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Executive Summary

FACING RESTRICTED access to the software tools needed to fix their tractors,* farmers across
the country have joined the years-long campaign for Right to Repair.? Such reforms would
guarantee farmers and independent mechanics comprehensive access to all of the materials
needed to fix modern agricultural equipment—including parts, documentation and physical
and software tools—at a fair and reasonable price.” In doing so, Right to Repair would restore
repair choice for U.S. food producers, saving them an estimated $4.2 billion per year in avoided
downtime and repair costs.*

As public pressure mounted and Right to Repair legislation was considered in Congress and
waves of states, the American Farm Bureau Federation and tractor-makers such as John Deere
issued Memoranda of Understanding? (MOUs) that purported to address the issue.

These agreements, however, fail to fully fix the problem of agricultural repair restrictions.” These
agreements do not provide farmers who face repair restrictions with opportunity for legal
recourse and allow manufacturers to walk away from the agreements with as little as 15 days’
notice.”

Most notably, the repair materials promised in the MOUs are not comprehensive. U.S. PIRG
Education Fund’s comparison of the software tools* provided to farmers to those provided to
Deere-affiliated dealerships found that the publicly-available tool withholds, redacts or
obfuscates functions and information required to independently complete many repairs. As
such, industry agreements do not provide farmers with full fixing freedom.

One month after Deere’s MOU went into effect, U.S. PIRG Education Fund and other repair
advocates compared Customer Service ADVISOR (SA) with the version provided to
dealer-affiliated technicians. To the extent that we were able to review features of the two
versions, we found that the customer tool lacks key functionalities related to:

1. Diagnosis. Basic information needed to identify problems with equipment that is readily
provided by the dealer tool is either withheld or difficult to find for independent fixers.

2. Troubleshooting. Dealer-level SA provides links to step-by-step troubleshooting guides
and information on the primary Diagnostics screen that are not present in the Customer
SA tool. Additionally, databases such as Dealer Technician Assistance Center (DTAC)
that contain troubleshooting and repair information on manufacturing defects are not
included in the materials promised by the MOUs.!“

3. Repair Authorization. Many parts must be electronically paired to modern tractors,
much in the way that the installation of a driver is necessary to allow a computer to
communicate with a printer. Deere calls these drivers “payload files” and they can only
be installed or “reprogrammed” through dealer-level SA.



Any “solution” that fails to allow a farmer or independent mechanic to fully diagnose,
troubleshoot and electronically authorize mechanical repairs falls short of a true Right to Repair
tix. For this reason, along with the other problems of the MOUs listed above, lawmakers and
other stakeholders who are being told that existing voluntary agreements are sufficient should
examine our findings to improve their understanding of why the MOUs have not altered
farmers' desire for enforceable legislation.



Dealer tools provide more diagnostic
information and capabilities than farmer
tools

U.S. PIRG EDUCATION FUND and other repair advocates compared the capabilities of
Customer Service Advisor (SA) with dealer-level SA in February. John Deere’s repair
Memorandum of Understanding (MOU) went into effect the month prior, meaning that any
updates to Customer SA to provide farmers the full right to repair their tractors should have

been put in place.

Our analysis found clear differences in functionality between the capabilities of Customer and
dealer-level SA.* These differences mean farmers do not have a full right to independently

repair their equipment.

Basic diagnostic information is redacted from Customer Service
ADVISOR

THE FIRST WAY in which the tool available to farmers and independent mechanics was inferior

to dealer-level SA was that diagnostic information was redacted from Customer SA.

One such example was for problems related to the Engine Control Unit (ECU). The below
screens show the list of error codes that the tractor previously triggered. Of note is the
ECU-related code, which was related to an issue with the Diesel Emissions Fluid (DEF) system.
Dealer-level SA includes a basic explanation of the ECU-related code: that the DEF tank fluid
level signal is slightly low.
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a JOHN DEERE  [s155m o v L S & =
« Diagnostics ces™m D2 Al
Readings  Controllers  Observed Symptoms  Tests  Calibrations  Tools  Reference Data
Code + Name Controller Status Count
Bl 02396.05 0 BLC_002396.05 BLC Stored 57
Bl 5@ BLC_002398 BLC Stored 112
v 61.17 @ DEF Tank Fluid Level Signal Slightly Low ECU - Engine Control Unit (Level 33) Stored 2
RPT 524252.17 0 Rear PTO Solenoid Valve, Open Circuit RPT Stored 1

DEALER-LEVEL SERVICE ADVISOR

When accessing the same screen through Customer SA, that basic description is redacted.

€) JoHnDeERE [ 0 ¥ ONEEEEEEEEENNNNN. 7 =
+
L o Diagnostics - 0 3 .'g 3 ﬂ ll °
Codes Readings Controflers Otserved Symptoms Tests Calibramons Procedures Tooks
Code + Name Controller Status Count
BLC 002396.05 BLC_002396.05 BLC Stored 57
BLC D02398,05 BLC_0O BLC Stored 112
v ECUDD1761.17 ECU - Engine Control Unit (Level 33) Stored 2
RPT 524252.17 Rear FTU Sohe e e RPT Stored 1

CUSTOMER SERVICE ADVISOR

Are you working on a jab? Click here to assocete o Work Order and job 1D to track your diagnoses work b 4 &

The fact that the DEF tank fluid level signal is low is information that the owner of the

equipment would like to know. If the DEF tank runs too low, the tractor can be put into limp



mode, certain cases of which can require a farmer to wait for a dealer technician to address
before the tractor can be put back into use. That can cause a delay of hours to weeks, which can

cost a farmer their crop.”

Maryland farmer Kevin Anderson ran into this exact problem in 2021. “I had a nephew
operating one of my tractors, and he ran it out of the diesel exhaust fluid,” he explained during
a Maryland PIRG webinar.” “The tractor stopped in the field, like it was supposed to, and
derated the horsepower and alerted him that he had run out of fluid.” Anderson says his
nephew filled it back up with fluid, but he needed access to the dealer software to ‘clear the
code’ before the tractor would start again.**

Anderson had to haul his tractor on a trailer to his dealership so a mechanic could use their
software tool to reset the tractor. Hauling alone cost him $500, and the whole process left him

without use of his tractor for two to three days.

If Anderson’s nephew was given the same information as the dealer, he could have refilled the
tank before the tractor derated and avoided the delay and additional costs. Downtime from
repair restrictions could be avoided with a true right to repair, saving U.S. farmers an estimated

$3 billion per year in the process.'

Farmers have to dig for deeper diagnostic information.

Dealer’s don't.
IN ADDITION TO REDACTING basic information from the main diagnostic screen, dealer-level
SA includes links to the appropriate section of the electronic manual, which includes further

diagnostic and troubleshooting information.
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a JOHN DEERE  [si55m 0| v L SE— & =
« Diagnostics ces™m D2 Al
G Tests  Calibrations  Tools  Reference Data
Name Controller Status Count

Bl 2396.05 0 BLC_002396.05 BLC Stored 57

Bl ) BLC_002398.05 BLC Stored 112
vl ECU001761.17 B DEF Tank Fluid Level Signal Slightly Low ECU - Engine Control Unit (Level 33) Stored 2

RPT 524252.17 0 Rear PTO Solenoid Valve, Open Circuit RPT Stored 1

DEALER-LEVEL SERVICE ADVISOR

Diagnostics: Connected

As you can see above, the error codes are clickable links that direct you to the appropriate

section of the electronic manual.

s = Service ADVISOR™

JOHN DEERE  [s155m 8| v L EEE—— & =
« Diagnostics coezsm 95 Al
Readings. Controllers Observed Symptoms. Tests Calitor ations. Tools Reference Data
Code + Name Controller Status Count
Bl 2396.050 BLC_002396.05 BLC Stored 57
BLC_0023%8.05 BLC Stored 112
v DEF Tank Fluid Level Signal Slightly Low ECU - Engine Control Unit (Level 33) Stored 2
Rear PTO Solenoid Valve, Open Circuit RPT Stored 1

DEALER-LEVEL SERVICE ADVISOR

Dlagnostics: Connected
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2 hetps desre com ~ @G  Seach P -

;_‘-}Cnﬂu:ﬁvi:lm' 2 BLC DO2IV6.05 - Inner Workli_. =

) JornDeere | Qb e— & =
Manuals - tm410619 - Tractors 6110M - 6195M (MY18-19) Diagnostics -: (Worldwide Edition) == .4 O Al
- ™ N —

4|» | BLC002396.05 - Inner Worklights on Front of Roof, Current Too Low

Foreword ~ The diagnostic trouble code is generated if the control software detects that the current at the output to the inner worklights on
information on Serial Numbers and Content front of roof is
Model Year 2019 (MY19) - Information on 5S¢
Model Year 2018 (MY18) - Information on S¢
210 - General Information

211 - Diagnostic Trouble Codes

212 - Observable Symptoms and System Dia,
220 - Engine

230 - Fuel, Air Intake, and Cooling Systems
239 - Fuel, Air Intake, and Cooling Systems -
240 - Electrical System

245 - Electronic Control Units

249 - Electrical Connectors, Wiring Hamesse:
2504 - Drivetrain (without Transmission) LX18600,0001962-19- 20120816
2o0c - Ponmaued™ Trammisen. DEALER-LEVEL SERVICE ADVISOR
250€ - PowrReverser™ Transmission

250G - CommandQuad™ Transmission (€Q)
259 - =G
7604 - Steering

Limited or no function of the inner worklights on front of roof.
Launch  Expand List

1 Check the diagnostic trouble code

2 Check the circuit

BLC 002396.06 - Inner Worklights on Front of Roof, Current Too High

> BLC 002398.03 - Outer Worklights on Front of Roof, External Voltage

[ Diagnostics: Connected |

Where the main diagnostic screen did not provide any information on what the error code
represented —the “Name” column simply repeats the error code —this screen explains that the
problem is that the inner worklights on the front of the roof are not functioning properly. This
screen also includes troubleshooting steps, which we will dive further into later.

The main diagnostic screen of Customer SA does not include links to the related section of the

electronic manual.

11



) JoHnDeERE  [oin O] A

Codes Readings Dsery 3 Calibramons  Procedures Tools  Relerence Data

BLC 00239605 BLC_002396.05 BLC Stored

BLC 002398.05 BLC_D02398.05 BLC Stored

ECU DO1761.17 ECU - Engine Control Unit (Level 33) Stored

RPT 524252.17 Rear PTO Solenoid Valve, Open Circuit RPT Stored

CUSTOMER SERVICE ADVISOR

Are you working an a job? Click here to assocote a Work Order and Job 1D to track your diagnostcs work b 4 &

As a result, farmers are forced to leave this screen and search through the electronic manual to

find the related error code.

Finding this information in Customer SA requires searching. There are a number of hang ups
that could happen in the process; different models of equipment sometimes use the same error
code to describe slightly different mechanical problems, and provide different troubleshooting
steps accordingly. That could lead a farmer to mistakenly access the wrong manual, potentially
incorrectly troubleshoot the problem and/or increasing the amount of time required to make a

repair.
A look at the ECU stored code shows why this could be important. A search for the code in

question (ECU 001761.17) gives you three different options, all with the same code number and

description.

12
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ECUFPOLIBE.AT - CEF lark Fumdlave Modenisy wow CEF lark fud e Seics IO gercent

QOI7ELIY - DEF Tank FuidLevel Sgnal Sig 1.

QO 76117 - DEF Tank Fuid, = Sgnal Sighsly Low The DEF i Ntdurach Tud mes 4 Omer T
L2 pereerl. Cagnastx Procedury Iroutinhooting eousrce. Q0L L0Y 00T Mol 04 SREML LY Whan DT
Thyal bewed 5Ervie 1gaal i beading & waial el Sgra 10 The BEU padd e s o5, st Togen [0

BCLP 533851 1 - ICU Srandow
efors Bar BOU shuldaws. IMPO ™
by disconnecring The hariery, Diagrasscs Reacrion of the conmol wafnacs
maintains

ECL) Q0062312 - BOW EEFRIONMIE Tier T

BCL D069 17 - PEY EEPACAErmar [Tesr 1) The EOU deterrs 5o imemul probism, [hagrosrion Sssmion

=t Cime CUSTOMER SERVICE ADVISOR
BCLP O006ES. 13 - BXU Boet SactorErrer [Tiar 2] Tow BOU deticts i infermal semery prodism

t [ECL

Egize Cantral Lnis [JCU| — Reprogramming Curssns BCL SO x ezt
e EEU reewchs 1o bw reprogrammed meth B cormect seffiegs for St cormponent. Thes o done By
dusarinaging | 7 Sebect “Reprogramening Curren BUHE [Sevee Programemang] ety B0 s
numer snd BOU sarial rusbar

ECL) 0058 07 - BEW E M age [Tier 2) B

O OO0158. 17 - BCU rror Ko Nokage (T 2] The BOU b snabls to compists proper pows: down
prisedures sl debniNeg Thal igraen o OFF Ten Sagroeed ol dode o e abed f o B

The third link is the page that has the same information that is linked from the dealer-SA
diagnostic screen. It is not unreasonable to imagine that the additional searching for the

appropriate information could lead to more than an hour of wasted time—and considerable

confusion—in the course of diagnosis.
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E JoHN DEERE [--»Wl!l:-'. I Mo Bgiches ﬂl - u BAESMA - Triacton - b L) (BOEAL FT4Saga V] " -

* Manuals - tmd 10619 - 6110M - IE.JEI-E-M Trattnrs :MYIE -19] D:agnmﬂcs '{Wurldwlde Edition) == a4 O Al
Farsward o DEF bank fluid kevel helow 10 perrent
Intermation on Sarisl Mumban and Content s
o] Naar DI19 [PAYLE) - infersiation gn 50 For diagnostic procedure, see the relevent CTh for diesel engres:
Mol Vear PO1E (MYLE) « Infersation o 5a = 00017617

ZAD0 - Ganersl lnformaTian
211 - Disgravtic Troubls Coden

212 Obnarvsble Symproms snd Synem Disg itk
230+ Engine Companent fead members and comnschor lapaut & Hs manuol are differeat from the infarmatian given in the CTAL
230 - Fawd, Mir Isnasa, sad Coabng Syanes For ding ics, e e component and oo infovmalion proaded under rochor-relmted iaformation.

209 - Fusl, Air Inkaks, snd Coaling Systams -1
240 - Elscirical Syminm

T ’ :
45 . Elactrosie Corirel Units ractor-refated infomation:

TAB - Eherrical Caneasmens, Wirlng Hemesss = [Fowr defails of location and indormabian on components, see B2506 - OEF Module, Component Information [ n Section 249,
2504 - Drbaw Tenin [mithaut Traramision) & Fowr a summary of the cineut |layout of leads), see:
a0c - s T & SOFA - Aftertreatment System, Diagnostic Schematic (D | Section 240,
2508 - Poverfleveriar™ - Tnnembalen .
250 . CommandCissd™ Trarsrissios |£01] * For a summary of wiring harnesses, see Summary of Wiring Hamesses, Summary of References B |, Section 249,
58 - -G

13- 10162005
b CUSTOMER SERVICE ADVISOR™
608 - Brakay

289 . Ywering and Brabe - Composast infan

tion from PTA Cont ware v x

Thit dirssce b shadidid v epdate weekly bt was st apdaned 33 days sgs Please conser 1o The Imeimen snd sllw The updaoe 1 complen: x |

Sarwion AOWISOR™ pafrwae s spdine & saallible. To proossd, clck heve 1o go ro GHfine Devios Managerssar 1S dige remaining! x

Clicking the first link brings you to a separate page that provides minimal information.

ﬂ JoHmM DEERE |--n..rl:|m W [ep—- 1. a. 1558 Tratoes . G LD (S06EU FT4SLage V) [ |
“ Manuals - ctm 120019 - 6068 Diesel Engme — Level 33 ECU -: [Worldwide Edition) ==.4A4 2 AN
s N = Location Dessr L - -

]

Idarsfication Viewy—lcha Deers 5.8 L DENW D NOTE:

Rulated Waruah The hadreis duyaem aetviledl 598 o & Nyl bt Db Sosfeld OF M RaTR#SS. COMMWTTON ANT ke (e
Traéning infermation O] Fidy AaD Sl LY S g ainard

Dwhniman of Tarm

Trademarka

DT —

07 - Rapair and Adjuttmants .

01 - Theory af Oparssan -

0 - DHagneabic RGIAA] 8L [ngee rsrrsas Opeen Coce BIDW- [egee Ricweees [TL Smphs Turbasfampsr

05 - Taols sad Orhar Manerials .
(]

== == -

RE24A15 LM Engyre Harmeas Dpnon Code BAEC Seemone Mowened BOU, Sephe Turtortanpss

[:I 2 CUSTOMER SERVICE ADVISOR

BGTIAOA- LB Engome Harmees Opton Coche BSE- (mpre Mousies |01 Serem Toriochanger

Tha device 3 1cheduled 1o updie seekly Bl wan ok updated 23 dey age. % b Fap gt i Sy . x I

Saimrabiie ALMISOA™ sodkrassie it 4 saadahile To pradid chob beed 10 g ra OPFice Dereds Masagisesn |1 dows cespeng’ x

The second link brings a list of wire splice location diagrams, which would provide little help without
knowledge of what the problem is.
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JoHM DEERE 08 OLTRLAT Momtaictes G R ) 62550 Trasiors - 600 L0 606U FT4/Shage V) " =

L Manuals - ctm120019 - G068 Diesel Engine — Level 33 ECU - (Worldwide Edition) == .48 S Ml
| -

4|* [ DO1761.17 - DEF Tank Fluild Level Signal Slightly Low

Farmaard The DEF tank measurabie fluid level is iower than 10 percent.
Idartifcation Virwa—fahn Deers 4.8 1 DR Di
Ailared Mamals
Trawiag lalaimratien Diagnostic Procedure
Efinition of Terma Troubleshooting Sequence:
:rhT:lum.m DOLT6L D
03 « Rapab avad Sdjestrmame SO1761.04
13- Thasary of Oigaeation oan1r.ey
04 - Diagnoaiice O03517.03
05 - Tooh and Other Mstarisly Wi?ﬁt.l?
0 - Spacilic 3
o When DTC is Displayed: CUSTOMER SERVICE ADVISOR

‘When the ignition is ON, and the fault is active.

Corad itons for Setting This DTC:

Thie DEF tank fluld leval sensor dgnal is sendirg a valld leved signal 1o the ECU ared e lewil & loss tham 10 percent of the measusable
tank volume

Conditions for Clearing This BTC:

Thia DEF tank fluid keval sansor signal is sending a valid leved signal to the ECU ared the level is greatsr than 10 parcent of the
measurable Tark valums.

- DEF Tank Fluid Level Signal Moderately Low

Thit dirssce b shadidid v epdate weekly bt was st apdaned 33 days sgh Please conser 1o The Imeimen snd sllw The updaoe 1 complen: » I

Berwica ADAWISOIR™ pafram s epdate @ seallable. To procsed, cick hers 1o go o Offine Davios Managerseat. U8 dugs remalring! x

The third link finally takes you to the page with the full troubleshooting sequence and the appropriate
wiring diagram. Dealers can access this page with one click, while farmers have to search through

numerous other pages, without assurance that the page that they reached is the right one.

Having the right tool for the job can save a lot of time. If you have to unscrew something, you
might be able to do so using a coin—but having the appropriate screwdriver makes the job a

whole lot easier.

In cases where Customer SA lacks direct links to the appropriate information, farmers are left
using the equivalent of the coin to remove the metaphorical screw. In cases where information is
redacted, not even a dime will do. Whatever the logic behind these differences, it is clear that
dealer-level SA is the best tool for the job, and the publicly-available version promised by
Deere’s MOU is not.
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Farmers using Customer Service
ADVISOR cannot access necessary
diagnostic information

After Deere puts a new product line on the market, unforeseen problems emerge. Dealers that
encounter such a problem will submit them to Deere’s Dealer Technical Assistance Center, or
DTAC, which is a central group of engineers that develop “solutions” to the problem. These
DTAC solutions are maintained in the DTAC system, which is a database that John Deere does

not make available to farmers.”

° 2 hetps desre com ~ @G  Seach P -
2 Codes - Service ADVISOR™ 2 Download Tractor-Specific Soft_. .2 Procedure in the Event of Pro
a JOHN DEERE | | Q o Service ADVISOR AG - Readings - Implement & =
« Manuals - tm410619 - Tractors 6110M - 6195M (MY18-19) Diagnostics -: (Worldwide Edition) ==.A OO Al
4|» ' Procedure in the Event of Problems with Interactive Calibrations [] =
0 - Electrical System 3. Check installation of computer:
5 - Electronic Control Units - ! -
05 - Electronic € Units - u sion 1. Check whether current Service ADVISOR™ data are loaded onto the
108. Control Units - Tests and C computer. If necessary, load the current data.
Electronic Cantral Units - Tests and C: y of Ret 2. Check whether a Service ADVISOR™ update is available. Open the
Help Service ADVISOR™ menu and activate Search for Most Recent

Procedure in the Event of Problems with Interactive Tests

General - Interactive Test, Control Unit Information and Input Addresses
AIC - Interactive Calibration, Hitch Control Potentiometers

CCU - interactive Calibration, Rear Tire [SRi) Exchange

DOl - Interactive Calibration, Calibration of Brake Pedal Sensors 5.
ECU - Interactive Calibrations. solution 82982.
ECU - Interactive Tests

EIC - Interactive Test, Engine Power Test

Service AD! 2
4. Search the DTAC system for
calibration.

or more information, see DTAC

1X12234,0000016-19-201 20829

HCC - Interactive Calibration, Calibration of Hitch

PTQ. - Interactive Calibration, C of and CommandQuad™ Transmisss DEALER-LEVEL SERVICE ADVISOR

PTQ - Interactive Calibration, Position Sensors of the Shifter Rods on CommandQuad™ Transmission o - " . .

< > Procedure in the Event of Problems with Interactive Tests

Are you working on a job? Click here to associote o Work Order and Job ID to trock your diognostics work. x

(, Diagnostics: Connected |
\ o4

Repair procedures often instruct a farmer to search the DTAC system for solutions. Farmers and
independent mechanics do not have access to this system, meaning that they cannot complete such repairs

without dealer intervention.

Some problems are so pervasive that the DTAC team issues a notice known as a Product
Improvement Program (PIP), for which a replacement part might be needed to fix the

problem.*

16
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Farmers can search for PIPs related to their product on John Deere’s site.”” But the information
provided to them is typically not enough to make a repair—in many cases, it only includes a
few words on the problem and whether or not it has been fixed, without any further

information on how to fix it, what replacement parts are needed and the like.

E JoHM DEERE Q. Search @ Find a Dealer

Home  Equipment Finance  Parts & Service  Digital  Owr Company & Purpose

Product Improvement Programs on My Product

Enter machine senal number:

. search

The infarmation shown may not reflect all Product Improvemant Pregrams applicable to your equipment. Contact your authorized John Dear
Diealer for details on the programs that apply to your equipment.

FIP TITLE PIF STATUS

13RWSBS - TR MPWD AND 2YWD AXLE RETAINER TORGLUE IMPROVEMENT COMPLETED
15RWES1D- ¥R WITH MFWD DRIVESHAFT IMPROVEMENT - SAFETY MANDA ~ COMPLETED

John Deere’s MOU does not explicitly guarantee access to DTAC or detailed PIP information.*
Again, dealers have access to necessary repair information that farmers and independent

mechanics cannot acquire.

17



Customer Service ADVISOR prevents
farmers from digitally finalizing repairs

Reprogramming is a key repair function that farmers and independent mechanics cannot
perform through Customer SA. This function is where farmers program embedded code, or
“payload files” in John Deere terminology, onto new software-connected parts. Reprogramming

is only possible through dealer-level SA.

odes = Service ADVISOR™ 3 Download Tractor-Spedific Soft Home = Saevice ADVISOR™

aJOHNDEERE | |'a ©

(= o]
Manuals Activit Reprogrammin, Diagnostics Offline
¥ prog g g

DEALER-LEVEL SERVICE ADVISOR

Are you working on a job? Click here to associote o Work Order and Job 1D to trock your diognostics work. x

The reprogramming tile, which is necessary to digitally pair a part to a particular machine and finalize a

repair, is only available through dealer-level SA.
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gJOHN DEere | Qa O

[+

L Home

Manuals Activity Diagnostics Download Calibrations

CUSTOMER SERVICE-ADVISOR

Customer SA does not allow farmers or independent mechanics to reprogram parts.

Reprogramming is a form of "parts pairing” in which a particular part must be digitally “paired’
to a particular piece of equipment. This is done by requiring a dealer mechanic to enter the
serial number of the farmer's piece of equipment, known as a “Model PIN.” Parts pairing is one
way in which manufacturers of equipment ranging from smartphones to tractors can control

elements of the repair process.
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Codes = Service ADVISOR™ 2 Downkoad Tractor-Spedific Soft Reprogramming - Sekect Mo

eJOHNDEERE | |F@l © servicesowsona ngs - Impler & =

« Al

Edit Model

Change this model

Add additional information about this modet:

Model PIN

[

Save v Cancel

DEALER-LEVEL SERVICE ADVISOR

.
Diagnostics: Connected
\ _/

In order to reprogram a part, the farmer must first enter their Model PIN, or serial number. This is a form

of parts pairing, which manufacturers of a wide variety of products use to control the repair process.

It is important to note that farmers cannot modify source code or customize software at this
point of the process.” Access to this function simply allows them to install the latest firmware
made available by Deere onto the part so that the part and piece of equipment can communicate
with each other. Parts that require reprogramming will not properly function before this step is

completed.®

In addition to finalizing the repair process, reprogramming parts can be a crucial
troubleshooting step. By updating parts” firmware, a mechanic or farmer could make sure that a
given problem is not being caused by a software bug rather than a true mechanical problem.
This option is not available to farmers or independent mechanics through the version of

Customer SA that we reviewed.

20



s ]

° 2 hitps deere.com v - B C  Seach B~

(2 ECU 000152.12 - Control Softw.. . S02Z - Engine Control Una T _ =
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Reprogramming a control unit can be an important troubleshooting step to determine whether a software

bug is causing the problem.
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Conclusion

Customer Service ADVISOR —the repair software promised in Deere’s Memorandum of
Understanding with Farm Bureau—falls short of guaranteeing farmers and independent
mechanics access to all of the information and materials that they need to fix modern

agricultural equipment.*

Farmers cannot reprogram parts, a critical step necessary to either digitally finalize many
repairs or identify if a problem is being caused by a software bug. They cannot access the library
of repair information housed in the DTAC system, nor do they have access to detailed
explanations of PIP solutions. In some cases Customer Service ADVISOR —a program that
Deere charges farmers $3,100 per year to use—needlessly redacts repair information that dealers

have at their fingertips.

As a result, farmers will still have no choice but to turn to the dealer for many repairs. In this

way, the Deere’s MOU does not give farmers a true Right to Repair.

Right to Repair reforms similar to those passed in Colorado and considered in the 117th
Congress,~ however, ensure that farmers have access to all of the repair parts, documentation
and tools—including software—that they need to independently fix their equipment.
Legislators should help farmers eliminate unnecessary equipment downtime and repair costs

by enacting further Right to Repair laws until all American producers are given repair relief.
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https://pirg.org/updates/colorado-tractor-right-to-repair-signed-into-law/

Methodology

Along with other repair advocates, U.S. PIRG Education Fund met in February 2023 with an
expert that had access to dealer-level Service ADVISOR (SA). We first spoke with the expert to
better understand the capabilities of the exclusive tool. Based on that conversation, other
conversations we have had with farmers and previous research, we developed a list of questions

that we had about potential differences between customer and dealer-level SA.

To answer these questions, we brought the expert’s laptop, which was loaded with dealer-level
SA, and an independently-acquired laptop with Customer SA access to a visit with a local
farmer. We plugged both laptops into one of the farmer’s John Deere tractors and to investigate

and document the key differences between the two versions of SA.

In July 2023, U.S. PIRG Education Fund reviewed the same Customer SA-loaded to confirm the
findings and search for alternate ways to access information that was more easily available from
dealer-level SA. During that review, the login screen of Customer SA stated the version of the
software we accessed was last updated in November 2022, implying that there were no changes
to our tool in the months following the original comparison with dealer-level SA.
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