


CASE NUMBER I

OPEN: 07-02-2014 CLOSED:
RESPONSE TEAM: 14B03 Team

CASE CLASS LV 1234: | | |

DEALER NAME:

PA CODE: DLR SALES CODE:
VIN: I MODEL YEAR: 2014
BODY STYLE: P4B - FIESTA SE 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE
ADDRESS:

CITY STATE zIP COUNTRY: | [l

HOME PHONE: il

SYMPTOMS: | | |

ANALYST NAME: # FordTCC-DM-PRDO08-CRM
COMMENTS:

STATUS: In Progress
BUSINESS UNIT NAME: Ford
COMMUNICATION: Phone

REGION: ZONE:
MODEL: FIESTA MILEAGE:

OPEN ANALYST NAME: Madelyn Coleman

2014-07-08 14:20:00 Check not yet sent. Vehicle Eligible for Customer Satisfaction Program (FSA 14B03)
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cAse NUMBER: I STATUS: Resolved

OPEN: 11-12-2025 CLOSED: 11-12-2025 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound NA CRC COMMUNICATION: Phone

CASE CLASS LV 1234: Vehicle Concern | Repair Assistance | |

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:

VIN: I MODEL YEAR: 2014 MODEL: FIESTA MILEAGE: 1
BODY STYLE: P4B - FIESTA SE 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: |

ADDRESS:
CITY STATE zIP COUNTRY: | [
HOME PHONE:
SYMPTOMS: Driving Performance | Lack/Loss of Power | UNKNOWN | UNKNOWN
ANALYST NAME: I OPEN ANALYST NAME: I
COMMENTS:
2025-11-12 14:36:42
CUST SAYS:
Timing belt went out on his mother's Ford Fiesta (2014) and found out online that there's a recall for the
timing built.
PER CUST, DLR SAYS:
N/A
CRC ADVISED:

| advised of the Recall below. | advised cust that Recalls are VIN specific and not all 2014 Ford Fudion will be
involved in the same recall. Your vehicle may have been manufactured at a different time and plant or has a
different part from the recalled vehicles.

| also advised to keep her receipts in ca

20S30 DOOR LATCH REPEAT REPAIR
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cAse NuvBER S STATUS: Resolved

OPEN: 01-17-2022 CLOSED: 02-19-2022 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: | \A CRC COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Vehicle Concern | CSM Assistance Request | Financial Assistance - Repair |

DEALER NAME: AutoNation Ford Margate

PA CODE: I DLR SALES CODE: Il REGION: |l ZONE: N

VIN: I MODEL YEAR: 2016 MODEL: FOCUS MILEAGE: 81,097
BODY STYLE: P3K - FOCUS SE 5DR HATCH

LAST NAME FIRST NAME MIDDLE: [ |

ADDRESS:

CITY STATE ZIP COUNTRY: | | I |

HOME PHONE: I
SYMPTOMS: Driving Performance | Lack/Loss of Power | UNKNOWN | UNKNOWN

ANALYST NAME: # FordTCC-DM-PRD06-CRM OPEN ANALYST NAME: Data Migration user
COMMENTS:
2022-01-19 21:49:01 Case Number Customer : | I BUsiness Phone :
Home Phone : obile Phone : LTV Score : 60 Vehicle Purchase Status : Original Owner Ford

Credit Contract Number : Part Number : F1IFZ6006C Dealer Name : AutoNation Ford Margate Dealer P&A :
I Dealer phone : I V' . I <2 - 2016 Make : Ford Model : FOCUS
Mileage : 81097 Engine Specification : Transmission Specification : Warranty Start Date : 2016-12-04 Open
Recall/FSA: : ESP : Hotline Contact : Warranty History :

2022-01-19 21:52:05 Customer towed vehicle in as a no crank no start, customer had expressed that after maintaining and only
driving his vehicle to work, it had overheated and wouldn't start again. The customer had also informed me
that he noticed similar vehicles of higher trim levels had recalls that seemed to be the same problem he had
with his car. After getting a diagnosis from the technician, it was determined that the vehicle would need a
new long block and turbo due to a crack in the cylinder head and broken timing belt to oil pump causing
engine damage. The customer expressed to me that he is incredibly distraught that the design of this engine
has caused the vehicle to need a new one after only 81,097 miles. Financial assistance is being requested
because the customer has enjoyed his ford during its rather short lifespan, but the cost of an engine job is a
bit much for him to afford. Please help with anything possible, thank you.

2022-01-19 21:55:36 Additional information is required to move forward with this request. Because this is a high dollar engine
repair, you will need to tear down the engine (IF NECESSARY) and complete the cost cap in OASIS. Then,
provide last two (2) oil changes records and send a portal message with the detailed tech findings. Be as
detailed as possible, include the full tech story, as well as an itemized list of the parts and labor at warranty
pricing. After all of this is complete, we can move forward to the next step.

2022-01-27 23:58:12 second attempt Additional information is required to move forward with this request. Because this is a high
dollar engine repair, you will need to tear down the engine (IF NECESSARY) and complete the cost cap in
OASIS. Then, provide last two (2) oil changes records and send a portal message with the detailed tech
findings. Be as detailed as possible, include the full tech story, as well as an itemized list of the parts and
labor at warranty pricing. After all of this is complete, we can move forward to the next step.

2022-02-01 23:54:42 | still have not received a response to my previous message. Without a reply via portal message, this case
will close automatically in 7 days. Additional information is required to move forward with this request.
Because this is a high dollar engine repair, you will need to tear down the engine (IF NECESSARY) and
complete the cost cap in OASIS. Then, provide last two (2) oil changes records and send a portal message
with the detailed tech findings. Be as detailed as possible, include the full tech story, as well as an itemized
list of the parts and labor at warranty pricing. After all of this is complete, we can move forward to the next
step.
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cAsE NUMBER:

OPEN: 04-04-2022 CLOSED: 04-04-2022
RESPONSE TEAM: US Ford SUV-CUV NA CRC

STATUS: Resolved
BUSINESS UNIT NAME: Ford
COMMUNICATION: Social Media

CASE CLASS LV 1234: Vehicle Concern | Buyback Request | Non-lllllll VVehicle |

DEALER NAME: Maguire Ford
PA CODE: 00624 DLR SALES CODE: 13630

VIN: I MODEL YEAR: 2015
BODY STYLE: P3F - FOCUS SE 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: S | I |
ADDRESS:

CITY STATE ZIP COUNTRY: | |-

HOME PHONE: I

SYMPTOMS: Start/Run/Move | Moving | UNKNOWN | UNKNOWN
ANALYST NAME: # FordTCC-DM-PRD10-CRM

COMMENTS:

REGION: N1 ZONE: N1W
MODEL: FOCUS MILEAGE: 112,005

OPEN ANALYST NAME: N
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casE NUMBER:

OPEN: 08-09-2022 CLOSED: 08-09-2022
RESPONSE TEAM: US Ford Passenger Vehicle Concern NA CRC
CASE CLASS LV 1234: Feedback | Product | |

DEALER NAME:

PA CODE: DLR SALES CODE:

VIN: I MODEL YEAR: 2015

BODY STYLE: P3F - FOCUS SE 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: | I |
ADDRESS:

CITY STATE ZIP COUNTRY: | | I |

HOME PHONE:

SYMPTOMS: Start/Run/Move | Running | UNKNOWN | UNKNOWN
ANALYST NAME: # FordTCC-DM-PRD05-CRM

COMMENTS:

2022-08-09 22:06:47

STATUS: Information Provided
BUSINESS UNIT NAME: Ford
COMMUNICATION: Phone

REGION: ZONE:
MODEL: FOCUS MILEAGE: 147,000

OPEN ANALYST NAME: I

I - <. 79732/adraut@ford.com:

IBC from CUST who is wanting to comment on a VEH he purchased used a year ago. VEH was in good
shape when he purchased it. VEH has less than 150k miles at this time, and the timing belt has broken and
the engine is needing to be replaced. CUST is very upset with this and finds it to be unacceptable that an
engine can go out on a VEH that soon. CUST states that this is his first Ford VEH and it is going to be his
last. VEH is currently at an independent shop and the estimate for the repair is approx $7000 and CUST paid
$4800 for the VEH, and does not think it makes a ton of sense to pay for the repair. Radio also went out on
VEH a little over a month before the engine went out, and the only repair would be to replace the entire radio.
CUST is pretty upset that there are some large issues with the VEH before 150k miles. CUST thinks the 1.0L
EcoBoost engine is a bad engine and should not be used going. Provided CUST with case number and CXS
contact information in the event further assistance is needed.

NEXT STEPS: Disposition and close case.

Ford Motor Company ®

Customer Experience Specialist, Ford CX Team

adraut@ford.com | www.ford.com
o:

ext. 79732

Office Hours: Mon - Fri 8:45 AM - 5:15 PM CST
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cAse NUMBER: I STATUS: Information Provided

OPEN: 04-11-2023

CLOSED: 04-12-2023 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 3 Consumer Affairs NA CRC COMMUNICATION: Email
CASE CLASS LV 1234: Consumer Intervention | Third Party | |
DEALER NAME: I Sales

PA CODE: 01402
VIN: I

DLR SALES CODE: 16213 REGION: |l ZONE: Il
MODEL YEAR: 2017 MODEL: FOCUS MILEAGE:

BODY STYLE: P3F - FOCUS SE 4DR SEDAN
LAST NAME FIRST NAME MIDDLE: [ | B |

ADDRESS: N

CITY STATE ZIP COUNTRY: WILMINGTON | DE | S | USA

HOME PHONE: [

SYMPTOMS: Driving Performance | Stalls/Quits | UNKNOWN | UNKNOWN
ANALYST NAME: # FordTCC-DM-PRD07-CRM OPEN ANALYST NAME: I

COMMENTS:
2023-04-12 12:28:07

2023-04-12 12:28:14

2023-04-12 12:28:26

AGENCY: BBB

DATED: 04/11/2023

FILE:

SCAN : 1/2023

RECEIVED: 04/11/2023

C/S: Recently my motor seized up due to a known issue of the timing belt breaking this causing the oil pump
not to distribute oil as necessary and no public service announcement was conducted to consumers so we
may take preventative actions to prevent this catastrophic event from happening. Also, when this event
happens, it seems as though Ford will do absolutely nothing to assist in the repair.

CUST SEEKS: Billing Adjustment

CONSUMER AFFAIRS SCANNING INFORMATION FOR HANDLING.

04/12: cboehm2 x 76792
Vin not found on OGC vin list

04/12: Drafted response to 3rd party agency and copied customer. CALA closing case.
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case NuVBER S STATUS: Resolved

OPEN: 06-27-2024 CLOSED: 08-09-2024 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Dealer NA US Informational COMMUNICATION: Web

CASE CLASS LV 1234: Dealer - Information | Documentation Only | |

DEALER NAME: Rochester Ford

PA CODE: 03830 DLR SALES CODE: 58538 REGION: G5 ZONE: G5B

vIN: I MODEL YEAR: 2017 MODEL: FOCUS MILEAGE: 100,800
BODY STYLE: P3F - FOCUS SE 4DR SEDAN

LAST NAME FIRST NAME MIDDLE: [ | I | |

ADDRESS: I

CITY STATE ZIP COUNTRY: ROCHESTER | |l | Il | USA

HOME PHONE: I
SYMPTOMS: Driving Performance | Lack/Loss of Power | Not Listed | UNKNOWN

ANALYST NAME: # FordTCC-DS-PRODO01-CX OPEN ANALYST NAME: FordTCC-DSUnknow-Prod-CX
COMMENTS:
2024-06-27 14:31:15 *WEB*Guest came to us with a tow in for engine failure we found (23S64 Certain 2016-2022 Model Year

vehicles equipped with 1.0 Liter Fox Engines - Engine Oil Pump Belt Tensioner Replacementbut) found for
some reason this vehicle is not on the vin list but we have matching build site, vehicle is with in build dates
and is a qualifying year make model equipped with a 1.0 so unsure as to why we cannot get this vehicle
added to recall. Guest is quite distraught about this high cost being over $8000 guest was advised to contact
Ford Motor regarding the issue. TECH DIAGNOSIS VERIFIED CUSTOMER CONCERN. RAN OASIS AND
FOUND NO MESSAGES. LIFTED VEHICLE AND DID NOT FIND ANY PHYSICAL DAMAGE. TRIED TO
TURN OVER AND FAILED. REMOVED HIGH PRESSURE FUEL PUMP AND CRANKED OVER AND DID
NOT SEE CAMS MOVE. TOOK OIL CAP AND INSPECTED OTHER CAM FOR MOVEMENT AND
VERIFIED NEITHER SPUN. TOOK OIL SAMPLE AND VERIFIED TIMING BELT MATERIAL WAS FOUND
DUE TO BEING GRITTY. VERIFIED TIMING BELT SNAPPED/BROKE. RECOMMEND NEW LONG BLOCK
TO CORRECT ISSUE
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case NuveER S STATUS: Resolved

OPEN: 01-21-2025 CLOSED: 01-22-2025 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Correspondence NA CRC COMMUNICATION: Letter

CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | Outside Criteria |

DEALER NAME:

PA CODE: DLR SALES CODE: REGION: ZONE:

vIN: I MODEL YEAR: 2015 MODEL: FOCUS MILEAGE: 76,304
BODY STYLE: P3F - FOCUS SE 4-DR SEDAN

LAST NAME FIRST NAME MIDDLE: [ | I |

ADDRESS:

CITY STATE ZIP COUNTRY: | | I |

HOME PHONE:

SYMPTOMS: Start/Run/Move | Noise | Moving/Driving | UNKNOWN

ANALYST NAME: # FordTCC-DM-PRD04-CRM OPEN ANALYST NAME: # fordprodprojectadvocate
COMMENTS:

2025-01-22 16:40:10

Please note: The Correspondence team responds to inbound USPS letters only and does not have the ability
to make outbound phone calls, emails or follow-up on cases. All inbound phone calls and update requests
should be handled according to normal inbound processes. * NOT A CUSTOMER FACING AGENT ** DO
NOT PROVIDE CONTACT INFORMATION TO CUSTOMER!

LETTER UNDATED

CUST SAYS:
SEEKING COVERAGE FOR ENGINE REPLACEMENT

PER CUST, DLR SAYS: N/A

CRC SAYS:

Hello I,

My name is |l | am from Ford's Customer Relationship Center (CRC). We have received your
correspondence regarding a concern with your 2015 Ford Focus. | am grateful for the opportunity to address
this matter.

Thank you for taking the time to write to us. We appreciate you informing us about the issue you've
encountered with the timing belt, which necessitates an engine replacement. We know how frustrating it can
be when unexpected problems arise, and we apologize for any inconvenience you've experienced.

Please keep in mind that Ford Motor Company considers several factors when determining which vehicles
are affected by a recall. If your vehicle is identified during this process, you will receive a notification by mail
with additional details. For your convenience, you may also track recalls on your vehicle at
https://www.ford.com/support/recalls/.

Currently, your vehicle is affected by Recall 20S30 (DOOR LATCH REPEAT REPAIR). We encourage you to
contact your local Ford dealer to schedule a service appointment for this repair. For your convenience, you
can locate nearby Ford dealers at www.owner.ford.com > Locate a Dealer.

You've indicated that you are seeking repair coverage, and we have evaluated your request. Upon careful
consideration, we have determined that there are currently no programs that provide coverage for your repair.
Should you move forward with repairs to your vehicle, we recommend saving your receipts in the event Ford
launches a program that allows for reimbursement of your concerns at a later date. We certainly understand
the difficulties this situation has caused and have documented your feedback for further review.

Page 1 of 4
PE25-020 000023 GCCT_SUBJECT_A3



cAse NUMBER: I STATUS: Resolved

OPEN: 05-22-2020

CLOSED: 05-26-2020 BUSINESS UNIT NAME: Ford

RESPONSE TEAM: Tier 1 Inbound NA CRC COMMUNICATION: Phone
CASE CLASS LV 1234: Vehicle Concern | FIN Assist Request | Outside Criteria |
DEALER NAME: Atchinson Ford Sales, Inc.

PA CODE: 02731
VIN: I

DLR SALES CODE: 48400 REGION: G2 ZONE: G2B
MODEL YEAR: 2015 MODEL: FIESTA MILEAGE: 105,000

BODY STYLE: P4B - FIESTA SE 4-DR SEDAN
LAST NAME FIRST NAME MIDDLE: IS

ADDRESS:

CITY STATE ZIP COUNTRY: | | I |

HOME PHONE: [

SYMPTOMS: Driver Aides & Information | Warning Indicators/Messages/Chimes | Engine oil | Stays On
ANALYST NAME: # FordTCC-DM-PRD10-CRM OPEN ANALYST NAME: I

COMMENTS:
2020-05-22 15:09:28

2020-05-22 15:34:45

2020-05-26 19:23:55

CONTACT VIA PHONE: I \WARRANTY START DATE:27-October-2014 LTV SCORE: 59
CUST SAYS: Im having a problem with my 2015 Ford Fiesta, | want to create a case. The problem is the
timing belt. Can Ford give coverage with the problem? Im receiving an error message comes up Oil pressure
low. Ive taken the car in a Ford Dealership. | want to talk to a manager. DEALER SAYS: n/la CRC ADV: After
reviewing my resources, there are no warranties or programs in effect that would provide coverage of your
current concern. | recommend that you keep your receipts in case Ford initiates a program in the future
based on your situation. Unfortunately there is no available Supervisor. It takes 1 business day for an
appointment.

ibc from customer wanting to speak on issue. | informed customer case is already open and sup will follow up
Customer Experience Specialist, Ford CX Team Ford Motor Company ® jjoh1088@ford.com |
www.ford.com office: | N I ext. 79138 Mon —Friday | 9:00AM — 5:30PM CST

I rcviewed case placed OBC TO CUST at I ~DV name, role and that this call is
being recorded for quality and training purposes. You can review Ford’s Privacy Policy regarding your contact
information at Ford.com **customer says the SM said that they are not sure if they can replace it because
they have not replaced a timing chain before customer said that they feel its an engineering issue like with the
transmission issues. advise that FMC initiated a program for the transmission issue which is the reason those
are covered. unfortunately there are no programs right now for their concern that can be used for the repair.
advise that FMC won;t be able to offer any other assistance. customer asks to speak to somebody else.
provided po box for the executive office.
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