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QUALITY LEADERSHIP
MESSAGE

PRINCIPLE 9:
“THE CUSTOMER IS OUR
SHARED CONCERN”

Over the past few years, our customers’ perception of Bill Ellis Erhan Yengulalp
our quality has been based on issues associated with UAW Executive Program FORD Director
older models and customer inconveniencing; Director & Co-Chair National Distribution Logistics

Quality Committee Americas-Dubai

+ Multiple years of leadership in recalls . >
+ Legacy Powertrain durability issues 1ts attical that we ALL understand our
+20-21 MY Launch instability customers’ requirerments/concemns and how
+ Poor 3rd Party Rankings (e.g., Consumer Report, we indlvidually can impact them.

i'D' . Ot""et’) rurbeat of neaative headl QLI Principle #7 states that we MUST
+ A constan Drum eat 0 fnegaf ive headlines have Effective Quality Leadership at
+ Customer Disruption from frequent service visits ALL Levels, Ichange. we dhange and

and long repair times
g repair t only then will Quality change ... all levels of

the organization must walkk the talk.”

Our current reality tells a new and different story:
+ >75% of customers impacted by recalls are from older model year vehicles

« For the first time in 16 years, Ford is the gold standard for new vehicle quality in the U.S.,
ranked No. 1 for New-Vehicle Quality among mainstream brands in the J.D. Power 2026 U.S. Initial
Quality Study . . . surpassing the industry’s traditional quality leaders

0 Three of our most iconic vehicles topped their segments: the Mustang, the F-150, and the
F-Series Super Duty . . . seven of Ford’s ten tested models placed in their ssgment’s top three

+ Industry Leading Launch Stability . . . launching better quality than the outgoing counterparts

« In process of developing "Bulletproof" Powertrains that lead the industry for reliability

To Be the Industry Leader in Quality, We Must Continue to Deliver:

Zero Defects (Errors and Denials) ¢ Showroom Ready products for dealers
Consistent, High Quality Services ¢ Fast Resolution of dealer quality concerns

Network Error Rate Performance to

Qbiscue By focusing on the Sources of our quality issues

‘:.4:.> —g—o I o Denial Rate Performance tolly (depot controllables), we WILL deliver to the
H_‘\‘\‘\'/. customer . . . “PRECISION in every touch:
) ZERO GAPS...ZERO NOISE... ZERO DEFECTS"
¢ Process Adherence and Quality Focus
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—e—Ford == Objective

2025 YE JAN-26 FEB-26 MAR-26 APR-26 MAY-26 JUN-26 ’ Process Stability = focus on DDS .(shamges)
P e to reduce errors and stockkeeping errors to
) Sl reduce denials

QuALITY HOTLINE NOTE:
CALL TOLL FREE AT The Quality Hotline should only be used if you are not satisfied with the
1-866-723-3937 DOCUMENTED results on the Quality Concemn Resolution Process Form

"CHASE PERFECTION. .. DRIVE CONTINUOUS IMPROVEMENT . .. GET BETTER EVERY SINGLE DAY”
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