start by duplicating the concern. Verify that the exhaust
odor is still present. If the concern cannot be duplicated, try test-driving the vehicle with another
technician in the vehicle. If the concern can be smelled, but is faint, be aware that some exhaust
odor is normal. This can be seen by driving other 2015 Ford Explorers. If this condition is
abnormally bad when compared to a like vehicle that is operating normally, perform the liftgate
alignment and retest. This can be found in section 501-03 under General Procedures. Be sure to
inspect the seals for the liftgate when doing so. To ensure that the seal is working properly, use
spray-chalk on the seal. Close the liftgate and reopen it. The chalk should be evenly distributed on
the door. If it is not, adjust the seal. If the seal cannot be made to fit properly, replace the seal and
retest. If the alignment or replacement of the seal does not repair the concern, perform the pressure
test on the vehicle again, as outlined previously. Remove both lamp assemblies. Mask off the
extractors, set the A/C to fresh air mode and blower to MAX. close all doors and windows. Use
soapy water in a spray bottle to locate air leaks. Spray underbody seams, rubber grommets, rear
wheel well seams, rear taillight seams, side panel glass seals, the license plate area, and near the
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handle and license plate lights. If any leaks are discovered (if bubbles are seen coming from the
spray), mark any bubbling areas. Turn off the A/C and vehicle. Clean and dry the marked areas.
Use TA-2 seam sealer to seal any bubbling areas. Let the seam sealer sit for 20 minutes, and retest.
To look for a possible exhaust leak, make sure that the exhaust is inspected and aligned properly.
The exhaust alignment is outlined inspection 309-00 under General Procedures. If aligned properly,
smoke-test the exhaust, looking for leaks. If any are found, address the exhaust leak and reevaluate.
This could cause the smell due to exhaust being released from the system before it has cleared the
vehicle. This concern is being directed to the Technical Assistance Centers Escalated Handling
Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

ADD-ON 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SYC HOTLINE

EH member Brad Shick was consulted. He stated that since the concern was previously escalated
for the same concern, this contact should be escalated. He instructed to check for exhaust leaks,
check liftgate alignment, and pressure test the cabin again, looking for leaks. The concern was
previously escalated for lemon law/ buyback.

ADD-ON 03/16/2016 04:11PM PHILIP RYAN MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: Time Down
CONCER 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Outbound call placed to L and L Ford. Spoke to Service Manager Ron McCreary. During the call
Ron indicated the vehicle is not currently at the dealership. However, the vehicle is attempting to
be scheduled the week of 3/28/16. Ron confirmed the previous repairs did reduce the exhaust odor
in the vehicle, however according to the customer the exhaust odor was never completely
eliminated. The customer indicated that due to changed driving habits, more highway driveway has
recently been performed. When leaving off the throttle from acceleration, the customer stated the
exhaust odor is worse than ever. Ron confirmed the customer has been very cooperative with this
concern and has been glad to work with the dealership.

RECOMM 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Ron, When the vehicle returns to the dealership, please refer back to TSB 14-0130. Ensure the
steps are reviewed to ensure the drain valves are still installed and ensure the seams outlined in the
TSB instructions are still sealed. Additionally, ensure the perimeter around the air extractors is
inspected for damage. The perimeter of the air extractors to the body can also be taped off to
determine if the odor is eliminated. If the odor is still present, also ensure the liftgate is correctly
aligned according to section 501-03 Body Closures>General Procedures of the online workshop
manual. Tighten the liftgate within specification if possible to determine if the odor can be reduced.
This escalation will be closed at this time as the vehicle is not at the dealership. Please update the
web form with the results of further diagnostics when the vehicle returns to the dealership.

ADD-ON 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SYVC HOTLINE
Previous FMC 360 case related to this concern, however the case is now closed. The customer has
been very cooperative related to this concern.

ADD-ON 03/17/2016 05:52PM KENT WILLIAMS MSS - FCSD - TECH SYVC HOTLINE

The escalation was closed as the vehicle was not at the dealership. It was recommended to re-visit
TSB 14-01030, confirm the body extractors are sealed, and to verify and tighten the Ifitgate if
possible. It was recommended to update the form when the vehicle returns along with updated
testing results.

CONCER 04/15/2016 11:18AM
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vehicle brought back to dealer, concern of exhaust smell in vehicle duplicated. rechecked all repairs
performed at last visit. Also smoke tested and bubble all seals and seams. still cannot find where
exhaust is penetrating passenger area. Also noted smell has an ammonia smell to it and irritates and
burning sensation to nose and throat.

RECOMM 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

Ron, If not already done, please ensure that the tail lamp assemblies and rear bumper cover were
removed during leak/pressure testing. If this was done, place the vehicle in a dark area of the shop
and have an assistant shine a bright light from the interior while you look for the light from the
outside. In addition, this concern is being directed to the Technical Assistance Centers Escalated
Handling Team for additional review. An Escalated Handling Team Member 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 customers concern. We will
continue to work with you and your Dealerships Service Management Team to help get the concern
resolved and the vehicle back to the customer in a timely manner.

ADD-ON 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE

Note to EH: This contact is being re-escalated since the customer has returned to the dealership.
Ongoing concern since 07/2015. Resolved buyback case in FMC360. Customer's concern: Exhaust
odor in cabin after acceleration. Contact was previously escalated but escalation was closed since
the vehicle was not at the dealership. Technician states that there is a slight ammonia odor with
burning sensation/irritation to the throat/nose. Technician to pressure/smoke test with
taillamps/bumper cover removed and use a light to help find the leak. Muftler has also been
replaced previously. Consulted Josh Burthch regarding escalation.

ADD-ON 04/15/2016 11:43AM SIDHARTHA RAINA MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: LL/Buy Back
CONCER 04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Outbound call placed to L and L Ford. Spoke with service manager Ron McCreary. During the call
Ron confirmed the vehicle has been brought back to the dealership for the exhaust odor inside the
cabin. The odor can be duplicated by the dealership and was also verified on a road test with the
customer. The cabin has been pressure tested and smoke tested and a leak into the vehicle cabin
cannot be identified. TSB 14-0130 was previously performed and the steps outlined in this TSB
were rechecked when the vehicle was brought back into the dealership. The updated muftler
assembly has been installed on this vehicle. The odor will also have a slight ammonia odor and at
times the windows must be lowered to remove the smell. The odor cannot be smelled in the engine
bay. With a passenger riding in the rear of the vehicle, the odor appears to be developing towards
the rear and moves forward. The odor in the cabin cannot be duplicated with the vehicle at a
standstill. In total, it is estimated the customer has been out of there vehicle for approximately 40
days related to this concern.

RECOMM 04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

Ron, To further assist in identifying the odor inside the cabin, please start by taping off the air
extractors behind the rear bumper. Tape around the edges of the extractors to the body and re-
evaluate the concern. If the odor is still present, the extractor itself can be taped off with a small
area left exposed to determine if the odor is reduced. Additionally, ensure the rear lamp assembly's
are removed for pressure testing. Also verify there are no underbody seams behind heat shielding
beneath the vehicle that may be improperly sealed allowing odor to enter the cabin. If there is still
an adjustment margin on the liftgate, also adjust the liftgate to seal tighter to determine if the odor
can be reduced. We have referred this concern to the Field Service Engineer (FSE) in your market
area. The FSE should contact you and/or the Dealership management (Service Manager or Service
Director) within one (1) business day to discuss further recommendations. If the FSE does not
contact you directly, please consult with your Dealership management to discuss further
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ADD-ON

TAR

AUDIT

CONCER

recommendations and steps to assist in the resolution of this vehicle concern.
04/19/2016 02:21PM KENT WILLIAMS MSS - FCSD - TECH SYC HOTLINE

A TAR has been opened as the service manager indicates the total time out of service is
approximately 40 days related to this concern. Additionally, the dealership has been given TSB and
ISM direction however the odor is still prevalent inside the vehicle.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE

NOTE TO FSE: WE ARE REQUESTING TECHNICAL ASSISTANCE ON THIS VEHICLE
DUE TO TIME OUT OF SERVICE AND REPEAT REPAIR ATTEMPTS. THIS VEHICLE HAS
AN EXHAUST ODOR INSIDE THE CABIN. THE VEHICLE HAS BEEN TO THE
DEALERSHIP MULTIPLE TIMES FOR THIS CONCERN. TSB 14-0130 HAS BEEN
PERFORMED AND THE CONDITIONS OUTLINED IN THE TSB HAVE BEEN REVIEWED
ON SUBSEQUENT VISITS. THE UPDATE MUFFLER ASSEMBLY AND AIR EXTRACTORS
HAVE BEEN REPLACED. AT TIMES THE ODOR IS VERY STRONG WITH A SLIGHT
AMMONIA ODOR PRESENT. THE WINDOWS MUST BE LOWERED TO REDUCE THE
ODOR. ON THIS CURRENT DEALERSHIP VISIT, A LEAK INTO THE CABIN COULD NOT
BE IDENTIFIED THROUGH CABIN PRESSURE TESTING OR SMOKE TESTING. THE
ODOR CANNOT BE DUPLICATED AT A STANDSTILL OR SMELLED INSIDE THE
ENGINE BAY AFTER RETURNING FROM A ROAD TEST. IT WAS SUGGESTED TO TAPE
OFF THE AIR EXTRACTORS, INSPECT THE UNDERBODY BEHIND HEAT SHIELDING,
REMOVE THE TAILLIGHTS FOR PRESSURE TESTING, AND TO TIGHTEN THE
LIFTGATE IF POSSIBLE. THE VEHICLE IS AT THE DEALERSHIP. ESTIMATED NUMBER
OF REPAIR ATTEMPTS: 3. ESTIMATED NUMBER OF DAYS OUT OF SERVICE: 40.

04/19/2016 02:29PM KENT WILLIAMS MSS - FCSD - TECH SVC HOTLINE
TECH ASSIST REFERRAL HAS BEEN OPENED
04/27/2016 02:56PM

FSE came to dealership on 4-20-2016 to assist in diagnosing exhaust smell. Removed rear bumper
cover and taillamps, taped off vents and found a few seams leaking during bubble test, resealed
seams, allow to set and retest next day, reseal any area still leaking, reinstall rear bumper cover,
taillamps and replace fender moldings due to clips breaking during removal. Left message for FSE
Brad Miller on 4-27-2016 for further instruction

RECOMM 04/27/2016 03:00PM AJ COULSON MSS - FCSD - TECH SVC HOTLINE

ADD-ON

ADD-ON

Ron, Thank you for the updated repair information, your FSE will be in contact with you regarding
the next steps to take on repairing the exhaust odor in the Explorer you are working on.

05/04/2016 11:12AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA

VISITED THE DEALERSHIP ON 4/20/2016. THE REAR BUMPER WAS REMOVED AND
THE VENTS TAPED OFF. THE CABIN WAS PRESSURIZED BY SETTING THE HVAC TO
FRESH AIR AND FAN ON HIGH. WHILE BUBBLE TESTING FOUND SEVERAL SMALL
PINHOLES BEHIND THE REAR TAILLIGHTS AND BOTH FENDER LIPS. THESE HOLES
WERE SEALED WITH SEAM SEALER AND ALLOWED TO DRY. ALSO ADDED A SMALL
AMOUNT OF WEATHER-STRIP SEALER NEAR THE LATCH AND MOVED THE LATCH
INWARD SLIGHTLY TO INCREASE THE HATCH TIGHTNESS. THE DEALER RE-
PERFORMED THE BUBBLE TEST THE NEXT DAY AND SEALED SEVERAL OTHER
SMALL HOLES. DEALER RE-ASSEMBLED THE VEHICLE AND TEST DROVE, WITH THE
TECHNICIAN NOTING THE VEHICLE STILL HAD A SMELL WHILE DRIVING UP A
LARGE HILL ON MAX A/C.

05/04/2016 11:17AM BRADLEY MILLER (FSE) MSS - FCSD - REG PHI-WAS-CHA

VISITED THE DEALER AGAIN ON 5/3/2016. DEALER HAD MASKED OFF THE VENTS
AGAIN TO PRESSURIZE THE CABIN. BUBBLE TESTED AROUND THE LICENSE PLATE
8
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LIGHTS, LATCH, AND WIPER WITHOUT ANY ISSUES FOUND. TEST DROVE THE
VEHICLE AGAIN WITH THE TECHNICIAN. TEST DROVE WITH A TECHNICIAN UP A
LARGE HILL ABOUT A 12 TIMES IN MAX A/C, WITH THE TECHNICIAN NOTICING THE
SMELL ON MOST TRIPS UP THE HILL, HOWEVER I NEVER NOTICED THE ODOR.
WHEN SET TO FRESH AIR, THE TECHNICIAN NOTES HE DID NOT SMELL THE ODOR.
ASKED A SECOND TECHNICAL TO RIDE ALONG, WHICH ALSO DID NOT SMELL THE
ODOR, EXCEPT FOR ONE OCCASION WHERE HE MAY HAVE GOT A WHIFF. -----------
RETURNED TO THE DEALER TO REMOVE THE REAR INTERIOR PANELS. ADVISED TO
TAPE OFF THE SMALL HOLES IN THE SHEET METAL. AFTER TAPING OFF THESE
HOLES, TECHNICIAN STILL NOTES HE SMELLS THE ODOR, HOWEVER I STILL DID
NOT DETECT ANY ODOR. ADVISED TO HAVE CUSTOMER RIDE IN VEHICLE TO
DETERMINE IF SHE STILL SMELLS ODOR.
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RECOMM

ADD-ON

ADD-ON

CONCER

RECOMM

be instructed to try a new muffler assembly and see if it alleviates the concern. I'm not
trying to be difficult.. just trying to help a customer who doesn't feel comfortable driving
their vehicle on anything more than short trips. If engineering is aware, or is investigating |
would at least have some information to provide to the customer. Thanks for any further
insight you can provide.

11/27/2015 05:12PM WILLIAM REBROVICH MSS - FCSD - TECH SVC HOTLINE

Jeff, We are not aware of any ongoing investigations by Engineering pertaining to the
updated muftler assembly. We have limited parts information pertaining to why parts get
updated so it is advised to proceed with replacement of the muffler per the previous
recommendation and re-evaluate the odor. We have escalated this concern to the Technical
Service Hotline

s Escalated Handling Team for additional review due to the ongoing concern. 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 the
Escalated Handling Team is still unable to assist you in resolving the customer

s concern through these additional steps, the Hotline will alert your Field Service Engineer
by opening a 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.

11/27/2015 05:12PM WILLIAM REBROVICH MSS - FCSD - TECH SVC HOTLINE

Attempted to consult with EH due to possible escalation due to ongoing concern with
chemical odor. Could not get a hold of anyone for consultation so escalated due to customer
mentioning they want out of the vehicle and multiple repair attempts.

11/27/2015 05:12PM WILLIAM REBROVICH MSS - FCSD - TECH SYC HOTLINE
Reason For Escalation: LL/Buy Back
11/30/2015 05:00PM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Made an outbound call to Jeff, he stated the customer is complaining of an odor in the
vehicle after driving for 20 minutes or longer. He stated that they have already performed
some repairs to the vehicle as he did smell the concern once before. TSB 14-0130 has been
performed along with the PTU replacement. After the PTU was replaced there was a leak at
the PTU dripping on the exhaust and that issue was resolved. They released the vehicle back
to the customer and after a few days of driving did come back to the dealer with the same
concern. At this point Jeff has not verified the odor this time and was wandering the reason
for the revised part number for the exhaust.

11/30/2015 05:00PM GERALD SVEC MSS - FCSD - TECH SYVC HOTLINE

Hello Jeff, There may have been a production change on the exhaust to extend the pipes for
any odor type concerns. Engineering is always investigating these types of concerns to make
improvement so odors will not be smelled within the vehicle. At this time it would be
recommended following the pressure test procedure for this issue as stated in one of your
last responses from the Technical Assistance Center. If there are no concerns with
grommets, seams or sealing point on windows or door then proceed to replace the exhaust
with the part number that was supplied (assembly part EB5Z-5230- A) Next make sure to
update the HVAC module to the current calibration and road test the vehicle for 50-100
miles. Make sure to put the vehicle in numerous driving conditions such as WOT, normal
driving, going uphills and in city driving. After you return to the dealer make sure the PTU
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ADD-ON

CONCER

RECOMM

ADD-ON

CONCER

RECOMM

ADD-ON

CONCER

RECOMM

ADD-ON

CONCER

Hello Jeft, Thanks you for the update on the vehicle, at this time I do agree we need to have
the exhaust system installed for the concern. After it does arrive at the please update the
form with the post road test results and I will get back to you a soon as possible.

12/04/2015 02:52PM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Waiting on the exhaust system to arrive at the dealer for installation, the service manager
will update after the post road test results.

12/11/2015 09:44AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Made an outbound call to Jeff, he stated that he did receive a confirmation from PACO that
the muffler assembly will be shipped direct from supplier on 12-10-2015. He stated that at
this time they are hoping the muftler assembly will show up at the dealer early next week.
12/11/2015 09:44AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Hello Jeft, Thanks you for the update, at this time it has been confirmed from PACO the
shipping date. When the component arrives and has been installed please update the form. I
will then call you back as soon as possible to discuss this matter in greater detail.
12/11/2015 09:44AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Dealer is waiting on the muftler assembly to arrive at the dealer; they do have a
confirmation from PACO regarding the shipping date. The date has been confirmed at this
time and the service manager will update the form when the component arrives at the dealer.
12/17/2015 09:56 AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Made an outbound call to Jeff, he stated the exhaust did arrive and has been installed at the
dealer. They have test drove the vehicle several times, right now there has been no smell
except when the exhaust was first installed, and Jeft believes that could have been the new
exhaust smell.

12/17/2015 09:56 AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Hello Jeft, It would be recommended to test drive the vehicle on the highway for 30 miles
or better, come off the highway and perform city driving to make sure the smell is no longer
present. If the smeel is no longer present then release the vehicle back to the customer and
have them drive it for a week and have them report back to you on the concern. Once you
have any additional information please update the form and I will get back to you as soon as
possible.

12/17/2015 09:56 AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

The service manager is going to drive the vehicle on an extended test drive and update the
form with the results. The extended time down has been a parts concern, there is an active
buy-back request on the vehicle and t has been denied, I am opening a TFOAM to the
region.

12/17/2015 10:33AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Update

12/17/2015 10:33AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

update

12/17/2015 10:33AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Needed to reset the date for call back.

12/21/2015 09:07AM GERALD SVEC MSS - FCSD - TECH SYC HOTLINE

Made an outbound call to Jeff, he stated that at this time numerous employees have driven
the vehicle and there has been at least 200 mile place on the vehicle and there has been no

odors smelled at this time. He stated they are going to drive the vehicle till Wednesday of
this week and if there are no additional concerns release the vehicle back to the customer.
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RECOMM

ADD-ON

CONCER

RECOMM

ADD-ON

ADD-ON

CONCER

12/21/2015 09:07AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Hello Jeff, Thanks for the update and again it was nice to speak with you this morning about
the concern. With the mileage that has been placed on the vehicle and there has been no
more odors I am going to close the escalation at this time. If you do need further assistance
or the odor issue has not been resolved please feel free to update the form and we will
gladly assist you. If the vehicle has been released and there are no more concerns please
take a moment and fill out the on-line survey, we keep track of these types of issues to help
aid other technician in the field with the same or similar concerns. Thanks again for your
time and patients with this odor issue.

12/21/2015 09:07AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Closing the escalation at this time as no other odors have been smelled in the vehicle at this
time, if the dealer do come back in under this form please see Jerry Svec as the concern will
then need to be passed on to an FSE.

01/04/2016 04:37PM T ECHHOT MSS - FCSD - TECH SVC HOTLINE

The customer reported the odor concern is back...after they had been driving for several
hours (non highway) they got on the highway doing, 70-75mph. The odor was very strong
when they first accelerated onto the highway, and continued (seemingly worse during
acceleration). Requesting a Field Service Engineer to help resolve the concern.

01/04/2016 05:26PM JOHNATH WILKIN PHANEUF MSS - FCSD - TECH SVC
HOTLINE

Hello Jeft, Being this concern is very intermittent and occurs after long drives, the fault may
be characteristic or caused by outside smells the customer is driving through. It is not noted
if this smell concern has been duplicated with the customer, or what settings the HVAC was
on this last occurrence. It may be possible for the customer to roll a window down to
determine if the smell is being drawn in from outside and not caused by the Explorer itself.
It may be this smell is characteristic. It may be necessary to test drive a like unit to
determine this if one is available. In addition, we have 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 the
Escalated Handling Team is still unable to assist you in resolving the customer

s concern through these additional steps, the Hotline will alert your Field Service Engineer
by opening a 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.

01/04/2016 05:26PM JOHNATH WILKIN PHANEUF MSS - FCSD - TECH SVC
HOTLINE

Consulted EH Jerry Svec on this concern and determined escalation was necessary.

01/04/2016 05:26PM JOHNATH WILKIN PHANEUF MSS - FCSD - TECH SVC
HOTLINE

Reason For Escalation: Technical Progress
01/07/2016 11:17AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Made an outbound call to Jeff, he stated the vehicle has returned with the exhaust smell. He
noted that the customer said the smell was the worse under heavy acceleration when going
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on the highway. At this time Jeff has performed no other repairs to the vehicle and does
request the FSE be involved with this concern.

RECOMM 01/07/2016 11:17AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Hello Jeff, With all the repair attempts being made on the vehicle, and the time down we
have referred this concern to the Field Service Engineer (FSE) in your market area. The FSE
should contact you and/or the Dealership management (Service Manager or Service
Director) within one (1) business day to discuss further recommendations. If the FSE does
not contact you directly, please consult with your Dealership management to discuss further
recommendations and steps to assist in the resolution of this vehicle concern.

ADD-ON 01/07/2016 11:17AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

Note to FSE: This TAR is being opened due to time down, a lack of progress and the
vehicle is now in an RAYV status.

TAR 01/07/2016 11:19AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

NOTE TO FSE: WE ARE REQUESTING TECHNICAL ASSISTANCE FOR THIS
VEHICLE DUE TO TIME DOWN AND A LACK OF PROGRESS WITH THE
VEHICLE. THE ORIGINAL COMPLAINT WAS AN EXHAUST SMELL IN THE
CABIN OF THE VEHICLE WHEN DRIVING. THE PTU WAS REPLACED FOR THE
CONCERN AND THE CUSTOMER RETURNED WITH THE SAME COMPLAINT.
THE DEALER NOTICED THAT THE AXLE SEAL WAS DAMAGE AND LEAKING
ON THE EXHAUST, THE SEAL WAS REPLACED AND TSB 14-0130 WAS
PERFORMED. THE VEHICLE WAS RELEASED BACK TO THE CUSTOMER AS THE
SERVICE MANAGER NEVER SMELLED AN ODOR AFTER THE POST ROAD
TESTS HAVE BEEN PERFORMED. THE CUSTOMER RETURN AGAIN STATING
HIS WIFE AND HIMSELF STILL SMELL THE ODOR. ISM 1507013 WAS
PRESENTED TO THE DEALER AND THE DEALER MADE SURE THERE WERE NO
LEAKS IN THE SPECIFIC AREAS OF THE VEHICLE. THE HVAC MODULE WAS
UPDATED AND THE DURING THE POST ROAD TEST THE TECHNICIAN STATED
HE DID SMELL SOMETHING. THE TECHNICAL ASSISTANCE CENTER
RECOMMENDED REPLACING THE EXHAUST SYSTEM WITH THE REVISED
MUFFLER ASSEMBLY. THE SERVICE MANAGE INSTALLED THE ASSEMBLY
AND PLACED 200 MILES ON THE VEHICLE AND NEVER SMELLED ANY ODORS.
THE VEHICLE WAS RELEASED BACK TO THE CUSTOMER AND A WEEK LATER
AFTER EXTENDED PERIOD OF DRIVING THE SMELL WAS BACK IN THE
VEHICLE. THERE IS AN OPEN FMC-360 CASE ON THE VEHICLE AND IT READS
AS IF THE VEHICLE IS AN RAV (CAS-8081083-J1IM3Y6). WITH ALL THE
COMPONENTS THAT HAVE BEEN INSTALLED FOR THE CONCERN, THE
CONCERN ONGOING THE REQUEST FOR FSE INVOLVEMENT IS NECESSARY
TO RESOLVE THIS CONCERN. THE VEHICLE IS AT THE DEALER. ESTIMATED
NUMBER OF REPAIR ATTEMPTS: AT LEAST 5 ATTEMPTS. ESTIMATED
NUMBER OF DAYS OUT OF SERVICE: RO DATE IS NOVEMBER 18TH.

AUDIT 01/07/2016 11:19AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE
ODOMETER 6265 CHANGED TO 6265 M BY GSVEC
AUDIT 01/07/2016 11:19AM GERALD SVEC MSS - FCSD - TECH SVC HOTLINE

TECH ASSIST REFERRAL HAS BEEN OPENED
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