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Case Opened Date  4/18/2018 3:02 PM

Case Closed Date 4/19/2018 7:06 PM

Case Status Resolved

Case Last Modified 4/19/2018 7:06 PM

Responsible Team Tier 1 Inbound

Customer Name 

Customer Number 

CARANCHO CUCAMONGA

Email 

VIN  1FMCU0GX8DU

Dealer Citrus Motors

Case Classification Legal > Alleged Accident/Property Damage or Fire (Visible 
flames) due to Product Defect > Insurance Company Contacted/ settlement > 
Requests Financial Assistance

Year 2013 Make FORD

Model ESCAPE Body Style U0G - SE 4X2 4-DR

Symptom

Level 1 Safe & Secure

Level 2 Visible Flame

Level 3 Not Listed

Level 4 OTHER

Case Print Report
Case Number 
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Agent Name Note Created On
Richard Mulberry 4/18/2018 3:08 PM
CUST SAYS: 
The coolant runs low constantly.  The Cust took the veh to the Dlr & he found out there was a recall 
that the Dlr did not tell him about.  The veh was towed in & the Dlr had the veh for almost a month & 
could find nothing wrong.  The veh lost power on the freeway & almost got hit.  The veh burned 
down.  The insurance company told him there were two recalls on the veh & he should call Ford 
because there was a product defect.  The claim is not settled.  The Cust wants Ford to replace the 
veh since the Dlr could not correct the issue & there were recalls for the coolant.  The Cust does not 
have the VIN but will call back with it. 
 
PER CUST, DLR SAYS: 
We cannot find anything wrong with the veh. 
 
CRC ADVISED: 
Advised the Cust to continue to work with their insurance company and the insurance company can 
subrogate on their behalf if they feel that Ford is at fault.  Advised that when the Cust calls back with 
the VIN we can look up any recalls & advise how they work.

Jerome Ang 4/19/2018 7:00 PM
1.   Has the customer filed a claim with their insurance company (Yes or No)? YES

2. If a claim has been filed with their insurance company, what is the status of the claim? Not yet, no 
status of the claim.

 3.   When did the vehicle catch fire? 
 4.   Where did the fire originate in the vehicle? underneath the hood

 5.   Where is the vehicle currently located? Highway Patrol PArking lot 

 6.   Was a fire report filed with the fire department Yes or No)? YES

 7.   If a fire report was filed, what were the findings? NO and not mentioned.

 8.   What is the fire report number and in what city and county was the report filed? Colton Fire 
department

 9.   What was the city and state where the fire occurred? Southern California, Colton

 10. Were any injuries sustained?  If yes, provide the first and last name of all injured parties. None

 11. Is the vehicle repairable? No

 12. What are you seeking from Ford Motor Company? Replacing the vehicle

 13. What mailing address would you like our Office of General Council to send your written 
response to (document the full address)?  Rancho Cucamanga

 14. Other than the vehicle, were there any other damages? none

 15. What is the name and address of the customer’s attorney (ask this question only if the customer 
mentions they have sought/retained an attorney)? NA
 16. Was the vehicle running when the fire started? YEs

I will forward your information to Ford's Office of the General Counsel. You should receive a written 
response within 15 Days business days to your concern.

Case Print Report
Case Number 
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Jerome Ang 4/19/2018 7:04 PM
Cust says:  VEhicle caught fire and would like to ask for a follow up on replacing his vehicle that 
caught fire.

Per Cust Dealer says: NA

CRC Advised: I will forward your information to Ford's Office of the General Counsel. You should 
receive a written response within 15 Days business days to your concern.

Tommy Winderweedle 4/19/2018 8:04 PM
Customer Says: 
Customer states he accidentally provided the wrong date of the fire. Customer states that the fire 
actually took place on  

Per Customer Dealer Says: 

CRC Advised: 
Advised that I am updating the case notes to reflect the correct information.

Case Print Report
Case Number CAS-
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Activity Modified 
By

Activity Last 
Modified

Activity Type Activity Subject

Richard Mulberry 4/18/2018 3:02 PM phonecall CALL From - T8063#1

Richard Mulberry 4/18/2018 3:12 PM fmc_closecase Close Case

Jerome Ang 4/19/2018 7:02 PM fmc_reopencase Re-Open Case

CRM01 CRM (Prod) 
User

4/19/2018 7:02 PM incidentresolution Case Resolution

Jerome Ang 4/19/2018 7:06 PM fmc_closecase Close Case

Jerome Ang 4/19/2018 7:06 PM incidentresolution Case Resolution

Jerome Ang 4/19/2018 7:06 PM fmc_reopencase Re-Open Case

Tommy Winderweedle 4/19/2018 8:02 PM phonecall CALL From - 

Case Print Report
Case Number CAS-
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From: Avila tapia, Carina (C.)
Sent: Tuesday, December 12, 2017 10:46 AM
To: Pusta, Ionut (I.); Weisenborn, Esther (E.); Baumeister, Eric (E.); Ferrer dominguez, Oscar Ri  (O.)
Cc: Hansen, Randy (R.F.); Beltramo, Joel (J.J.); Huspen, Timothy (T.F.); Butsch, Alexander (A.); Banyay, 

Matus (M.); Schneider, Stephan (S.); Lawson, Pat (P.W.); Jordan, Desmond (D.)
Subject: RE: FSA 17S09 - Daily Launch Readiness Status
Attachments:

Hi Team, 
Please find attached the documents we discussed during the meeting, Service actions instruction for C520, I reviewed all, and I 
can confirm that the instructions are available in IVS, just we had an update in the EU portion , also find attached the document 
that contains the updates. 
 
Regards 
‐Carina 
 
 
 
 
‐‐‐‐‐Original Appointment‐‐‐‐‐ 
From: Pusta, Ionut (I.)  
Sent: Monday, December 11, 2017 5:45 AM 
To: Pusta, Ionut (I.); Hansen, Randy (R.F.); Beltramo, Joel (J.J.); Baumeister, Eric (E.); Huspen, Timothy (T.F.); Weisenborn, Esther 
(E.); Butsch, Alexander (A.); Banyay, Matus (M.); Schneider, Stephan (S.); Lawson, Pat (P.W.); Avila tapia, Carina (C.); Ferrer 
dominguez, Oscar Ri (O.); Jordan, Desmond (D.) 
Subject: FSA 17S09 ‐ Daily Launch Readiness Status 
When: Tuesday, December 12, 2017 8:00 AM‐8:30 AM (UTC‐05:00) Eastern Time (US & Canada). 
Where: WebEx 
Importance: High 
 
All, 
 
I am extending the meeting to continue our discussion for V408 and C520 IPC software release. 
 

Ford Mobile Users and Guests: Join WebEx meeting  
Ford PC/Laptop Users: Join WebEx meeting    
Meeting number (access code):     
   

Join by phone   
 FordNet / Toll   
 US Toll Free Number   

Global call-in numbers  |  Toll-free calling restrictions    
   

Join from a video system or application 
Dial @ford.webex.com   
   

If you are a host, go here to view host information. 
 
NOTICE: This meeting may include the option for video. The recording of meetings is prohibited. For 
company policies on using video: click here  
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For additional help with WebEx, Ford users can click on the Digital Worker link How Do I...Conferencing  
 

Can't join the meeting?    
   
 
 
T31MC08  
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Instructions:

1) Fill all the orange fields in the Cover Sheet.
2) Fill all the orange fields in the Business Case Sheet (Click on the Add/Remove Program button depending on the number of affected programs by the Service Action).
3) Replaced and Replacement Matrix Generation.
 - Create a folder with all the XML Extractor output files.
 - Click on the "Generate R & R" Matrix in the Cover sheet .
 - Select the folder location on your computer.
 - Type the Service Action number of each program on the dedicated field in the Business Case tab (i.e. SRV001022,B), in case you do not know the SA number, just add "SRV".
 - Add a space between the Replaced and Replacement assemblies to differentiate hem.

Created by: azunigao, jrami144, lsalasga
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