Gord Yator Gompany,

Jainad P. Yondsle, Divegtor
AU OMoa
Ermvironmental & Enginearing

July 20, 2004

Mr. George Parson, Chief

Recall Management Division (NVS-215)
Office of Defects investigation

Natlonal Highway Traffic Safety Administration
400 Seventh Street, S.W.

Washington, DC 205980

Daar Mr. Paraon:

Subject: Sefety Recall 04V-328
{(Ford Number 04318)

Pursuyant to the requirements set forth In Fart 573 of Tide 49 of the Cods of Federal
Regulations - Defact and Nancomplianca Reports, Ford Motor Company i2 submitting a
true or repragentative copy of information that relates directly to the subject campaign.

Afttached are daaler and owner Istters issued by Ford Gustomer Service Division
regarding a recall of cortain 2003 model year Crown Victoria and Lincoln Town Car
vehicles. Specific details were submitted to you in a letter dated July 6, 2004. Owner
notification latters were mailed on July 15, 2004,

Sinceraly,

T ATk
/ J. P. Vondale

Altachmant{s)
4518 Daslar-Cwnar Bufistin

Fuirfans Plazn South
330 Town Canter Drive, Dearbom, Michigan 48129-2738 USA



Franlr. M. Ligon Fard Moty Company

P. Q. Box 1604
Ean'im Engineering Cperationa Dearbom, Michigan 48121
Ford Customer Sandca Divielon
Juty 2004
TO: All U.5. Ford and Lincoin Marcury Dealers

SUBJECT: Safety Recall 04318
Cartain 2003 Modal Year Ford Crown Victoria Police/Commerclal and Lincoin Town Car
Vahicles Sold to Flaets
Raar Axle Shaft Fracture

AFFECTED VEMHICLES
« Caertaln 2003 model year Ford Crown Victoria Police/Commercial (Body codas P70, P71 and
P72} vehicles bullt et the St. Thomea Assembly Plant from Ociober 10, 2001 through Decambar
4, 2002.
= Cartain 2003 model yaar Lincoln Town Car vehiclkes sold to fleats (Body codas MB4 and M81
orderad with FIN code) buiit at the Wixom Asssmbiy Plant from November 14, 2001 through
December 3, 2002.

Aftected u‘ah:das are Idanﬂﬂad In QASIS. In additlon, for a list of vehicles assigned to your dealorship,
2 SNk paie sction.com. This Information will be avesdabie on July 8, 2004.

Due to significant differencas In vehicla design and customer usage, the affectad vehicies typically
input higher loads into the vehlcle chasals during flest usage, avedoading the wheel bearings and
axes. This may lead o esrdy baaring fallure and ultimetely, axie shaft frachura. In the svent of axie
shaft fractura, tha vehicla would loae drive functlon and weuld coast to a stop. Losg of drive function
could lead to a vehicle crash,

SERVIGE ACTION
At no charge to the vehicle owner, dealers are to install an axle repair kit consisting of new rear axie

shafts, rear wheel bearings, ant rear axje seals. This must ba perfarmed on all of the affectad
vehiclas in your Invantory as wall as vehiciea that have been deiivered to custormers.

Based on our records, vehicles that were previously repalred with axle repair kit IW1Z-4A108-AA
{introduced with Technical Service Bulletin #03-05-05) do not requira any further rapakr and are not
includad in this program.

PLEASE NOTE:

Correct 2ll vehiclas In stock before dellvery. Foedoral iaw requires dealers to complete any
outstanding safety recall service before a new vshicls ia delivered to the buyer or lesses.
Violation of this requirament by a dealer could reauit In a chvil penaity of up to $5,000 per
vahicle.
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ATTAGHMENTS

Attachment |; Administrative Information

Attachment IV Labor Allowances and Parts Ordering \nformatlon
Altachment Il Teachnical Information

Customer Notiflcation Lettar

QUESTIONS?

Claims Information: ..o e en . 1-B00-423-8851
Spacial Sarvice Support Centar (Dealer Only)} Questions: .......... 1-800-325-5821

Sincerely,
Frank . Hlpme
Frank M. Ligen

D Copyright 2004 Ford Motor Company



ATTACHMENT |
Paga1af 2
Safety Racall 04818
Certain 2003 Madal Year Ford Crown Victoria Pollce/Commarcial and Lincoln Town Car Vehicles
Scld to Flesats
Rear Whesi Baarings, Seals and Axla Shafts

OASIS AGYIVATED? Yas. DASIS will be activated by July 8, 2004,

FSAYIN LIST ACTIVATED? Yes
Avallabla through FMCDaalar.com or at htips://web, fagv Sale
Owner names and addrasses will be available by July 20, 2DD4

NOTE: Your FSA VIN list may contaln owner nameas and addresses obtalned from motor vehicls
registration records. The use of such motor vehicla raglstration data for any purposa othar
than In eoanection with this recall is a violation of law in ssvaral states, provinces, and
countries, Accordingly, you must limit tha use of this listing to the follow-up necessary to
compieta this mcali action.

STOCK VEHICLES
Correct all affactad stock vehicles bafore dallvery.

801D VEHICLES |
s QOwmers of sffacted vahiclas will be directad 15 dalers for rapars,

+ mmediataly contact any of your affected owners whose vehicles are not on your VIN lists but
are identiflad In OASIS. Give the owner a copy of the Customer Notification Letier (when
avallable) and schadule a sarvice date,

« Correct other affected vehides identified in OASIS which ars brought to your dealership.

IGLE SRANDED / SALVAGED VEHIGLES
Affected fitle brended and saivaged vehicles ars ellgible for this Freld Sarvice Action,

R D DAMAGE

If & related damage condition axlists that you bellavs to ba caused by the covered conditlon, call the
Spacial Servica Support Center to requeat approval prior to the repair of any redated damagse.
Requasts for approval aftar complation of the rapalr wiil not be granted.

ADDITIONAL LABOR TIME

If a conditlon axists that requires additional lsbor to complets the repair, call the Special Service
Support Canter to requast approval prior 1o parforming any additional labor, Requests far approval
after completion of the rapair will not be granted.

by July 8, 2004.

LN

© Copyright 2004 Foxd Motor Company



ATTACHMENT 1
Page 2 of 2

Safety Recall 04318
Certain 2003 Modal Year Ford Crown Victoria Police/Commercial and Lincoln Town Car Vehicles
Sold to Fleats
Rear Wheel Bearings, Seals and Axle Shafis

OWNER REFUNDS :

» Ford Motor Company Is offaring a refursl for owner-pald repairs coversd by this recall if the
rapair was performed prior to the date Indicated In the relmburasment plen, which is posted with
this bullstin. This plan Is also available to owners through the Customer Rslationship Canter
{CRC). The CRC will direct owners to sask reimbureement through authorized dealers or, at
thelr option, diractly through Ford Motor Company at P.O. Box 1904, Dearbom, Ml 48121,

» Daalers are aiso authorized to refund owner-pakd emergency repairs that were performed away
from an authcrized servicing dealer after the and date specifiad in the reimbursament plan.
Refund claims that include other non-coverad repeirs, or those judged by Ford to ba excesslve,
will not be acceptad for raimbursament.

« This aafety recail must stil ba parformed, even Hf the customer has pald for a previous
repair. Claiming a refund wlli not close out tha VIN for this recall.

» Rafund Claiming Information (Submit on separate repalr ine.)

- Program Code: 04318 - Migc. Expanss: ADMIN
- Misc. Expense: REFUND = Misc. Expanas: 0.2 Hrs.
RENTAL VEHICLES

Tha usa of rental vahiclag is nat authorizad for this program.

GLAIMS PREPARATION AND SLIBMISSION
» Enter ¢laims using Direct Wamanty Entry {DWE).
» Refund or related damage must be clalmed on a repair ine that is separate from the repair line
on which tive FEA Is claimad,

« “MT" labor should bs submitted on a separate rapair line with the related damage flag checked.
a Refer to ACESN manual for claims preparation and submission Information.

@ Copyright 2004 Ford Motor Company



ATTACHMENT I}

Page 1 of 1
Safety Recall 04516
Cerlain 2003 Modal Year Ford Crown Victoria Pollea/Commerclal and Lincoln Town Car Vehicles
Sok to Fleets
Rear Wheal Baarings, Seats and Axle Shafts
LABOR ALLOWANCES

Description Labor Oparation | Labor Time
Replace Rear Axle Shafts andg Baarings {Crown Victoria 045168 1.5 Hours

and Town Car)

E ORDERING INFORM N

Parts will not bhe direct shipped for this recall. Order your parte nequirements through nomal ordar
procaasing channels.

Part Number Description Quantity
IWIZAAT09-AA Shaft Repair Kit 1
XL-3 Friction Modiflar {only requirad on vehlciss with tractlon lock 1 botta

axles) Sold in a package of 12 — 4 fl oz {118, ml) bottles.
Approximately 1 in 3 units will require addidve.

Shaft Rapair Kit Information:

Package Weight 49,80 1bs (22.6 kg)
Pallet Quantity 10
Paltet Waight in axcess of 500 Ibs (227kg)

Dus to the axtrame spaca requiremants for the kit, ordaring more fraquent orders of smader quantities
Is recommended.

The DOR/COR for thiz program Is 50324. This number identifies parts ordered for this recall through
the Spaclal Service Support Canter {1-800-325-5621).

DEALER PRICE
For latest pricas, refer to DOES .

PARTS RETENTION AND RETURN
Foliaw the provisions of the Warranty and Policy Manual for “Parts Retention and Return Procadures.”

EXCESS STOCK RETURN
Excess stock returnad for credit must have beean purchased from Ford Customer Sarvica Division In
accordance with Policy Procadura Bulletin 4000.

@ Capyright 2004 Ford Motolr Company



ATTACHMENT I
PAGE 1 OF 4
BAFETY RECALL 04318

CERTAIN 2003 CROWN VICTORIA AND TOWN CAR VEHICLES
USED IN COMMERCIAL SERVICE —
REAR WHEEL BEARINGS, SEALS AND AXLE SHAFT REPLACEMENT

OVERVIEW

This pragram involves repkacing the rear whosl bearings, saals, axie shafte and fiuld In tw sffscied
vahicles. Rear Axe Shaft And Bearing Sarvice it~ 3W1Z-4A108-AA has bean developaed and includae
&all parts necessary to compiete the repalr except for XL-3 Friction Modifler {necessary for Traciion-Lok®
adeg only)

SERVICE PROCEDURE

1. BEstermine i the vehlcle being worked on 13 squipped with 2 Traclion-Lok® axis, Checkthe
axla dandflcation tag on the rear axia cover. [f the vahicle I aquipped with Tracion-Lok®,
obtain ana (1} bottla of Fricion Modiflae {part numbear X1-3) along with the Reer Axde Shaft And
Bearing Servica Kit (part numbar 3W1Z-4A108-AA).
2 Folowthe Instructiors includad In the sarvice kit to replece the rear whee! bearinge,
sagls and axe shafie.
» Seal protactors ams provided In the kit to be used during exle shaft instakation. Be sureto
Temove the proteciors aftsr the shafts are installed.
* Remove and claan tha magnatic il plug of any matal shevings. Reiratall the plug and tighten
to 30 Nm (22 b-t).

» Inatwll e provided ubdcant idantification tag onta one of tha ear ade cover bolte during
cover Installation. BE SURE TO REINSTALL THE ORIGIMAL AXLE IDENTIFICATION TAG

A3 WELL,

CPR O 2004 FORD MOTOR COMPANY
OEARBOMN, MICHIGAN 2T




Ford Motar Company
Racalt Reimburagment Plan Tor 04516

Ford Motor Gompany has historically reimburaed custorners for expenaes o remedy & safely
recall defect or noncompliance that wars incurred before the customer was notified of the recal.
These reimbursemeants have been procassed through our dagler nalwork, because our dealers
arg in the best posifion to quickly end eifficiently selisly these requesiz. We wilf conlinue o
pravide this service o our customers. Howeavear, new federal legisiation now requires all motor
vehicle manufaciurers to astabiish processes through which customera may alfernatively sack
recall reimbursement directly from the manufacturer a5 welf as from the deslers.

Regarding the specific reimbursement plan for Racall # 04516, ownars who have paid for
service 10 remedy the defect or noncompliance must have hed that service perfarmed prior to
&84 (the “ending date” refarred to in the letfer below). Afler this dade, if repaira relaled to this
recall are parformed by a non-Ford repafr faclily in an emergency sifuation, customers must
submit eny refund requests ihvough their dealership. As required by this federal reguiation. Ford
Motor Company submitted the detads of its Genearal Recafl Relmbursamant Plan in a jofler {o the
National Highway Traffic Safely Adminigiration (NHTSA) in February 2003. The lfollowing Is the
loxt of that letler and the Plan:

Ganeral Racall Reimburssment Plan
(As submitted to the NHTSA)

Pursuant o the requirements set forth in 49 CFR Part 573 and Part 677 of the Code of Faderal
Ragulations, Ford Motor Company (Ford) Is submitting required infermation partaining to our
general reimbursemant plan for the cost of remedies paid for by vehicle owners before they are
nolified of a safety mecall.

As the agancy |s eware, prior to thie rule Ford has routinely reimbursad owners for the cost of
such pre-notification remedias. Our practice will continue under the new rule with a few minor
madifications. Set forth below s Ford's ganeral reimburseme it plan to mimburss owners and
purchasers for costs Incurred for remedies in advance of nolification of potentlal safely-related
defects or noncompliance pursuant to Part S73.6{c}{8X).

Relmburse t

Ford's notice to a vehicle owner In accordance with 49 CFR Part 677 will Indlcate that Ford |s
offering a refund if the owner pald to have service to remecy the defact or noncompliance prior
to an ending date. In accordanca with Part 573.13 (¢K2), this ending date wil be defined as 10
calandar days aftar the date on which Ford mailed the last of its Part 577 notifications to owners,
and will be indlcatad in the specific reimbureament plan available to owners for an individual
recall. This notice wiil diract awners to seek eligible reimbursement through authorized dealers
or, at thair option, directly through Ford at the following addraas:

Ford Motor Compary
P.O. Box 1904
Dearbom, Ml 48121

Ford notes that ihis rula allkows for the Identification of @ baginning date for reimbursement
ellgibliity. Under the rule, an ownar who pald to remedy the defect or noncompllance prior o the
identifiad bagnning date would not be eligible for reimbursament, Ford generally has not
establlshed such a begiring date for reimbursemant eligiblity and does not presently anticipate
changing this general pallcy; however, in any case where Ford determinas a baginning date is
appropriate, Ford wilk indicate that date in the owner notice.



Losts to Do Relmbursed

For vehiclas, resnbursament will not be lass than the lesser of:

« The amount paid by the owner for the remedy, or

+ The cost of parts for the nemedy (to be no mare than the manufacturer's list retadl price for
authorized parts), plus aasociated Iabor at local Iebor rates, miscellansous fess (such as
disposal of waseta) and taxes

For replacament aguipment, reimbursement will be the amount pald by the owner for the
raplacamant Bem {limited by tha amount of the reta!l list price of tha dafective or noncompllant
itern that was raplaced, plus taxes, whare the brand or modal purchased by the cwner was
different than the brand or model that waa the subject of the recall). if the item of motor vehicle
equipment was repalred, the relmbursemsnt provisions identifiad above for vehlcles will apply.

Ford notes that costs incurred by the owner within the parlod during which Ford's ariginal or
axtended warranty would have provided for a frae repalr of the problem will not be eligible for
raimbursement, as provided by Part 573.13 (d){1).

Ford will continue to use authorized dealers to reimburse owners undar the specific
reimbursemeant plans for a particular recall, and will encourage owners to pursus requests for
relmbursement directly through dealers to expedite reimburasment. Ford will alsa provide a
mailing addrass to which customars can, at thelr option, send requests for reimbursamant
directly to Ford, as previously noted. Requests for relmbursament sent dinsclty to Ford may take
up to 80 days to process. Whather tha owner chooses to pursua mimbursement requests
hrough a daaler or directly thraugh Ford, the owner will be directed to submit the required
decumentation, upon which reimbursement eligibifty will be determined.

Regulred Documentstion

Tha reimbursemeant determination will depand upon the information pravided by the customer.
Consistant with Part 573.13(d}{4) the following information must be submitied:

« Claimant nama and addrass

s Vehicle make, model and model year

« Vahicle Idantificaton numbaer {VIN) and, for raplacement aquipmant, a deacripilon of such
equipmeant or, for tiras, the model, aize and TIN (DOT coda)

» ldangirr?tiun of tha racall number (either the Ford recall numbar or the NHTSA recall
num

» |dentiflcation of tha owner of tha racalled vahicle at tha tima that tha pre-notification remady
was obtained

» A racaipt for the pra-nodification remedy that includes a breakdown of the armount for parts,
labar, other coats and taxes, including costs for the replacement itemn. Whers the recelpt
covers work other than o addrass the racall or noncompliance, Ford may require the
claimant to saparately ldantify costs that ara ellgible for reimbursament.

+ [f the ramedy was obtainad during the warranty period, documentation indicating that the
warranty was not honored or the warranty repalr did not cormect the problern related to the
recall,

Fallure to submit a4 of the above information may result in denia{ of tha relmbursement raquast.



Additional information
The Part 577 required owner notice will provide a tolHres {alephone number through which
specific infformation about the reimbursemant plan can ba requested from Ford.,

This genseral reimbursament Elan will bs incorporated into notifications pursuant to Part 573.6 by
raterence. Infarmaticn specific to an individual recall also may ba Incorparated Into the Part
573.6 notification.



Frank bL Ligon

Ford Mator Company
P. (1, Box D04

Dearborn, Michigan 48121
July 2004
Safety Recall 04516
Mr. John Sampla
123 Main Strast
Arvywhera, USA 12345

Your Vahicle Identification Number; 12345878901234587

This nobice is sent to you in accordance with the nequirements of the National Traffic and Motor Vehlcie
Safely Act.

Ford Motor Company has decided that a defect which relatas to motor vehicle safety exists in certaln
2003 Model Year Ford Crown Victoria Police/Commercial (Body codes PTO, P71, P72}, and Lincaln
Town Car vehicles sold ¥ flests (Body codea ME4 and MB1 ordared with FIN code).

We apologize for this situation and want to assure you hat, with your assistance., wea will comect this
condition. Cur commiimant, togethar with Ford and Lincaln Marcury dealers, is to provide you with the
highast lavel of service and support possible.

What |s the Issua? Due to significant differances in vehicle design and cuetomer ueage, tha
affected vehicles typlcally input higher loads into the vehicle chassls
during flsat usage, overloading the wheel bearings and axiss. This may
lead to early bearing failure and ultimatsty, axls shaft fracture. Inthe
event of axie shaft fractura, the vehicle would lose drive function and
wouid coast to a stop. [oss of drive function could lead to a vehicle
cragh.

What wlll Ford and Ford Motor Company and your dealsr will install rew rear axia shafts,
your dealer do? rear wheal bearings, and rear axia saals free of charge (parts and labor).
Wa urge you to return to your daaler for this servica.

Any vahicles in your fleat that were previously rapaired with axde repair kit
W 12-4A108-AA (intraduiced with Technical Service Bulletin #03-05-08)
do not require any fucther rapalr. Basad on our racords, praviously
repaired vahlcles hava not been Included in this program.

How long wiil it take?  The time neaded for this repeir is lesa than one-half day. However, due
io service secheduling requiremeants, your dealer may nesd your vehlcle
for a longer period of ime.

What ara wa asking To loccate a dealer, call 1-800-34FLEET. Representatives are avallable
yol to do? B:30AM to B:00PM Monday through Friday (Eastem Tima Zona).
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Have you pravicusly
pakd for this repalr?

Have you changad
your address or soid
the vlhhlg?

Can we assist you
further?

Ploase note: Federal law requires that any vehicle lessor recelving
this recall notice must forward a copy of this notice to the lasses
within ten days.

If you paid to remedy the issua addressed in this notice, you may be
eligible for a refund ofther through your dealer or directly from Ford Motor
Company.

To verify eligibliity and expediite reimbursement, give your paid original
receipt to your dealer. Refund raquasts, Including all required
documentation, may alac be malled to Ford at £.0. Bax 1804, Dearbom,
Michigan 42121, Rsfund requests malled to Ford may take up to 60 days
to process,

Detailed information regarding sligibillty for Ford's reimburssment
program and documertation requirements may be ocbtained by contaciing
the Ford Customear Relationship Canter at 1-866-438-7332. Owners who
have praviously paid for this repair are still eligible to have the recall
described in this lstter performed.

K you have, plaasa fill out the enclosed prepald pastcard and mall it to us
$0 we can update our records. If you have sold the vehicle, the
information you pravida on the posteard will be usad to notify the new
owner about thie racgll,

If you have difficuity getting your vehicle repalred promptly and without
chamge, plaass contact your dealership's Service Manager for agsigtance.

If you etil have concerns, pleass contact tha Fleat Cuatomer Informadion
Canter at 1-800-34-FLEET and ans of our reprasaniatives will be happy
1o agslet you. Representatives are avallable 8:30AM to 8:00PM Monday
through Friday {Eastern Tims Zons).

Or you may contact us through the intermet at wwy flest ford.com.

If you are still having difficulty getting your vehicia repaired in a
reasonable time or without charge, you may writa the Administrator,
National Highway Traffle Safety Adminisiration, 400 Seventh Streat B.
W.. Washingtan, D. C. 20580 or call the tall free Auto Safety Hotiine at 1-
85808-327-4238 or 1-800-424-9383,

Thank you for your attention to this impartant matter.

Sinceraly,

Tk, . Hepme

Frank M. Ligon
Director
Sarvice Englreering Operations
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