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USA 20307 Rich Ford Sales, Inc.

Albuguerque
David Dekoeyer

Reviewed Status:

2015,EXPLORER 4X4 (U502) ,LIMITED,4
DOOR ,MPV ,1FM5K8F89FGC05792
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Date:

Build Date: 02/14/2015
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New ]
Mexico Country : USA

8 89 5 39 SAFE/SEC,SMOKE/ODOR,EXHAUST,INTERMITTENT

V99 ALL OTHER

ODOR AFTER 14-0130

Causal Component :

Hotliner: RGARY4

Engineering:

DIr Contact: DAVID DEKOEYER
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Comments:
CONCER 03/26/2016 12:33PM ROBERT GARY MSS - FCSD - TECH SVC HOTLINE

Web Form Data (109834139) Description of Vehicle Concern: C/S EXHAUST SMELL
IN CAB ON ACCEL. ON ACCEL. GETTI NG ON HIGHWAY OR GOING UPHILL. UNDER
LOAD. SEE PRE VIOUS RO # 6636064. CHECK AND ADVISE Please list any
diagnostics already performed: none Parts Replaced: modified body, reprogrammed
hvac per tsb 14-0130 Your Question: Anything new??

RECOMM 03/26/2016 12:33PM ROBERT GARY MSS - FCSD - TECH SVC HOTLINE

ADD-ON

David, With TSB 14-0130 having already been performed, it is recommended to
perform a bubble test to inspect the following areas for potential leaks even if that
have already been sealed as the TSB has been successful in resolving this condition.
. To perform a bubble testing, it is recommended to using masking tape to seal the
rear air extractors(body vents) however it is not necessary to mask the rear lip
molding for vehicle that do not have the rear lip molding removed. Once the rear air
extractors are sealed off, start vehicle, set A/C to fresh air mode and set blower
speed to max, close all doors and making sure that all of the windows are fully
closed then use soapy water in a spray bottle then spray the under body seams,
under body rubber grommets and rear wheel well seams. After testing the
recommended areas, continue bubble test at the rear tail light seams, rear deck lid
seals, siding panel glass seals, license plate area then mark any area(s) where
bubbles are found. When all of the recommended areas have been tested, turn off
A/C and the vehicle then clean and dry all areas marked earlier then using
Motorcraft seam sealer TA-2 seal he suspected areas and allow sealant to dry which
May take up to 20 minutes then test for bubbles. Once all of the suspected areas are
sealed, verified that the air extractors are free from damage and are sealing
correctly, 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. If
body plugs are found to be missing they should be replaced or if that are found to be
leaking, they can either be replaced or sealed using the TA-2 sealer. It is
recommended to verify the lift gate seal for damage along with proper fit/contact
pattern then verify that lift gate plugs are in place in the drain holes. If the
recommended inspections prove out ok, install Muffler assembly part EB5Z-5230- A
then reevaluate the odor.

03/26/2016 12:33PM ROBERT GARY MSS - FCSD - TECH SVC HOTLINE

Article ISM 1507013 SOME 2011-2016 EXPLORER VEHICLES MAY EXHIBIT A REPEAT
CUSTOMER CONCERN OF EXHAUST ODOR INSIDE THE VEHICLE AFTER TSB 14-0130
HAS BEEN COMPLETED.
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CONCER

06/14/2016 11:24AM STEVEN PERRY MSS - FCSD - TECH SVC HOTLINE

Web Form Data (110353042) Description of Vehicle Concern: Exhaust smell under
load/acceleration. Please list any diagnostics already performed: Tsb 14-0130,
reinspected pressureizing cabin, replaced exhaust. Parts Replaced: see above Your
Question: Read other tech comments. I don't believe this has an exhaust leak. Now
what???

RECOMM 06/14/2016 11:24AM STEVEN PERRY MSS - FCSD - TECH SVC HOTLINE

ADD-ON

ADD-ON

CONCER

David, With there being an Exhaust-type odor detected after performing TSB 14-
0130, inspecting the additional areas recommended and replacing the Muffler
Assembly, ensure that there are no leaks in the replacement Muffler Assembly, or
rest of the Exhaust system in front of it. To do this, block off one Exhaust
Channel/Tailpipe, and supply 5 psi of regulated shop air to the other Exhaust
Channel/Tailpipe, which will prevent damage to the Valve Seals in the Cylinder
Heads. With the Exhaust pressurized, spray all welds and joints with a soapy water
mix, and look for bubbles being produced. Replace/repair any faults found, and re-
evaluate the concern. This concern is being directed to the Technical Assistance
Center

s 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 customer

s concern. We will continue to work with you and your Dealership

s Service Management Team to help get the concern resolved and the vehicle back
to the customer in a timely manner.

06/14/2016 11:24AM STEVEN PERRY MSS - FCSD - TECH SVC HOTLINE

Note to EH, consulted Section Lead Greg Shimshock on escalation due to a lack of
technical progress. TSB 14-0130 has been performed, and the information from ISM
15-07-013 has been provided. The RO on the previous HAR is March 26, 2016.

06/14/2016 11:24AM STEVEN PERRY MSS - FCSD - TECH SVC HOTLINE
Reason For Escalation: Technical Progress
06/15/2016 03:09PM GARY WOODEN MSS - FCSD - TECH SVC HOTLINE

Placed an outbound call to the Dealership and spoke with Crystal (Service Manager)
who indicated the vehicle has been down for a total of 21 days while attempting to
resolve the customer's concern of an exhaust odor within the vehicle when the
vehicle is under load/acceleration. Crystal indicated that TSB 14-0130 was
performed in December and the muffler was replaced with an updated component in
March. Dave (Technician) verified that all of the body plugs on the underside and at
the firewall/bulkhead of the vehicle are installed tightly. Dave also pressurized the
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CONCER

CONCER

06/20/2016 04:14PM T ECHHOT MSS - FCSD - TECH SVC HOTLINE

We had another unit for this concern. We ended up replacing rear bumper cover.
06/20/2016 04:47PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to service manager Jullian. He stated he was not familiar with the
vehicle. Provided the RO number and he advised to speak to Tony. Spoke to Tony
who stated Dave had not gotten back to the vehicle yet to perform the previous
testing since they have been busy.

RECOMM 06/20/2016 04:47PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -

ADD-ON

ADD-ON

CONCER

KC

Dave/Tony, If you are suspecting the bumper cover, swapping from a known good
like unit can be done and then re-tested. If the concern is still present, perform the
previously recommended diagnostics to isolate the causal component. A follow-up
call will be scheduled for Wednesday to discuss this vehicle further.

06/20/2016 04:47PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

No FMC or TFOAMS. It does not appear this vehicle has a high priority at the dealer.

06/20/2016 04:47PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Needs to perform testing.

06/22/2016 06:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to Tony. Was advised he was currently unavailable but to try back
tomorrow around 10AM.

RECOMM 06/22/2016 06:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -

ADD-ON

ADD-ON

CONCER

KC

Tony, A follow-up call will be scheduled for tomorrow to discuss this vehicle further.

06/22/2016 06:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

No FMC or TFOAMS.

06/22/2016 06:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Need updated.

06/23/2016 11:44AM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC
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Once this testing is performed, update this form and you will be contacted as soon
as possible.

ADD-ON 07/01/2016 03:34PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

No FMC or TFOAMS.

ADD-ON 07/01/2016 03:34PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Needs to perform testing.

CONCER 07/12/2016 02:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to Jullian. Was advised he was not available. Spoke to Dave who
stated he has not been able to perform the previously recommended yet.

RECOMM 07/12/2016 02:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Dave, Please perform the previously recommended diagnostics to isolate the causal
component. A follow-up call will be scheduled for Thursday to discuss this vehicle
further.

ADD-ON 07/12/2016 02:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

No FMC or TFOAMS.

ADD-ON 07/12/2016 02:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Needs to perform testing.

CONCER 07/14/2016 05:11PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to Dave. Dave stated he has performed repairs but he is currently
waiting on someone to drive it for him to verify if the odor is present or not.
Outbound call to Jullian to update him on situation.

RECOMM 07/14/2016 05:11PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Dave/lullian, With the repairs made, verify if the odor is present with the area
around the body vents taped off. If it is not, then this could be repaired by using
seam sealer TA-2-B around the body vents where they contact the body and retest.
If it is present with only the area around the body vents taped off, recommend
swapping the bumper cover off a known good like unit and retest. A follow-up call
will be scheduled for Monday.
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ADD-ON 07/14/2016 05:11PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

No FMC or TFOAMS.

ADD-ON 07/14/2016 05:11PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC
Outbound call to FSE Mike Gusta to update him on situation. Advised I was having a
difficult time with the dealer getting them to work or verify repairs as the only
people who know how to duplicate it are Tony and Jullian rather than Dave. Asked if
he could help get the process moving and he advised he would show up to the dealer
and help with it. I stated I had more technical but if I should open a TAR for days
down and he said that I could continue to work with them since there are no FMC
cases.

CONCER 07/18/2016 06:27PM ZACHARY SUTTON (FSE) MSS - FCSD - REG PHI-WAS-
CHA
Outbound Call: A call was placed to the technician Dave. Dave informed that
currently he cannot smell the exhaust odor and he is waiting for Word from his
service advisor on whether the exhaust odor is still present. The service advisor
Tony and service manager Jullian were contacted however there was no answer so a
voicemail was left.

RECOMM 07/18/2016 06:27PM ZACHARY SUTTON (FSE) MSS - FCSD - REG PHI-WAS-
CHA
Dave, Your FSE has informed that the service manager Jullian was going to test
drive the vehicle last Friday. Please get in touch with the service advisor Tony or the
service manager Jullian to determine if the odor is still present and update this form.

ADD-ON 07/18/2016 06:27PM ZACHARY SUTTON (FSE) MSS - FCSD - REG PHI-WAS-
CHA
- FMC360: CAS-10043413-B5C2T3: Repair assistance/Lemon Law - No TFOAM
activity

ADD-ON 07/18/2016 06:27PM ZACHARY SUTTON (FSE) MSS - FCSD - REG PHI-WAS-
CHA
Contacted FSE Mike who informed that he did not drive the vehicle however the
service manager Jullian informed that he will drive the vehicle as he can verify the
odor.

CONCER 07/19/2016 05:56PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to Tony. Tony stated he was off today and has not driven the vehicle
yet. Outbound call to Julian. Julian stated he has not been at the dealer and just
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returned today. He has not spoken with his FSE. He stated he will drive the vehicle
today to verify if the odor is still present or not.

RECOMM 07/19/2016 05:56PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Julian/Dave, Once the vehicle has been driven after these most recent repairs, verify
if the odor is still present and update this form once done and you will be contacted
as soon as possible.

ADD-ON 07/19/2016 05:56PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

FMC case updated indicating customer states vehicle is becoming eligible for lemon
law. No TFOAMS.

ADD-ON 07/19/2016 05:56PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Needs to verify concern after recent repairs. Will consider TAR if still present.

CONCER 07/20/2016 04:27PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to Julian. Julian stated they are now experiencing a very faint epoxy
odor for half a second only once during their test drive. 2 other people went out and
drove the vehicle and got the same odor for the same amount of time only once.
Didn
t believe the concern was resolved.

RECOMM 07/20/2016 04:27PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Julian, With the epoxy odor now noticed rather than the exhaust odor, this indicates
a body leak is still present allowing the odors to enter the vehicle. 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 07/20/2016 04:27PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

FMC case updated indicating customer wanting to speak to CSM.

ADD-ON 07/20/2016 04:27PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC
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ADD-ON

CONCER

indicating him of the status of the vehicle and to discuss who would be assisting with
coverage while Mike Gusta is on vacation.

08/08/2016 03:41PM GARY WOODEN MSS - FCSD - TECH SVC HOTLINE

FMC case# CAS-10043413-B5C2T3 updated 8/8/2016: Attorney contacted CRC, CRC

closed case
Active TFOAMS: FSE directing right side vents be installed on left and right sides

(7/26/2016)
Paul (Parts and Service Director) cell# 505-991-1414

Paul will be verifying that the left and right rear quarter vents were replaced with
right side quarter vents and not left side quarter vents like David suggested. I will be
following up with Matt Sabus to determine who is covering for Mike and reaching
back out to Paul with information.

08/08/2016 04:47PM GARY WOODEN MSS - FCSD - TECH SVC HOTLINE
Placed an outbound call to Paul and left a voicemail with Paul indicating that FSE
Bryan P. will be in Albuquerque tomorrow (8/09/2016) on business and will be
stopping by the Dealership either tomorrow afternoon or Wednesday (08/10/2016)
morning to work with the vehicle.

RECOMM 08/08/2016 04:47PM GARY WOODEN MSS - FCSD - TECH SVC HOTLINE

ADD-ON

CONCER

ADD-ON

Paul, After a discussion with Mike's Supervisor, Field Service Engineer Bryan P. will
be in Albuguerque tomorrow, August 9th on business and will stop by the Dealership
tomorrow afternoon or on Wednesday, August 10th in the morning to assist with
repairs to the vehicle.

08/08/2016 04:47PM GARY WOODEN MSS - FCSD - TECH SVC HOTLINE

No FMC updates
No TFOAMS updates

Left a VM with Paul indicating that FSE Bryan Perez would be at the Dealership
tomorrow or Wednesday to work with the vehicle.

08/08/2016 06:33PM T ECHHOT MSS - FCSD - TECH SVC HOTLINE

Gary. Don't know if you will still be the one responding here. But you asked if we put
2 right hand vents in. We put the on e in on this repair. The other side vent was
replaced on a previous RO. And yes , it has the same part number as the right vent.
08/10/2016 04:02PM BRYAN PEREZ (FSE) MSS - FCSD - REG PHOEN-DEN-
SEA

FSE ONSITE 8/9 AT REQUEST OF TSOM CURRENT ASSIGNED FSE M. GUSTA ON
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VACATION, FSE DISCUSSED CONCERN WITH TECH, SD AND SA. SA STATED THAT
CUSTOMER DEMONSTRATED CONCERN TO HIM AND NOTED THAT AT 65MPH THE AC
COULD BE TURNED OFF AND THEN A HARD ACCELERATION PERFORMED AT WHICH
POINT YOU WOULD GET COOL AIR FROM THE VENTS EVEN THOUGH THE SYSTEM
WAS OFF, DURING THIS TIME CUSTOMER STATED HE WOULD GET AN ODOR. FSE
CHECKED DTCS AND CONFIRMED THAT HVAC HAD LATEST CALIBRATION. FSE ALSO
CONFIRMED THAT EXHAUST HAD BEEN UPDATED WITH 90DEG TURN DOWNS AT
THE TIPS. FSE DROVE VEHICLE AND CONFIRMED THAT RECIRC DOCR WOULD FLIP
TO FRESH AIR ON HARD ACCELERATION AS DESIGNED PER TSB 14-0130. FSE
DUPLICATED CUSTOMERS SCENARIO AND CONFIRMED THAT COOL AIR WOULD
COME OUT WHEN THE RECIRC DOOR WAS FLIPPED TO FRESH AIR ON HARD ACCEL.
THE NEW CALIBRATION WILL PERFORM THIS FUNCTION EVEN WITH THE HVAC
SYSTEM TURNED OFF. THIS IS CHARACTERISTIC AND BY DESIGN. FSE WAS
UNABLE TO DETECT ANY EXHAUST ODOR HOWEVER IT WAS DIFFICULT BECAUSE
OF THE OVERPOWERING AIR FRESHENER PRESENT IN THE VEHICLE. FSE ADVISED
THAT ALL ACTIONS HAVE BEEN TAKEN FOR THIS CONCERN WITH NO REMAINING
RECOMMENDATIONS. OPERATING THE HVAC SYSTEM IN FRESH AIR MODE WHEN
DRIVING AGGRESSIVELY WILL RESOLVE ANY SLIGHT ODOR THE CUSTOMER MAY
BE SMELLING. TAR WILL BE CLOSED BY CURRENT ASSIGNED FSE M. GUSTA UPON
RETURN FROM HIS VACATION.

CONCER 08/11/2016 05:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to parts and service director Paul but was advised he was not
available so left a voicemail.

RECOMM 08/11/2016 05:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Paul, Per a discussion with the FSE, it appears that the vehicle is operating as
intended at this time so this escalation will be closed. Continue to work with your
CSM if further buyback assistance is needed.

ADD-ON 08/11/2016 05:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Paul Bartlett (SD) No FMC or TFOAMS.

ADD-ON 08/11/2016 05:59PM CALE GARRETT (FSE) MSS - FCSD - REG MEMPHIS -
KC

Outbound call to FSE Bryan Perez as he took over the vehicle for FSE Mike Gusta

while he was on vacation. Bryan stated he inspected the vehicle and found that the
TSB had been done properly and the updated exhaust had been installed. He found
that under hard acceleration when vehicle in RECIRC mode, the inlet door will flip to
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CONCER 10/02/2015 03:22PM KYLE SMITH MSS - FCSD - TECH SVC HOTLINE

RO#: 6626756 RO Date:8/24/2015 12:00:00 AM Warranty Type:New Vehicle
Warranty SPW Install Mileage: SPW Install Date: 1. Please describe customers
concern. when the roof is sliding to open or close it is making a loud squealing noise
2. What is the intended repair, list all components needed for repair? replace the
sliding panel for the sunroof 3. Provide any additional details necessary.

Please include any available technical information that you believe will help process
your prior approval request. customer just purchased vehicle 1. Please describe
customers concern. when the roof is sliding to open or close it is making a loud
squealing noise 2. What is the intended repair, list all components needed for repair?
replace the sliding panel for the sunroof 3. Provide any additional details necessary.
Please include any available technical information that you believe will help process
your prior approval request. customer just purchased vehicle

RECOMM 10/02/2015 03:22PM KYLE SMITH MSS - FCSD - TECH SVC HOTLINE

AUDIT

Folder Number: |

Report Summary

Server: FCVWS962

Javin, The comments state the sunshade makes a squealing noise when in motion.
There is no evidence of abuse or damage therefore, replacement of the Headliner
Roof Sliding Panel (519A02) is warrantable. DIPA Approved* PAASN
08/25/2016 08:23AM
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