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àb�F$$U"G�b"cU ["d"JH�

e�.�.�����f���e���

ghiji�\ X� [HIk H"T�$J�l$k"dm"G�no�PQP#]�

p.��f���q�.�.�����f���e���

rih�Yjl�̂IXHX�\IUU�J$H�m"� [HIk H"T�%$G�HZIX�X"GkI["� [HI$J]��

.eqs�f����q�.�

t�gJUu�$\J"GX�\IHZ� %%"[H"T�k"ZI[U"X�HZ H�"vZImIH�HZ"�[$k"G"T�[$JTIHI$J�\IUU�m"�TIG"[H"T�H$�T" U"GX�
%$G�G"c IGX]�

t�_" U"GX� G"�H$�cGI$GIHIw"�G"c IGX�$%�[xXH$d"G�k"ZI[U"X�$k"G�G"c IGX�$%�J"\� JT�xX"T�k"ZI[U"�
IJk"JH$Gu]�

.�e�y�f����q�.�

t�_$�J$H�c"G%$Gd�HZIX�cG$!G d�xJU"XX�HZ"� %%"[H"T�k"ZI[U"�"vZImIHX�HZ"�[$k"G"T�[$JTIHI$J]�

���q��z{��s�s�|�.�qf�}�s�f����q�.�

WIHU"�mG JT"To�X Uk !"T�k"ZI[U"X� JT�k"ZI[U"X�\IHZ�[ J["UU"T�\ GG JHu�[$k"G !"� G"�"UI!ImU"�%$G�HZIX�
cG$!G d�xJU"XX�"dIXXI$J�[$k"G !"�IX�"vcUI[IHUu�[ J["UU"To� X�IJTI[ H"T�mu�$J"�$%�HZ"�%$UU$\IJ!�ghiji�
~ GG JHu�F J["UU HI$J�S"XX !"X�$JUu��

t�iFbh��̀ _��ljW���ĥ �̂~hbbhlWV�FhlF̀ ^̂ _̀���WgWĥ�jlF̂ �_jla�̀Sjiijgli�
t�ĥ �̂~hbbhlWV�FhlF̀ ^̂ _̀�jlF̂ �_jla�̀Sjiijgli��

e���{�{�p��s.�

t�r$GT�S$H$G�F$dc Ju�IX�$%%"GIJ!� �G"%xJT�%$G�$\J"GOc IT�G"c IGX�[$k"G"T�mu�HZIX�cG$!G d�I%�HZ"�
G"c IG�\ X�c"G%$Gd"T�m"%$G"�HZ"�T H"�$%�HZ"�g\J"G�l$HI%I[ HI$J�̂"HH"G]�WZIX�G"%xJT�$%%"G�"vcIG"X�
l$k"dm"G�&Qo�PQPP]��

t�_" U"GX� G"� UX$�cG"O ccG$k"T�H$�G"%xJT�$\J"GOc IT�"d"G!"J[u�G"c IGX�HZ H�\"G"�c"G%$Gd"T�
 \ u�%G$d� J� xHZ$GIw"T�X"GkI[IJ!�T" U"G� %H"G�HZ"�T H"�$%�HZ"�g\J"G�l$HI%I[ HI$J�̂"HH"G]�l$JO
[$k"G"T�G"c IGXo�$G�HZ$X"��xT!"T�mu�r$GT�H$�m"�"v["XXIk"o�\IUU�J$H�m"�G"IdmxGX"T]�

t�b"%xJTX�\IUU�$JUu�m"�cG$kIT"T�%$G�HZ"�[$XH� XX$[I H"T�\IHZ�̀ab�[$$U"G�G"cU ["d"JH]�
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!xIT"UIJ"X�%$G�T$UU G� d$xJHX]�b"JH UX�\IUU�$JUu�m"�G"IdmxGX"T�%$G�HZ"�T u�X��HZ"�k"ZI[U"�IX� H�HZ"�
T" U"GXZIc�%$G�c GH�G"cU ["d"JH]�������������������������������������������������������������������
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àb�F$$U"G�b"cU ["d"JH�

�ee���f��g�h�4��h�ig�jfh��������ekfh�4�h�.l��

mTTIHI$J U�G"c IGX�IT"JHI%I"T� X�J"["XX Gn�H$�[$dcU"H"�HZ"�opm�XZ$qUT�r"�d J !"T� X�%$UU$\Xs�

t�o$G�G"U H"T�T d !"� JT� [["XX�HId"�G"uqIG"d"JHXv�G"%"G�H$�HZ"�w GG JHn� JT��$UI[n�S Jq U�x�
p"[HI$J�y�x�o$GT�z�̂IJ[$UJ��G$!G d��$UI[I"X�{�a"J"G U�|J%$Gd HI$J�z�pc"[I U�FIG[qdXH J["X�
}~����������b"U H"T�_ d !"]�

t�o$G��"ZI[U"X�\IHZIJ�J"\��"ZI[U"�rqdc"GOH$Orqdc"G�\ GG JHn�[$�"G !"v�J$�pppF� ccG$� U�IX�
G"uqIG"Tv� UHZ$q!Z�G"U H"T�T d !"�dqXH�r"�$J� �X"c G H"�G"c IG�UIJ"�\IHZ�HZ"�b"U H"T�_ d !"�
G TI$�rqHH$J�[Z"[�"T]��

��o$GT��"ZI[U"X�x�&�n" GX�$G�&yvPPP�dIU"X�

t�o$G��"ZI[U"X�$qHXIT"�J"\��"ZI[U"�rqdc"GOH$Orqdc"G�\ GG JHn�[$�"G !"v�XqrdIH� J�mccG$� U�
b"uq"XH�H$�HZ"�pppF�w"r�F$JH [H�pIH"�cGI$G�H$�[$dcU"HIJ!�HZ"�G"c IG]�

�g���.�4h�4�h���f����e�.�j��..�f���

t��*),s�mUU�G"c IGX�%$G�HZIX�cG$!G d�XZ$qUT�r"�[U Id"T�qXIJ!�HZ"�[U Id�"JHGn�TIG"[HI$J�r"U$\�
G"! GTU"XX�I%�HZ"��"ZI[U"�IX�XHIUU�qJT"G�HZ"��"\�Y"ZI[U"�̂IdIH"T�w GG JHn]�

��p"G�I["�� GH�w GG JHn��p�w�� JT{$G�o$GT{̂IJ[$UJ�̂$n UHn��U JX��̀p���"UI!IrU"��"ZI[U"X�x�
FU Id�G"c IGX�H$�opm�#QSP&�I%��"ZI[U"�IX�XHIUU�\IHZIJ�HId"� JT�dIU" !"�UIdIHX]�

t���/0+��3)-�s�̀JH"G�[U IdX�qXIJ!�_" U"G�S J !"d"JH�pnXH"d��_Sp��$G��J"�w GG JHn�
p$UqHI$J���wp��$JUIJ"]��

��wZ"J�"JH"GIJ!�[U IdXs�

��FU Id�Hnc"�&Qs�oI"UT�p"G�I["�m[HI$J]�WZ"�opm�Jqdr"G��#QSP&��IX�HZ"�Xqr�[$T"]�

��FqXH$d"G�F$J["GJ�F$T"��FFF�s�̀#&�x�̀J!IJ"���"GZ" HX{b TI H$G�WG$qrU"X�

��F$JTIHI$J�F$T"��FF�s��#�x�_$"X��$H��c"G H"��G$c"GUn�

��F qX U�� GH��qdr"Gs�R��&&�x�̀ab�F$$U"G�

��� GH��q JHIHns�P�

��o$G� TTIHI$J U�[U IdX�cG"c G HI$J� JT�XqrdIXXI$J�IJ%$Gd HI$Jv�G"%"G�H$�HZ"�b"[ UU� JT�
FqXH$d"G�p HIX% [HI$J��G$!G d��Fp���b"c IGX�IJ�HZ"��wp��X"G�aqIT"]�

t�h,�/),��e/+/5,k���0)0*3/���/�*-�/3�k*-��/-)(s�SqXH�r"�[U Id"T� X�b"U H"T�_ d !"�$J� �
X"c G H"�G"c IG�UIJ"�%G$d�HZ"�opm�\IHZ�X d"�[U Id�Hnc"� JT�Xqr�[$T"� X�T"X[GIr"T�IJ�FU Id�
J̀HGn� r$�"]�

��4fh������FUI[��HZ"�b"U H"T�_ d !"�|JTI[ H$G�G TI$�rqHH$J]��

t�4-*�0(0*3�1*-�g*2/����f�)/03,��.'������|J[UqT"X��"J"HG HIJ!� JT�̂$[��̂qrGI[ JH���̂OQ�v�
�I!Z�W"dc"G HqG"��I[�"U�mJHIOp"I�"�̂qrGI[ JH���̂O#�v�S$H$G[G %H��V"UU$\�F$J["JHG H"T�
mJHI%G""�"{F$$U JH��YFOQ&a��$G�S$H$G[G %H��V"UU$\��G"TIUqH"T�mJHI%G""�"{F$$U JH��YFOQ&_̂ O
a�v��w�P�_I"X"U�S$H$G��IU� JT�$J"�Q{�OIJ[Z�H$��{�OIJ[Z��y�dd�H$�Qy�dd��TI d"H"G�
F$J�"JHI$J U��w$Gd��FU dc]��

���G$!G d�F$T"s�67�89�

��SIX[�̀ c"JX"s��W�̀ b�

��md$qJHs�m[Hq U�[$XH�qc�H$�¡y]PP�I%�mJHI%G""�"{F$$U JH�IX�J$H�G"uqIG"T]�m[Hq U�[$XH�qc�H$�
¡&P]PP�I%�mJHI%G""�"{F$$U JH�IX�G"uqIG"T]�
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àb�E$$U"F�b"cU ["d"IG�

e�f+2(.g'h�i$F�F"IG U�j"ZH[U"�[U HdHI!k�%$UU$\�̀lG"IT"T�m"FjH["��U I�ǹm�o�!pHT"UHI"X�%$F�T$UU F�
 d$pIGX]�̀IG"F�GZ"�G$G U� d$pIG�$%�GZ"�F"IG U�"lc"IX"�pIT"F�SHX["UU I"$pX�̀lc"IX"�[$T"�
b̀ qWr̂]�

e�f+0&2s'h�mptdHG�F"%pITX�$I� �X"c F G"�F"c HF�UHI"]��

� � N��F$!F d�E$T"u�OQSP#�� ������������N�SHX[]�̀lc"IX"u�r_Svq�

� � N�SHX[]�̀lc"IX"u�b̀ iwq_�� N�SHX[]�̀lc"IX"u�P]O�xFX]��

��SpUGHcU"�F"%pITX�XZ$pUT�t"�XptdHGG"T�$I�$I"�F"c HF�UHI"� IT�GZ"�HIj$H["�T"G HUX�%$F�" [Z�
F"c HF�XZ$pUT�t"�T"G HU"T�HI�GZ"�[$dd"IGX�X"[GH$I�$%�GZ"�[U Hd]�
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àb�F$$T"G�b"cT Z"d"JH�

e�fgh��eegi����.�

j,(2-0k)0*3� e/l*-�gk,-/)0*3� e/l*-��0+,�

_I !J$W"�̀ab�Z$$T"G�mWIJ!�cmnTIWY"S�SI !J$WHIZW�IJ�opR�
 JS��Fq̀_�r�IJZTmS"W�SGIs"�IJqSGIs"�$mHt�"HZ]�

uvW"�IJ�Z$dnIJ HI$J�[IHY�&#RP\F�$JTwx�
RV&#RP\y�

zZHm T�HId"�mc�
H$�#]{�|$mGW}�

b"cT Z"�̀ab�Z$$T"G� &#RP\F� {]Q�|$mGW�

}�_" T"GW� G"� mHY$GI~"S�H$�ZT Id�mc�H$�#]{�Y$mGW� ZHm T�HId"�[IHY$mH�Z$JH ZHIJ!�HY"�pppF�o"n�
F$JH ZH�pIH"�%$G� ccG$s T]��$TT$[�HY"�zZHm T�VId"�vW !"�amIS"TIJ"W� JS�p"GsIZ"�R J !"d"JH�
b"Wc$JWInITIHI"W� W�IS"JHI%I"S�IJ�HY"�o GG JHw� JS��$TIZw�R Jm T]�FT IdW�%$G� SSIHI$J T�c GHW� JSq$G�
T n$G�$s"G�#]{�Y$mGW�WY$mTS�n"�WmndIHH"S�H$�HY"�pppF� W� �b"T H"S�_ d !"�Z$JH ZH]��%�Z$JH ZHIJ!�
pppFt�cT" W"�cG$sIS"�HY"�Z$dcT"H"�H"ZY�S"H ITW� JS�HId"�WH dcW�H$�Wmcc$GH�HY"�G"�m"WH�%$G�HY"�
 SSIHI$J T�HId"]������

4�h�.�h����h�����.���ghj�h�������gh����g��

4/-)��'+l,-�� j,(2-0k)0*3�
g-�,-�
�'/3)0)��

��/0+�
�'/3)0)��

F���OQv�\\O_� àb�F$$T"G� #� #�
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y�&�OQ̀���Oz� àb�X Ts"�a W�"H� #� #�

�F#�OQ̀���Oz� RI�"G�Vmn"�a W�"H� #� #�

yy\�O�F�{\Oz� VYG$HHT"�y$Sw�a W�"H� #� #�
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Ford Motor Company 
Ford Customer Service Division 
P. O. Box 1904 
Dearborn, Michigan 48121 

 
Customer Satisfaction Program 21M03 
 
Mr. John Sample 
123 Main Street 
Anywhere, USA 12345 

November 2021 
Your Vehicle Identification Number (VIN): 12345678901234567 
 
At Ford Motor Company, we are committed not only to building high quality, dependable products, but 
also to building a community of happy, satisfied customers. To demonstrate that commitment, we are 
providing a no-charge Customer Satisfaction Program for your vehicle with the VIN shown above.  
 
Why are you 
receiving this notice? 

Although your vehicle’s Exhaust Gas Recirculation (EGR) cooler is likely 
functioning fine, we are pleased to let you know that Ford Motor Company is 
extending the warranty coverage on the EGR cooler.  

  
What is the effect? 

 
 
 

  
 Service Engine Soon 

If the EGR cooler fails, the “Service Engine Soon” warning indicator will 
illuminate (shown on the left) and in some cases, the engine may go into a 
reduced power operating mode. 
This program increases the EGR cooler warranty coverage to a total of 11 
years or 120,000 miles from the warranty start date, whichever occurs first. 
If your vehicle has already exceeded either time or mileage limits listed 
above, this extended warranty coverage will last through May 31, 2022. 
Coverage is automatically transferred to subsequent owners. 

  
What will Ford and 
your dealer do? 

If your vehicle's EGR cooler requires replacement and your vehicle is within 
the indicated time/mileage limitations, Ford Motor Company has authorized 
your dealer to replace the EGR cooler free of charge (parts and labor).  

  
How long will it take?   If the EGR cooler requires replacement, the time needed for this repair is 

approximately one day. However, due to service scheduling requirements, 
your dealer may need your vehicle for a longer period of time. Additional 
time may be required to allow the engine to cool and perform necessary 
diagnostic procedures prior to performing this repair. 

  
What should you do? 
 
 
 

You do not need to return to your dealer for this repair unless your vehicle 
exhibits any of the following conditions: malfunction indicator light (MIL) 
illumination, reduced power, engine overheating, white smoke from the 
exhaust, and/or coolant level low without an exterior leak. Please keep this 
letter as a reminder of the extended warranty coverage for your EGR cooler.  
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What should you do? 
(continued) 
 

 
If the EGR cooler requires replacement, and your vehicle is within the 
indicated time/mileage limitations, contact your dealer to schedule a service 
appointment. Provide the dealer with the VIN of your vehicle to schedule a 
service appointment for Customer Satisfaction Program 21M03. The VIN is 
printed near your name at the beginning of this letter. Your dealer will 
replace the part at no charge. 
If you do not already have a servicing dealer, you can access 
owner.ford.com for dealer addresses, maps, and driving instructions. 
NOTE: You can receive information about Recalls and Customer 
Satisfaction Programs through our FordPass App. The app can be 
downloaded through the App Store or Google Play. In addition there are 
other features such as reserving and paying for parking in certain locations 
and controlling certain functions on your vehicle (lock or unlock doors, 
remote start) if it is equipped to allow control.  

  
COVID-19 
(CORONAVIRUS) 

Ford dealerships have implemented enhanced protocols to ensure both 
your safety and the safety of dealership employees. This includes specific 
procedures for cleaning and disinfecting customer vehicles before and after 
each vehicle is serviced. In most places, vehicle service has been deemed 
a critical service. Please contact your local dealer to confirm current service 
hours. For more information on how Ford and your local dealer are working 
hard to keep you on the road during these challenging times, please visit 
owner.ford.com. 

  
Do you need a rental 
vehicle? 

If your dealer determines that the EGR cooler replacement is required and 
needs your vehicle overnight, your dealer is authorized to provide a rental 
vehicle for your personal transportation at no charge (except for fuel, 
insurance, and tax) while your vehicle is at the dealership for repairs. Please 
see your dealer for guidelines and limitations. 

  
Have you previously 
paid for this repair? 

If you paid to have this service done before the date of this letter, you may 
be eligible for a refund. Refunds will only be provided for service related to 
repair description. To verify eligibility and expedite reimbursement, give your 
paid original receipt to your dealer before November 30, 2022. To avoid 
delays, do not send receipts to Ford Motor Company.  

  
What if you no longer 
own this vehicle? 

If you no longer own this vehicle, and have an address for the current 
owner, please forward this letter to the new owner. You received this notice 
because our records indicate that you are the current owner.  

  
Can we assist you 
further? 
 
 
 
 

If you have difficulties getting your vehicle repaired promptly and without 
charge, please contact your dealership's Service Manager for assistance. 
RETAIL OWNERS: If you have questions or concerns, please contact our 
Ford Customer Relationship Center at 1-866-436-7332 and one of our 
representatives will be happy to assist you. If you wish to contact us through 
the Internet, our address is: owner.ford.com.  

http://www.owner.ford.com/
http://www.owner.ford.com/
http://www.owner.ford.com/
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Can we assist you 
further? (continued) 
 

For the hearing impaired call 1-800-232-5952 (TDD). Representatives are 
available Monday through Friday: 8:00AM - 8:00PM (Eastern Time). 
FLEET OWNERS: If you have questions or concerns, please contact our 
Fleet Customer Information Center at 1-800-34-FLEET, choose Option 
#3, and one of our representatives will be happy to assist you. If you wish to 
contact us through the Internet, our address is: fleet.ford.com. 
Representatives are available Monday through Friday: 8:00AM - 8:00PM 
(Eastern Time). 
MOTORHOME OWNERS: If you have questions or concerns, please 
contact our Motorhome Customer Assistance Center toll free at 
1-866-906-9811. Representatives are available 24 hours a day. 

As part of the Ford community, we appreciate your attention to this important matter and your 
continued loyalty. 

      Ford Customer Service Division 
 

http://www.fleet.ford.com/
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