EA17-002 Appendix B

2011 through 2017 Model Year Ford Explorer
Exhaust Odor Inside Cabin

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.

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 FMC360 contact reports. Upon request,
Ford will attempt to locate any specific items that are of interest to the agency.

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

Model Year: 2011 through 2017
Subject Vehicle: 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: July 14, 2016 through August 2, 2019 (the date of this inquiry)

Types of Contacts: All, including suspended data, canceled contacts and inquiries
















