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Correction:

FOUND AS FOR REPLACING THE ENTIRE SYSTEM AND FLUSHING THE RACK THIS MAY FIX THE CONCERN | WOULD SUGGEST CONSULTING WITH THE SERVICE MANAGER
FOR THE NEXT BEST ROUTE OF ACTION. PLEASE KEEP ME POSTED. THANKS BRYAN RIGHT NOW IT FIXED WAIT AND SEE WHAT HAPPENSLEAK FLUID DUPLICATED : YES
START UP REPAIRS AND TESTS PERFORMED : FIRST TIME IN PS HOSE BLEW OFF COOLER, SPRING CLAMP SEEM GOOD POSSIBLE HOSE NOT INSTALL CORRECTLY AT
FACTORY REINSTLL HOSE FILL FLUID TEST DROVE OK 600 MILES LATER SAME PROBLEM REINSTALLED HOSE WITH WORMCLAMP FILLED FLUID STARTED UP BLEW THE
OTHER HOSE OFF COOLER TECHCONNECT SEARCH : POWER STEERING HOSE\r\n \nnADVISED PATRICK, AT THIS POINT | AM SEEING A FEW CASES THAT HAVE TO DEAL WITH
RESTRICTIONS THAT HAVE BEEN FOUND IN THE RETURN LINES AND THE COOLER. WE MAY WANT TO START AT THIS POINT AND DETERMINE IF WE CAN FIND ANY DEBRIS
BLOCKING THE PASSAGES AT THIS TIME. KEEP ME POSTED WITH DETAILS. THANKS BRYAN PATRICK AT THIS POINT IT SEEMS LIKE IT MAY BE IN THE RACK IF THE LINES
HAVE ALL BEEN REPLACED ALREADY. WE MAY WANT TO CONSIDER REPLACING THE PUMP FIRST JUST TO ELIMINATE ALL OTHER COMPONENTS BEFORE THE RACK IS
REPLACED. UNLESS WE CAN ISOLATE IT TO AN EXACT COMPONENT | WOULD START WITH THE PUMP BEFORE THE RACK. IF ANY FURTHER ASSISTANCE IS NEEDED FEEL
FREE TO CONTACT ME. THANKS BRYAN REPLACED PS PUMP TEST DROVE 50 MILES RELEASED TO CUST SO FAR SO GOOD PATRICK THANKS FOR THE UPDATE. IS THE
CONCERN NOW GONE PLEASE REPORT BACK DETAILS. THANKS BRYAN PATRICK IT SOUNDS LIKE SOMETHING HAS A RESTRICTION AT THIS POINT. WE NEED TO DETERMINE
IF WE CAN BLOW AIR FREELY THROUGH ALL COMPONENTS INCLUDING ALL LINES AND THE COOLER. THERE IS NOT MUCH TO THE SYSTEM THAT WILL CAUSE THIS TO
HAPPEN. WE HAVE TO HAVE A RESTRICTION AT SOME POINT THAT IS CAUSING THE LINES TO BE OVER PRESSURIZED AND CAUSING THE CURRENT CONCERN. VERIFY THAT
NOTHING IS PINCHED, OR BENT THAT MAY CAUSE EXCESSIVE PRESSURE. IN THE MEAN TIME | WILL FORWARD THIS CASE UP FOR REVIEW. THE AGENTS THAT WILL REVIEW
THIS HAVE GONE FOR THE WEEKEND AND WILL NOT BE BACK UNTIL MONDAY 7 16. SOMEONE SHOULD BE IN CONTACT ON THAT TIME. IF ANY FURTHER QUESTIONS COME
UP OR FURTHER PROGRESS IS MADE FEEL FREE TO CONTACT ME. THANKS BRYAN PRESSURE HOSE PAT SORRY FOR THE DELAYED RESPONSE | HAVE BEEN OUT OF THE
OFFICE FOR THE PAST WEEK. AT THIS POINT WE HAVE TO BE MISSING SOMETHING OR WE HAVE ANOTHER FAULTY COMPONENT. WHERE DO WE STAND AT THIS POINT,
HAVE WE DONE ANYTHING ELSE TO TRY TO REPAIR THIS VEHICLE PLEASE REPORT BACK DETAILS. THANKS BRYAN PAT AT THIS POINT IT SEEMS LIKE SOMETHING IS
WORKING INCORRECTLY EVEN THOUGH IT WAS REPLACED. WE MAY WANT TO START

Page - 4






AND GEAR HAVE BEEN REPLACED .NEED HELP FROM ENGINEERING .\ \nCUST HAS CONTACTED CHRYSLER AND SOMEONE FROM NHTSA IS COMMING TOMORROW TO
INSPECT.

Service Action:REPLACE THE COOLER AND LINES. NOT TOO MANY PUMP ISSUES LINES AND COOLER. KEEP ME POSTED. TIMB. CALLED DEALER. CURRENTLY THE COOLER( COOLER TO
PUMP) HOSE BLOWS OFF AS STARTED. FOUND NO RESTRICTIONS PRIOR TO THIS REPAIR. AVVISED TO PULL HOSE OFF PUMP LOOK FOR ANY RESTRICTION TO PUMP.
CHECK OUT FLUID CLOSELY FOR CONTANINATION. IF ANY CONTAMINATION FOUND REPLACE ENTIRE P/S SYSTEM PARTS. TIMB. START WITH THE PRESSURE LINE THEN
GEAR. CALLED DEALER. CURRENTLY THE TIRES AND RIMS ARE OEM. TECH REPORTS THAT THEY HAVE A ZONE REP INVOLVED AT THIS TIME. THE (ALL) LINES AND RACK
WERE REPLACED. CURRENTLY NEED TO SEPERATE THE COOLER LINE AND ADD A HOSE AT COOLER THESE 2 HOSES FEED INTO A BUCKET. TURN KEY ON AND REPORT IF
THERE IS PRESSURE COMMING FORM THE PUMP COOLER LINE. THERE WILL BE PRESSURE FROM THE COOLER SO ADVISE TO HAVE 2 TECHS ONE TURN KEY AND OTHER AT

LINE SEEING IF PRESSURE FROM PUMP ON COOLER LINE. TIMB. REPLACED ENTIRE SYSTEM AT ONE TIME PER CHRYSLER ENGINEERS

Correction:
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BACK ON MY PRIVATE LINE. RON REMOVED RETURN LINE FROM PUMP, FOUND LINE WAS RESTRICTED. CUT LINE OPEN AND IN CRIMPED SECTION THERE APPEARS TO BE A
BRASS OR PLASTIC ORIFICE THAT ONCE MANIPULATED WITH A SMALL PICK ALLOWED AIR FLOW. REPLACED RETURN LINE AND BLED POWER STEERING SYSTEM. VERIFIED

OPERATION.

Correction:
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Service Action:

Correction:

PESSURES AND FLOW RATES ARE THE SAME WE DID THIS ON THURSDAY 2/9/12 WAS TOWED BACK IN 2/13/12 AND NOW IT HAS BLOWN THE RETURN LINE FROM THE
COOLER TO THE PUMP OF AGAIN BUT ON THE ENGINE SIDE THE OTHER TIMES IT HAS BLOWN THE LINES ONE THE SIDE OF THE FRONT RAD. AREA THIS IS THE THIRD
HOSE NOW FLOW RATE IS IDLE 1.5 G.P.M. TURN 1.0 TO 1.5 G.P.M. PRESURRES ARE IDLE 125PSI TURN IDLE 800 TO 900 PSI AND AT FULL LOCK 1700 PSI WE ALSO

MATCHED THESE PRESSURES WITH A LIKE JEEP

E THE STAR CASE. CASE STATUS CHANGED. REPLACED ENTIRE POWER STEERING SYSTEM. RACK, HOSES, COOLER, PUMP, AND RESERVOIR.NO POWER STEERING AND
FLUID LEAK. DUPLICATED : YES FILL WITH FLUID. FLUID LEAKING FROM HOSE THAT CAME OFF. REPAIRS AND TESTS PERFORMED : REPLACED RETURN HOSE CLAMP WITH
BAND CLAMP SO CUSTOMER CAN HAVE VEHICLE. FILLED WITH FLUID AND TURNED STEERING WHEEL SIDE TO SIDE. HOSE ON OTHER SIDE OF POWER STEERING COOLER

LINE CAME OFF ALMOST IMMEDIATELY LIKE TOO MUCH PRESSURE. HAVE YOU HAD ANY ISSUES WITH THIS WHAT DO YOU RECOMMEND TECHCONNECT SEARCH : ELECTRIC

STEERING BLOWING LINES APART \\nBLAYNE, | HAVE ONLY ONE SIMILAR CASE BUT THE ARE THE SAME AND THE TECH
REPAIRED BLOCKAGE, HE DIDNT STATE WHERE BUT HE FOUND BLOCKAGE, SO WITH THAT KNOWN CHECK THE COOLER FOR ANY RESTRICTIONS, THEN IF POSSIBLE CHECK
THE REST OF THE SYSTEM FOR ANY RESTRICTIONS AS WELL, PLEASE KEEP ME POSTED, THANKS.\\nMARK. DID CHECK FOR BLOCKAGE. REMOVED ALL LINES AND HOSES
FROM THE SYSTEM AND FLUSHED WITH FLUID. NO PROBLEMS FOUND. FLUSHED RACK AND COOLER. NO BLOCKAGE PLENTY OF FLOW.REINSTALLED LINES AND USED BAND
CLAMPS ON COOLER AND RETURN HOSE TO PUMP. TEST DROVE FOR 45 MILES AND HAD NO PROBLEMS. NO BLOCKAGE OR OTHER PROBLEMS FOUND. BLAYNE, THERE ARE
STILL NO SIMILAR CASE S LIKE THIS, DOES THIS LEAK LOOK LIKE IT COULD HAVE BEEN CAUSED BY PRESSURE \r\nMARK. BLAYNE, | AM THINKING SOMETHING WITH THE
PUMP AS WELL, TRY A NEW PUMP AND TEST OPERATION THEN,\n\nMARK, BLAYNE, IS THERE A DIRECT NUMBER TO REACH YOU \r\nMARK. RECEIVED A PHONE CALL ON THIS
VEHICLE FROM THE TECH ADVISOR, KEVIN, CONCERN IS FROM CONTAMINATION COMING FROM THE POWER STEERING COOLER. THE COOLER HAS SMALL FINS CALLED
TURBULATORS THAT ARE COMING LOOSE AND CAUSING A BLOCKAGE IN THE RETURN LINE BETWEEN THE COOLER AND THE PUMP, THAT CONTAINS A RESTRICTOR.
ENGINEERING IS TRYING TO GET KNOWN GOOD PARTS TO SEND TO THE DEALER. TALKED TO JEFF AT PERKINS MOTOR CO. THE VEHICLE IS REPAIRED AND BACK TO THE
CUSTOMER. THE COOLER WAS SHIPPED TO PARIS, TN. AS PER BRIGETTE S INSTRUCTIONS. THE REST OF THE PARTS WERE SHIPPED IN ONE BOX TO QEC. ON FEB. 23,
THURSDAY. PLEASE CLOSE THE STAR CASE. JEFF JUST CALLED, HE RECHECKED WITH THE PARTS DEPT. AND PARTS WERE NOT SHIPPED YET. CALLED FRANK AND HAD
HIM SENT THE FASTRACK FORMS TO THE DEALER. GAVE HIM THE PART NUMBERS. DEALER CALLED AND SAID THAT POWER STEERING PARTS HAVE BEEN RETURNED TO
QEC. BLAYNE IF THE VEHICLE HAS BEEN REPAIRED PLEASE CLOS
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SIGNS OF CONTAMINATION OR AERATION LET ME KNOW WHAT YOU FIND. THANKS, BRAD L. ELTON, WHICH HOSE EXACTLY BLOWING OFF IS IT AT THE COOLER, OR AT THE
RESERVOIR IF IT IS AT THE COOLER, WHICH HOSE IS BLOWING OFF, THE INLET OR OUTLET THANKS, BRAD L. ELTON, AT THIS POINT, IT SOUNDS LIKE THERE IS AN ISSUE
WITH THE STEERING GEAR. IF THERE IS AN INTERNAL ISSUE WITH GEAR, IT COULD ALLOW IT TO NOT REDUCE PRESSURE IN THE SYSTEM, CAUSING THE FULLY
PRESSURIZED FLUID TO GO RIGHT THROUGH INTO THE RETURN LINES AND CAUSE THIS. SINCE THAT HOSE AND PUMP HAVE ALREADY BEEN REPLACED, | WOULD SUSPECT
THAT INTERNAL GEAR ISSUE AS THE CAUSE, WHICH WOULD REQUIRE REPLACEMENT OF THE GEAR. LET ME KNOW IF YOU FIND ANYTHING ELSE. THANKS, BRAD L. ELTON, |
M GOING TO GO AHEAD AND HAVE THIS CASE ESCALATED FOR FURTHER REVIEW. MY MASTER CONSULTANT WILL BE IN TOUCH WITH YOU SHORTLY. THANKS, BRAD L.
CALLED AND SPOKE TO TECH (ELTON). ADVISED TECH THAT CASE WAS REVIEWD BY MC. FOUND AN OLDER CASE WITH SAME CONCERN. PREVIOUS CASE WAS REVIEWED
BY A TECH ADVISOR AND FOUND INTERNAL PIECES OF COOLER COMING LOOSE AND CAUSING RESTRICTION IN THE LINES. ADVISED TECH TO REPLACE COOLER AND

HOSES, THEN RETEST. TECH UNDERSTOOD. WILL REPORT BACK FINDINGS. THANKS, BRAD L. REPLACING THE RETURN TUBES AND HOSES

Correction:
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Correction:

HOSE AND REPLACED CLAMP. ADDED FLUID. POWER STEERING IS INOP. IS THERE A BLEED PROCEDURE OR SOMETHING | NEED TO DO TO MAKE SYSTEM WORK AFTER
FLUID LOSS. PUMP HAS POWER AND GROUND BUT DOES NOT RUN AND THERE IS NO CODES IN SYSTEM.\\nTHANKS SHAUNE TECHCONNECT SEARCH : EPS = SHAUNE,
PLEASE SPECIFY IF THERE ARE ANY CODES, AND WHAT FLUID WAS INSTALLED WHEN THE LINE WAS REPAIRED, AND WHAT THE EHPS SHOWS FOR DATA, IS IT TRYING TO
RUN THE PUMP THANKS, JERRY K. TECH STATES : NO CODES, PROPER ELECTRONIC PUMP FLUID WAS INSTALLED, PUMP IS RUNNING AT 3180 RPM PER EPS MEASURED
MOTOR SPEED. \\n\n\nTHANKS SHAUNE LET VEHICLE RUN FOR ABOUT 10 MIN AND FLUID STARTED GOING DOWN IN RESERVIOR ADDED MORE FLUID AND TURNED WHEEL.
BLEW OFF OTHER LINE ON POWER STEERING COOLER. POSSIBLE RESTRICTION IN SYSTEM \nnTHANKS SHAUNE. IT SOUNDS LIKE A RESTRICTION IN THE SYSTEM,
SUGGEST REMOVING THE LINES AND BLOWING AIR THROUGH THEM , STARTING WITH THE ONE THAT BLEW OFF , TO LOCATE JERRY K. TECH STATES : REMOVED ALL LINES
AND BLEW AIR THROUGH THEM. BLEW AIR THROUGH THE COOLER. NO RESTRICTIONS FOUND. REINSTALLED LINES AND ADDED FLUID AND BLEW APART POWER STEERING
COOLER. | KNOW IT IS GETTING EXCESSIVE PRESSURE BUT NOT SURE WHY. SHAUNE IF THERE ARE NO RESTRICTIONS, SUGGEST COOLER AND MOTOR/MODULE
REPLACEMENT, AND REEVALUATE JERRY K. TECH STATES :REPLACED COOLER, MOTOR/MODULE, WHILE BLEEDING SYSTEM RETURN HOSE BLEW OFF AGAIN. THANKS
SHAUNE, THIS CASE WILL BE ESCALATED FOR REVIEW AND CALLBACK JERRY K. | CALLED AND TALKED WITH ANDY TAYLOR, SER./DIR., THEY WILL ORDER A NEW RETURN
HOSE FROM THE COOLER TO THE ELECTRIC PS PUMP AND INSTALL THE COOLER THAT | AM HAVING SHIPPED FROM THE SUPPLIER. | ALSO ASKED ANDY TO SHIP THE
COOLER BACK TO DENISE AT DANA. RECEIVED SHIPPING INFO BACK FROM DENISE, COOLER WILL BE THERE MONDAY. GAVE DENISE ANDY S E MAIL ADDRESS SO THAT SHE
MAY CONTACT HIM WITH RETURN INFORMATION. RECEIVED PHONE MESSAGE FROM ANDY TAYLOR, HE WAS LOOKING FOR AN ORDER NUMBER FOR THE AREA MGR. THEY
HAD SUBMITTED A CAR RENTAL FOR 10 DAYS. | CALLED AREA MGR AND DISCUSSED THE TIME FRAME OF THE REPAIR. HE WILL HANDLE THE CONCERN FOR THE DEALER.
CALLED FOR SHAUNE, COULDN T LOCATE HIM. SHE WILL HAVE HIM RETURN MY CALL.I CALLED AND TALKED WITH THE TECH, SHAWN EDWARDS, THE VEHICLE CAME BACK
WITH A BLOWN HOSE AGAIN. THE HOSE THAT CAME OFF ALL THREE TIMES WAS THE HOSE BETWEEN THE STEERING RACK AND THE COOLER AT THE COOLER END. WHEN
HE INSTALLED THE COOLER SENT TO HIM FROM DANA HE REPLACED THE HOSE THAT HAD COME DISCONNECTED AND THEY HAD IN STOCK. NOT THE HOSE FROM THE
COOLER TO THE ELECTRIC PUMP THAT HAD THE RESTRICTION THAT | HAD TOLD THEM EARLIER TO ORDER AND REPLACE. TECH WILL INSTALL THE CORRECT HOSE AND
RELEASE THE VEHICLE. HE WILL ALSO CLOSE THE STAR CASE. REPLACE CORRECT HOSE AND DROVE 100 MILES. DID NOT DUPLICATE CONCERN AGAIN. RETURNED

VEHICLE TO CUSTOMER. \r\n(T5070RB) CORRECT PARTS ARE BEING SENT BACK TO DANA. 4 12 12.
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Correction:

ON THE P/S SYSTEM. SEE IF THE PRESSURE IS TOO HIGH. IF PRESSURE TO HIGH REPLACE PUMP. IF PRESSURE AT SPEC REPLACE THE COOLER AND INSTALL SCREW TYPE
CLAMPS. TIMB. TECH REPORTS: REINSTALL OLD HOSE WHEN PRESSURE TEST SYSTEM SHOWS 110 PSI,BLOW HOSE SAME SIDE,REPLACE P/S COOLER AND INSTALL NEW
CLAMP,RETEST PRESSURE SHOW IDLE 110 PSI,NORMAL,FLOW RATE 1.25 GPM,TEST VALVE CLOSED 1650 PSI,ALL PRESSURES WITHIN SPCES,AT THIS TIME RESUME NORMAL
OPERATION, THANKS TIM B. \n\n\nnTHANKS FOR THE INFORMATION. CLOSE CASE WHEN VEHICLE VERIFED FIXED. THANKS.. TIMB. REPLACE COOLER AND INSTALL NEW
CLAMP,WORM CLAMP TECH REPORTS: P/S COOLER WAS REPLACED PER STAR TECH TIM B. AND INSTALLED WORM TYPE STYLE CLAMP ON POWER STEERING HOSE. NOW
VEHICLE BACK WITH P/S FLUID HOSE BLOW OUT IN DIFFERENT SPOT, SAME HOSE BUT TOWARDS RACK AND PINION SIDE, IT HAS A CRIMP STYLE CLAMP, ACCORDING TO
PRESSURE READINGS LAST TAKEN, ALL PRESSURES ARE NORMAL. \r\n\nnARTURO THIS THE 3RD TIME OF HOSES BLOWN OFF. AT THIS TIME | AM ESCALATING THE CASE
FOR REVIEW YOU WILL BE CONTACTED. DO NOT REPLACE ANY PARTS UNTIL YOU ARE CONTACTED. LEAVE VEHICLE AT SHOP AND IN VOR STATE UNTIL CONTACTED.
THANKS TIMB. SENT INFORMATION OVER TO ENGINEERING, (DONNA). WILL CALL THE TECH SHORTLY. ENGINEERING IS GOING TO THIS LOCATION FOR REPAIR. THEY FEEL
THAT A BLOCKAGE IN THE RESTRICTOR LOCATED IN THE BUNDLE HOSE IS MOST LIKE THE CAUSE. AMENDMENT TO LAST UPDATE. ENGINEERING WILL NOT BE GOING TO
THIS LOCATION. | WILL CALL THE TECH AS SOON AS | HEAR BACK FROM ENGINEERING. CALLED FOR TECH. HE IS AT LUNCH AND THEY WILL HAVE HIM CALL ME. CALLED
AGAIN WITH TIM ON 3 WAY. THEY PUT US IN VOICE MAIL. LEFT MESSAGE TO CALL ME. TECH CALLED THIS MORNING. | ASKED HIM TO REPLACE THE POWER STEERING HOSE
THAT GOES FROM THE COOLER TO THE RESERVOIR. AND BLOW AIR THROUGH OTHER COMPONENTS. THERE IS A ORIFICE IN THE HOSE THAT IS FILLING WITH DEBRIS.
BRIGITTE CALLED ME AND SAID THAT SHE WOULD BE TALKING TO THE TECHNICIAN ABOUT THE REPAIR. | GAVE HER THE DEALER INFORMATION. ENGINEERING WOULD LIKE
THE COMPLETE POWER STEERING SYSTEM SENT BACK FOR INSPECTION. | CALLED AND TALKED WITH BOB UTSLER AT THE DEALER. ENGINEERING WILL BE SENDING THE
COOLER TO THE DEALER. BOB HAS RECEIVED THE COOLER ANDHAS BEEN WAITING FOR THESTEERING RACK TO COME IN SO THAT HE CAN REPLACE THE SYSTEM. HE WILL
CALL ME WHEN IT COMES IN. BOB CALLED AND SAID THAT THEY SENT THE POWER STEERING PARTS BACK TO QEC. CALLED TECH BACK HE IS ON A ROAD TEST. SERVICE
MGR. (TIM) WILL HAVE HIM CALL ME. REPLACE COMPLETE POWER STEERING SYSTEM
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POWER STEERING KIT 6815 , HOSE 6905 FROM POWER STEERING ANALYZER ADAPTER KIT 6893A , HOSE 6959 , AND POWER STEERING ANALYZER ADAPTER 10250 FOR
TESTING. IF YOU WANT TO REFER TO THE PROCEDURE IT IS UNDER 19 STEERING/DIAGNOSIS AND TESTING/POWER STEERING FLOW AND PRESSURE ELECTRO

HYDRAULIC POWER STEERING (EHPS). LET ME KNOW WHAT YOU FIND. THANKS, BRAD L. PUMP

Correction:
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THE GAUGE | HAD INSTANTLY). HAVE REPLACED PUMP AND GEAR AND IT STILL DOES IT CALLED AND TALKED WITH MATT, | SUSPECT THE RETURN LINE IS RESTRICTED. IT
HAS ALREADY BEEN SUPERSEDED. MATT WILL CHECK THE LINES CLOSER AND CALL ME. MATT FOUND THE RETURN LINE RESTRICTED WITH A PIECE OF PLASTIC. SEE

ATTACHED PICTURES. REPAIRED RESTRICTION AND VEHICLE IS NOW OPERATING AS DESIGNED. REPLACING RETURN HOSE BETWEEN COOLER AND PUMP

Correction:
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PLASTIC FOUND IT IS PROBABLE THAT THE ENTIRE SYSTEM WILL HAVE TO BE REPLACED. TECH TO REPORT FINDINGS FIRST. TIMB. TECH HAD A PIECE OF RUBBER IN A
HOSE AFTER HE REMOVED THE HOSE. IT WAS A PLASTIC PIECE AND ADVISED TO SAVE PIECE. ALSO TO REPLACE ALL POWER STEERING PARTS. PUMP GEAR AND ALL
HOSES AND COOLER. REPLACE FLUID WITH CORRECT FLUID AS THE ELECTRO HYDRAULIC POWER STEERING HAS DIFFERENT THAN MECHANICAL. TIMB. REMOVED

RESTRICTION, BLEW OUT ALL LINES.

Correction:
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Field Engineer Analysis Report

CONCERN #1
Customer Concern:

The customer stated thatfud s eak ng from the front of the veh ce
Root Cause:

One of the snap together power steer ng nes was not snapped together.
P/N: N/A

LOP: 19

Cost of repar: $89.00
Keywords: P antProcess

Customer

\dvocate
roup
Issue Number: Images: 1
Bus ness Group: Qua ty F ed Eng neer
Locat on: Da as
Issue Type: Non-Powertran
Category: Re ab ty
Reported By: R chard Car son
Phone: +1 214 319 1263
Created On: 11/01/2011
Part

Fam VIN M eage MDH Deaer Eng Tran Retn
wk  collllll 1454 081708 45100 ERB DGJ

6220 J174

1110 1602

29 66

Report 15 of 16:  Page - 27



Field Engineer Analysis Report Customer

Acdvocate
TOUR
CSA audt eve:L-10 Issue Number: [ ] Images: 1
Bus ness Group: Qua ty F ed Eng neer
Repar Acton: Locat on: Da as
- Issue Type: Non-Powertran
The power steerng ne was snapped together and the eng ne compartment was c eaned. Category: Re ab ty
Reported By: R chard Car son
Deta s: The customer stated that there s fud s eak ng from the front of the veh c e. The techn c an ver fed the Phone: +1 214 319 1263
ssue and found power steerng fud a over the front of the eng ne and on the ower eng ne compartment sh e d. He Created On: 11/01/2011
found a power steer ng return ne not snapped together a of the way when t was nsta ed at the p ant. He snapped
t together and ref ed the system w th fu d and checked for eaks. Th's ssue has been corrected. Part
Fam VIN M eage MDH Deaer Eng Tran Retn
Note: The attached photo shows the ocat on of the connect on and after the area has been c eaned up. e - T
wk collllll 1454 081708 45100 ERB DGJ
TSB Group: 19 Repair Successful: Y (ﬁ%g 312363

29 66

Report 15 of 16:  Page - 28



Field Engineer Analysis Report Customer

\dvocate
roup

Part Information

Par Number Par Descrp on Quan vy Cos /Un Fa Cd RenD

19brCost 1 0.00






Field Engineer Analysis Report Customer

Acdvocate
roup
Issue Number: ] Images: 1
Repar Acton: Bus ness Group: Qua ty F ed Eng neer
- Locat on: Bat more
The techn c an proper y fastened the power steer ng hose. Issue Type: Non-Powertra n
Category: Pre-De very Qua ty
Reported By: Stone,Jeffrey
Deta s: The techn c an ver f ed the customer concern and performed a v sua nspect on of the power steer ng Phone: +1 248 766 3986
system. He not ced the f u d reservo r was empty then ooked for any nd caton of a eak. Th's s when he not ced Created On: 10/27/2011
the pressure ne was not connected. He not ced the retanng ¢ pwas st n pace sothe ne coud not have been
propery nsta ed dur ng assemb y of the vehce. Part
Fam VIN M eage MDH Deaer Eng Tran Retn
TSB Group: 19 Repair Successful: 'Y - T e —
wk collll o664 083110 60433 ERB DGJ
6236 J237
1109 1613

97 25
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Field Engineer Analysis Report

CPS Narrative Information

Narrative Information:Q1. How w ng are you to recommend to a frend or co eague?

Score: 07 (Neutra)

Q2. P ease rate your sat sfact on w th your GRAND CHEROKEE LAREDO 4X4 on a sca e of 0 to 10.
Score: 03 (Detractor)
D46. Other Steer ng System/Steer ng Whee s prob ems
Z13. Any ment on of dea ersh p Serv ce exper ence After SALE
| had the car for a month and had to have t n for serv ce for three days for a power steer ng f u d hose that c ogged and burst wh e | was drvng twth my fam y n the car. | brought t n
and that was f ne. But, | had to keep ca ng to check on t. | had to demand a oaner vehce. | tera y..The ony tme | rece ved a phone ca was when the car was f n shed. | needed to know

what was go ng on w th t and nobody ca ed me to te me what was go ng on or that the part was on order or anyth ng. | had to do the fo ow up wh e | was a work.

Q3. P ease rate your sat sfact on w th your exper ence at DUTCHESS CHRYSLER JEEP DODGE on a sca e of 0 to 10.
Score: 06 (Detractor)
005. Lack of commun cat on
004. Hard to dea w th
024. Parts not n stock
| had the car for a month and had to have t n for serv ce for three days for a power steer ng f u d hose that c ogged and burst wh e | was drvng t wth my fam y n the car. | brought t n
and that was fne. But, | had to keep ca ng to check on t. | had to demand a oaner vehce. | tera y..Theonytme | rece ved a phone ca was when the car was f n shed. | needed to know

what was go ng on wth t and nobody ca ed me to te me what was go ng on or that the part was on order or anyth ng. | had to do the fo ow up wh e | was a work.
Q14. Do you want someone from Chrys er LLC to contact you?
01 Yes

002. Dea er

SURVEY COMPLETED 2012 05 14 15:31:13, CUSTOMER ID:117054333, RO:00047434, CONTACT METHOD:PHONE, SPEAKING TO NAME FROM SAMPLE, LANGUAGE:00






Field Engineer Analysis Report

007. Negat ve exper ence / prob ems w th CURRENT vehce
| bought the car for two months. It cost me so much money to take care of t. It broke down on me tw ce. It eft my w fe, my two kds, n another state. | had to pay a car serv ce. It eaked
power steerng fud a over my brand new dr veway n my brand new house. | had to pay money to get a power wash to remove the grease from there. | bought a brand new car. | can't even

take ton ong dr ves because my w fe th nk t's go ng to break down, so we have to use the od car. | wou d not recommend th s to my worst enemy.

Q2. P ease rate your sat sfact on w th your GRAND CHEROKEE LAREDO 4X4 on a sca e of 0 to 10.

Score: 00 (Detractor)

P25. Unspec f ed performance of veh ce

E30. Fud eaks

Z13. Any ment on of dea ersh p Serv ce exper ence After SALE

| bought the car for two months. It cost me so much money to take care of t. It broke down on me tw ce. It eft my w fe, my two kds, n another state. | had to pay a car serv ce. It eaked
power steerng fud a over my brand new dr veway n my brand new house. | had to pay money to get a power wash to remove the grease from there. | bought a brand new car. | can't even
take ton ong dr ves because my w fe th nk t's go ng to break down, so we have to use the o d car. | wou d not recommend th s to my worst enemy. | was p ann ng to purchase a f eet of cars
from Jeep. | aways dea wth Infnt, Lexus, even Vo kswagen. | wou d not ever buy Jeep ever. The customer serv ce from Jeep from the top to the bottom s horrb e. They d d not want to take
the car back a few m es from the route 18 and to Costco because the car had a f at. | had to get a new tre. They wou dn't even dr ve t there. My brother owns a dea ersh p. He thought that was
rd cuous. He says he dr ves cars to sat sfy the r customers wherever they need to. They d dn't want to dr ve t a few m es from route 18 to Ed son Costco where | had a t re there because | had

a doughnut on t. They cou dn't even sat sfy that. Vo kswagen, Toyota, Lexus, they w do someth ng ke that. They need to do a better job w th customer servce a the way around.

Q3. P ease rate your sat sfact on w th your exper ence at ROUTE 18 CHRYSLER JEEP DODGE R on a sca e of 0 to 10.
Score: 00 (Detractor)
001. Negat ve/rude treatment by staff

004. Hard to dea w th

| bought the car for two months. It cost me so much money to take care of t. It broke down on me tw ce. It eft my w fe, my two k ds, n another state. | had to pay a car serv ce. It eaked
power steerng fud a over my brand new dr veway n my brand new house. | had to pay money to get a power wash to remove the grease from there. | bought a brand new car. | can't even
take ton ong dr ves because my w fe th nk t's go ng to break down, so we have to use the od car. | wou d not recommend th s to my worst enemy. | was p ann ng to purchase a f eet of cars
from Jeep. | aways dea wth Infnt, Lexus, even Vo kswagen. | wou d not ever buy Jeep ever. The customer serv ce from Jeep from the top to the bottom s horrb e. They d d not want to take

the car back a few m es from the route 18 and to Costco because the car had a f at. | had to get a new tre. They wou dn't even dr ve t there. My brother owns a dea ersh p. He thought that was
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Field Engineer Analysis Report

rd cuous. He says he dr ves cars to sat sfy the r customers wherever they need to. They d dn't want to dr ve t a few m es from route 18 to Ed son Costco where | had a t re there because | had
a doughnut on t. They cou dn't even sat sfy that. Vo kswagen, Toyota, Lexus, they w do someth ng ke that. They need to do a better job w th customer servce a the way around. They shou d
have took care of the customer. They shou d have took the car wherever t was at after they f xed t for the second t me. It was f xed at Manfred tw ce now. It was fxed n Route 18. They shou d
have sad, 'You know what? After a you've been through I' have two guys dr ve a coup e m es to get your car back to Ed son Costco because they got a p an the t re was defected and had to
get a new tre.' No they d dn't do that. | had to go from New York a the way from New Jersey to take care of th s. It was a horr b e exper ence. | purchased a new car for hop ng | wou d never
have to dea w th the serv ce | rece ved from the dea ersh ps a the way to just the poor performance of th s Jeep Cherokee that broke down on me tw ce. It broke down on my w fe tw ce and eft

me stranded. It eft my one year o d and three year o d stranded n a d fferent state. That's just not good.
Q14. Do you want someone from Chrys er LLC to contact you?
02 No

002. Dea er

SURVEY COMPLETED 2012 05 08 19:30:29, CUSTOMER ID:715151428, RO:00005851, CONTACT METHOD:PHONE, SPEAKING TO NAME FROM SAMPLE, LANGUAGE:00
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Ltr to Jeffrey Osakowicz, etc
Re: 2012 Jeep Grand Cherokee
August 1, 2012

Page 2

| have repeatedly requested that you replace the vehicie or take it back and
refund my full purchase price. You have refused my requests. You insist that the
vehicle has been competently repaired and is entirely safe to drive, despite the multiple
failed attempts by Safford to repair the explosive power steering system and the
National Highway Traffic Safety Administration’s (NHYSA) official investigation into the
vehicle’s power steering failure.

| bought the vehicle on June 23, 2012 from Safford. After describing the type of
Jeep that interested me, the salesman selected the above-referenced vehicle from
inventory for me to test drive. During discussions over whether | would buy the vehicle,
the Safford sales supervisor offered me an attractive price only if | would buy this
particular vehicle and drive it away immediately. Unfortunately, | did.

Sixteen days later, in the morning of July 9, 2012, | pulied the vehicle out of my
driveway and drove only a 100 yards down my quiet neighborhood street before | heard
a muffled pop from under the hood and suddenly lost all power steering. Power
steering fluid covered the street. Fortunately | was traveling at a slow speed and was
able to bring the vehicle to a safe stop. Had | reached the busy rush-hour traffic of
Duke Street or the Beltway when the steering failed, an accident would have been
likely.

i should note here that the vehicle had less than 400 miles on it when the
steering failed.

The vehicle was towed to Safford of Springfield. When | called Safford later in
the day to inquire about the status of the vehicle, | was told that the power steering
hose had burst and all of the fluid had drained out. | was further told that the repair
would be simple; that the power steering system is “simple”.

However, in the following weeks while the vehicle remained in Safford’s shop, |
heard that the repair was not so simple. The first new hose and clamp installed burst
on the mechanic during testing. The second new hose and clamp aiso burst on the
mechanic during testing. Safford sought technical guidance from Chrysler. Chrysier
suggested that a piece breaks off inside the system and clogs the system causing
excess pressure to build. Safford was told to replace the power steering system piece
by piece to locate the clog. Safford followed the guidance, but the power steering
system continued to fail. Chrysler sent a technical advisor to Safford to examine the
car and prepare a report for the Chrysiler engineers. The advisor opined that there was
no mechanical problem and that the cause of the failure might be the vehicle's
computer system. Then, days later, a decision was made that there was a mechanical
problem after all and that a major part of the power steering system should be replaced
for a second time with a part “tested” in Detroit.
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Lir to Jeffrey Osakowicz, etc
Re: 2012 Jeep Grand Cherokee
August 1, 2012

Page 2

I have repeatedly requested that you replace the vehicle or take it back and
refund my full purchase price. You have refused my requests. You insist that the
vehicle has been competently repaired and is entirely safe to drive, despite the multiple
failed attempts by Safford to repair the explosive power steering system and the
National Highway Traffic Safety Administration’s (NHYSA) official investigation into the
vehicle's power steering failure.

| bought the vehicle on June 23, 2012 from Safford. After describing the type of
Jeep that interested me, the salesman selected the above-referenced vehicle from
inventory for me to test drive. During discussions over whether | would buy the vehicle,
the Safford sales supervisor offered me an attractive price only if | would buy this
particular vehicle and drive it away immediately. Unfortunately, | did.

Sixteen days later, in the morning of July 9, 2012, | pulled the vehicle out of my
driveway and drove only a 100 yards down_my quiet neighborhood street before T heard
a muffled pop from under the hood and suddenly lost all power steering. Power
steering fiuid covered the street. Fortunately | was traveling at a slow speed and was
able to bring the vehicle to a safe stop. Had | reached the busy rush-hour traffic of
Duke Street or the Beltway when the steering failed, an accident would have been
likely.

| should note here that the vehicle had less than 400 miles on it when the
steering failed.

The vehicle was towed to Safford of Springfield. When | calied Safford later in
the day to inquire about the status of the vehicle, | was told that the power steering
hose had burst and all of the flukd had drained out. | was further told that the repair
would be simple; that the power steering system is “simple”.

However, in the following weeks while the vehicle remained in Safford's shop, |
heard that the repair was not so simple. The first new hose and clamp installed burst
on the mechanic during testing. The second new hose and clamp also burst on the
mechanic during testing. Safford sought technical guidance from Chrysler. Chrysler
suggested that a piece breaks off inside the system and clogs the system causing
excess pressure to build. Safford was told to replace the power steenng system piece
by piece to iocate the clog. Safford followed the guidance, but the power steering
system continued to fail. Chrysler sent a technical advisor to Safford to examine the
car and prepare a report for the Chrysler engineers. The advisor opined that there was
no mechanical problem and that the cause of the failure might be the vehicle's
computer system. Then, days later, a decision was made that there was a mechanical
problem after all and that a major part of the power steering system should be replaced
for a second time with a part “tested” in Detroit.






Lori Holland

From: Renate Keller

Sent: Tuesday, August 07, 2012 12:19 PM

To: Lori Holland

Subject: FW: Customer Letter - 2012 Jeep Grand Cherokee - Power Steering Failure

Hello again, Lori,
Please see below comment from Jeff Grinnell in Legal regarding the customer letter | forwarded to you earlier today!
Thank you & have a great afternoon!

CIAD,

Renate

From: Jeffrey Grinnell

Sent: Tuesday, August 07, 2012 12:15 PM

To: Renate Keller

Cc: Christopher Chandler; Kris Krueger; Louann Van Der Wiele

Subject: RE: Customer Letter - 2012 Jeep Grand Cherokee - Power Steering Failure

Hi Renate,

Thank you for the letter. Please let Pete and Pietro’s secretary know that | forwarded the letter to our products group
for review.

Best regards,

Jeff Grinnell

Counsel — U.S. Distribution & Trade and International Affairs
P. (248) 512-4088

C.(248) 736-5381

F.(248) 512-4202

E. JIWG58@chrysler.com

From: Renate Keller

Sent: Tuesday, August 07, 2012 11:20 AM

To: Jeffrey Grinnell

Subject: Customer Letter - 2012 Jeep Grand Cherokee - Power Steering Failure

leff,

Pete Grady received attached customer letter yesterday. Since he is travelling this week, | shared it with Chris Chandler
who suggested that | forward it to your attention. In addition, | sent it to Pietro Gorlier’s office in case he had not yet
been aware of the matter.



Thank you & best regards,
Renate

Renate Keller

Sr. Administrative Assistant to
Peter M. Grady, Vice President
Network Development & Fleet
Chrysler Group LLC

CIMS 485-03-94

1000 Chrysler Drive

Auburn Hills, MI 48326

Phone: 248-512-2067

E-Mail: rgkl5@chrysler.com
















voice mail at 11:35 am Eastern time February 9, 2012

Message: Returning call, please call.

Phone number left: 719 381 0394

Contacted SA

If yes, when were they completed? N/A

If no, what is the estimated repair date? Unknown

Are there any parts that need to be ordered? N/A

If yes, what are the part & order # s? N/A

Rental provided? Yes -

If yes, how many days? 3 days so far

SA states that they do not have a resioloution at this time.

STAR case 12003333.

Repair was done, they installed two power steering lines and pumps. When
pressure tested it was 50 pl5 below the old one and they do not feel
comfortable with this.

Waiting on information from STAR

Case manager gave SA e-mail address and will follow up 2/13/2012.

Case manager contacted dealer 38356, (719)475-2330

Service Manager (SM), Chris Roberts

Call went to vioce mail.

Requested service department, spoke with Ryan, Service Advisor (SA).
Vehicle was finished, the customer picked up it over the weekend, and now
it is back again, still for the power steering leak.

Case manager will follow up next week for resolution.

Case manager contacted dealer 38356, (719)475-2330

Service Manager (SM), Chris Roberts

Case manager found information from STAR on 2/15/2012

Left message for SM, asking for an update on this vehicle.

E-mail received from Friday, Service Manager (SM), Chris Roberts on
February 17, 2012 5:09 PM

Message: Repair is not complete. Parts have been ordered VOR, and should
be here early next week.

STAR and Tech Advisor involved.

Case manager will check for parts arrival and repair finished 2/22/2012
Case manager contacted dealer 38356, (719)475-2330

Service Manager (SM), Chris Roberts

SM not available, left message on voice mail, asking for an update on

this vehicle repair.

Case manager contacted dealer 38356, (719)475-2330

Service Manager (SM), Chris Roberts

Message left on voice mail for SM to call back with an update on this
repair.

E-mail received from Service Manager (SM), Chris Roberts, dealer 38356.
Repair is completed.

Contacted dealer at 719 475-2330.

SM voice mail picked up, no message left.

Spoke with John Moyle, Service Advisor (SA), states the customer has
picked up the vehicle.

CONTACT UPDATE 1st attempt to contact customer.

Message left at number*, another attempt will be made for
follow up on the recent tow and repair, case manager call back number and
extension left for customer if needed.

2nd attempt to contact customer.

Message left at number
3rd attempt to contact customer.

Spoke with customer am
Customer states that she Is glad a call was made to her, as she was going

to contact Jeep customer service regarding this problem.

Customer sates she has concerns regarding the problems she has had with
this vehicle.

Customer states the vehicle has been towed 3 times for the same issue.
Customer states she is concerned what else potential can go wrong with
the vehicle.

Case manager found information on the repairs for this vehicle.

Vehicle repairs done:

1/16/2012 repair done for the Hose pump, reservoir return

2/7/2012 towed in, repair 2/10/2012 Pump, power steering, |[Pump, Electric
Power Steering




STAR case 12003333

Customer was informed that her concern is being documented.

Customer was given Jeep customer service number 877 426-5337 to call if
needed.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.



















Customer states vehicle is working satisfactory and has no further
guestions or concerns.

Jeep customer service number offered, customer is driving and not able to
take down the number, customer was advised the number is in his owners
manual.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.







alternate number.

CM called customer at*CM left message. CM advised calling
in regards to vehicle concern, provided CAIR number, contact
information, hours of operation, CM thanked customer. CM to call customer
next business day.

CM called dealer 43272. CM spoke to SA Ben. CM advised calling in regards
to mutual customer. SA stated steering rack was supposed to come in on

3/5 instead part came in on 3/8, vehicle should be ready tomorrow. CM
advised SA to call CM when repairs are complete and vehicle is ready to

be picked up. SA agreed. CM provided contact information, hours of
operation, asked SA if SA had any questions, thanked SA. CM to call
customer.

Customer called CM. CM advised spoke to SA Ben who stated vehicle repairs
are in progress, vehicle should be ready on 3/9. Customer inquired about
some type of compensation for having to get his brand new vehicle

repaired which took over a week to fix. CM advised will look into

something for customer, will call customer when CM speaks with dealer.
Customer satisfied. CM confirmed customer had contact information, asked
customer if customer had any questions, thanked customer. CM to call
dealer.

CM called customer at*. CM left message. CM advised calling
to follow up with customer, provided contact information, hours of
operation, CM thanked customer. CM to call customer next business day.
CM called customer a*. CM left message. CM advised calling
to follow up with customer, provided CAIR number, contact information,
CM thanked customer. CM to call customer next business day

Customer called CM. Customer stated got vehicle back 3/9, had to take
vehicle back to dealer because of the leaking of power steering fluid,
dealer gave customer 4 free oil changes for inconvenience. Customer
inquired about compensation for time. CM advised will look into it and
contact customer. CM thanked customer. CM to call customer.

CM called customer at . CM advised calling to follow up with
customer, can not compensate customer at this time. Customer upset and
would like to speak to supervisor. CM advised will forward CAIR to
supervisor. Confirmed customer had contact information, asked if customer
had any questions. CM to close CAIR.

| called the customer at the listed numbe and received no
answer. | left a message for the customer to contact me if any

questions.

| spoke with the customer ) and he advised he is looking for

some type of compensation due to the fact his vehicle was down for over a
week getting repairs. | advised him the dealer had compensated him with
an oil change contract but he stated he felt that was not enough. He

stated he saved us rental by not getting a rental vehicle. The customer

is looking for a 1 month payment of his vehicle payment($495). | advised
him | did not think this was an option but | would review for further

options and contact him back with a final answer. | also assured him |
would document this case so that if he has any further vehicle issues he
can feel free to contact us and give us the opportunity to assist him if

it was possible. Customer was OK with this.

| spoke with the customer and offered him 1 month s payment for $495. He
accepted that and stated he was happy with this offer. | advised him to

fax his monthly statement and write last month s check number on the
copy. He agreed and stated he should have that out to me tomorrow.

| called the customer at his preferred number and received no answer. |
left a message advising him | received his documentation and that | would
move forward with his reimbursement. We had previously verified his
address on file as correct. | advised him to call back if he had any

other questions.
xxxxxx Below Customer Contacted for Documentation Request ******

mOn 2012-03-30 @ 16:38
elow Customer Contacted for Documentation Request ******
m on 2012-03-30 @ 16:43
elow Customer Contacted for Documentation Request ******
on 2012-03-30 @ 16:49

elow Customer Contacted for Documentation Request ******

m on 2012-03-30 @ 17:04
elow Customer Contacted for Documentation Request ******




| arroved the check request. Documentation has been received and
reviewed, attaching to case shortly.

xxxxxx Below Customer Contacted for Documentation Request ******
on 2012-03-30 @ 17:31
elow Customer Contacted for Documentation Request ******

mOn 2012-03-30 @ 17:33

elow Customer Contacted for Documentation Request ******

mOn 2012-03-30 @ 17:35
elow Customer Contacted for Documentation Request ******

aal093@chrysler.com on 2012-03-30 @ 17:36

*xxxxx Below Customer Contacted for Documentation Request ******
aal093@chrysler.com on 2012-03-30 @ 17:39

*xxxxx Below Customer Contacted for Documentation Request ******
aal093@chrysler.com on 2012-03-30 @ 17:41

rrxexekk Below Customer Contacted for Documentation Request **+++*
rp617@chrysler.com on 2012-03-30 @ 17:43

*xk% Customer Document Received ***+*

Document attached.

CLOSED LOOP UPDATE

One time good will offered and customer reimbursed for 1 month s payment

for $495.













**********QUALIF'ERTEAM**********

This customer is seeking lemon law buyback/replacement. Preliminary
research has determined this vehicle doesn t appear to qualify for lemon
law/Buyback/Replacement.

RESEARCH RESULTS:

Explain why this vehicle either appears to qualify or not: Vehicle does

not appear to qualify, Customer does not have the needed related repairs
at this time.

Number of related repair attempts = 1 Plus possible open RO.

Number of days out of service = 16 days in system.

Writer is sending cair to 96F for further handling.

CM contacted SM at dealership. SM not available. CM spoke with JOAnn
warranty administrator. JoAnn stated customer diagnosis need power
steering pump and stress crack in windshield. JoAnn stated repaired
stated power steering pump replaced but when replaced pump customer power
steering line ruptured. JoAnn stated they have a STAR case open. JOAnn
stated customer is under warranty.

CM to contact customer.

CONTACT UPDATE - 1st Contact attempt, phone number dialed,

— Left message.
ustomer returned call stated purchased vehicle on 1/14/12. Customer

stated on 2/19/12 concerns started with vehicle, stated power steering
went out and vehicle leaking fluid. Customer stated had vehicle towed to
purchasing dealer, vehicle had less than 3,000 miles at that time.
Customer stated dealership attempted to diagnosis power steering stated
they replaced the hose but that did not fix concern, stated they ordered
another part that did not fix concern either. Customer stated dealer
replaced rack opinion that did not work stated the dealership had to

order another part core unit. Customer stated there is always a delay in
waiting for parts. Customer stated on 3/7 was called to pick-up vehicle
stated he picked up vehicle drove home vehicle sat for a week. Customer
stated on 3/15 drove vehicle to work when he returned to vehicle
windshield has a stress crack called dealership was told something must
of hit it, customer stated nothing hit windshield. Customer stated was

told to bring vehicle into dealer on Monday 3/18. Customer stated on 3/18
parts manage Eric Walter greeted him at dealer stated nothing had hit
windshield took pictures of windshield told him they were sending

pictures to Chrysler and to bring vehicle back on 3/23. Customer stated
did not want to drive vehicle because of crack down the middle of
windshield stated dealer told him vehicle was drivable. Customer stated
on 3/23 got in vehicle and could not turn steering wheel, stated fluid

was on driveway underneath vehicle. Customer stated took vehicle back to
dealer stated vehicle is there now dealer waiting on part to come in

today. Customer stated dealer never gave explanation of windshield,
customer stated need more information about vehicle repairs do not feel
safe, stated 29 out of the 79 days had vehicle it s been out of

operation. Customer stated dealership can t explain what s happening to
vehicle. Customer stated in a rental vehicle. Customer stated has to call
dealership to get update on vehicle. Customer stated seeking good
explanation with problem with power steering and windshield when pick up
vehicle. Stated he has already spoken to part/service manager next step
general manager. Customer stated don t feel getting customer service from
dealer, they do not provide explanation of repairs. Customer stated will
pursue lemon law if power steering goes out on vehicle again. Customer
stated previous jeep owner for last 4 years traded in at 115,000 miles.

CM waiting for SM to return call.

Customer returned call stated dealership left message for husband that
part came in and was installed on jeep. Customer stated vehicle is ready
for pick-up. Customer stated explanation of repair was something was
weakened by previous repair. Customer stated does not want vehicle,
Customer stated does not feel safe. Customer inquired about buyback of
vehicle. CM advised can check owner s manual or speak with SM. CM to call
customer back regarding repair once speak with SM.

CM contacted SM-eric at dealership. SM stated vehicle is repaired. SM
stated hoses were leaking as a result of over pressure from last repair.

SM stated the hoses that were involved with power steering were stressed
and caused leak. SM stated left message for customer today and has spoken
with customer regarding repair several times.









3rd attempt made to contact customer. phone number dialed,m
Left message advising Writer is not available after 6:00 PM EST and le
contact Number

4th attempt made to contact customer. Phone number dialed, ||| | | |
received message that mailbox is full

5th attempt made to contact customer. Phone number dialed, ||| | | | N
phone rang 1 time and then went dead

Writer will try to reach Customer on 4/18/12

6th and final attempt to reach Customer Phone number dialed, _
left message

CLOSED LOOP UPDATE - no need for additional follow-up.







3rd attempt made to contact customer. Phone number dialedF
Spoke with Customer who stated that vehicle is repaired and working fine.
Writer offered Case number and JEEP Customer Service number Customer
declined.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.










Customer wanted to know if there could be an extended warranty that
customer could get without customer having to pay for anything.

Writer informed customer that if the issue occurs out side of warranty to
call Chrysler back and to see if customer would get some assistance in
repair.

Customer did not like that customer states customer will not buy another
Chrysler vehicle.

Customer disconnected.










with Jeff, writer will call customer back. Customer thanked writer.

Agent attempted to contact dealer Service Manager Jeff, however,

SM not available. Left message for a return call at extension 66011.
Writer called customer and said that writer has left a message for Jeff,
service manager at ROUTE 18 CHRYSLER JEEP DODGE RAM, to call writer back.
Customer said don t worry about it, customer will get there to pick the
vehicle up. Writer said that writer will follow up with customer on
Monday, customer thanked writer.

Service manager Jeff, and informed customer will be there to pick up the
vehicle.

SM Jeff requesting to speak with Case Manager.

Writer transferred to the Case Manager.

Writer calling customer to verify repairs? Customer said yes the vehicle
is fixed. Writer said the case will be closed, if customer needs to call
writer in the future to please do so.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.










5/23/12

CONTACT UPDATE - 1st Contact attempt, phone number dialedF
Customer states that he has not picked up the vehicle and this is the 2n

time that they have had to have this repair done. Now the dealership is
replacing the power steering pump, and the cooler and the hose. A call

will be made to the customer to verify the repairs 5/29/12

2nd attempt made to contact customer.!Customer verified

the repairs and was provided with the reference number.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.







3rd attempt made to contact customer, ”Leﬂ message.
CLOSED LOOP UPDATE - no need for additional follow-up.







assistance is needed. Customer appreciated.
CLOSED LOOP UPDATE - no need for additional follow-up.







If yes, what are the part & order # s? N/A
Rental provided? No
If yes, how many days? (either by the dealer or USCAC) 0
CONTACT UPDATE - 1st Contact attempt, phone number dialed,
. 'Not a working number'. Writer dialed again and got the same
message.



















SA provided customer s phone number:q

CONTACT UPDATE Spoke with customer at number provided.
Customer states vehicle is working satisfactory and has no further
guestions, concerns, or comments.

Jeep customer care number offered, customer declined.

Case manager advised customer this number is in the owner s manual if
needed.

CLOSED LOOP UPDATE - customer contacted today to confirm repairs.













No answer at home numbeF

Spoke with customer at work number.

Customer asked if there is any kind of compensation for her, as this has
happened twice and being stranded late at night with her daughter is a

big problem.

Customer was given the phone number; 877 426-5337 for Jeep Customer Care
to call for any additional assistance is needed.

Customer asked about filing for lemon law, it this happens again.

Customer was advised to call the Jeep customer care number for assistance
if needed in the further and this question could be answered for her.
Customer has no further questions, concerns, or comments.

CLOSED LOOP UPDATE - no need for additional follow-up.













states we will be hearing from his Atty. Thanked owner for his time.
close file







AM contacted GM, waiting for required information.
AM submitted ISG template to CR Manager for approval.




PE12-020
CHRYSLER
9-11-2012
ENCLOSURE 7D

Assessments - Complaint
Analysis

CAIR 021946231 Service
History






PE12-020
CHRYSLER
9-11-2012
ENCLOSURE 7D

Assessments - Complaint
Analysis

Customer Complaint Analysis






























Jeep Grand Cherokee

Power Steering Hose:
Leaks and Blow-offs
3.6L Engine

---------------------



Analysis to Predict Future Repairs
Related to Hose Leaks and Blow-offs

Calculations performed to estimate the future number of incidents

Long-term degradation or other failure modes are not considered
e Does not consider seal degradation leading to leaks
* Does not consider breakage of fins in service
* Does not consider other long-term contamination that can block orifice

All known or suspected domestic incidents through July 30, 2012
are included

Ran analyses to predict total and future repairs

— Analyses looked at two populations: “December build” and “not-
December build”
— Analyses performed using miles in service
* Highest mileage in service before repair was 10,700 miles
e (Calculated projected repairs at 15,000 miles in service

e Estimated mileage-to-date of population of vehicles sold using data on
mileage at repair for 2012 Grand Cherokees brought in for oil change service

PE12-020 - Chrysler -065












Submitted to the Office of the Chief Counsel

---------------------



Submitted to the Office of the Chief Counsel

ooooooooooooooooooooo



Submitted to the Office of the Chief Counsel

---------------------



Power Steering Hoses EHPS

Pressure Hose Pump to

Return Tube Gear to

EV

Return Hose Gear to

>

Return Hose Cooler to

Supply Hose Reservoir to

@ u - P/S Cooler o
Gear x Cooler o« Cooler x Reservoir/Bundle x Pump / Bundle o« o«
WK | 36L | LHD std 52124656AG A 52124635AG A 52124650AE i 05154458AC A 05154409AF A 68069651AC
Power Steering Pumps EHPS
P/S Pump P/S Reservoir Remote Fluid Volume ML P/S Fluid MS P/S Pulley M8 Screw Brkt to Res M8 Pump Screw to Engine
WK | 36L | L&R std 52124998AH A 68068967AC A A MS11655 A N/A A 06104386AA N/A A
Power Steering Gears Assembly EHPS
Gear Assy Tie Rod, Outer (LH) Tie Rod, Outer (LH) Tie Rod, Ourter (RH) Mounting Hardware Nut, OTR to Knuckle OTR Jam Nut
WK %E;ﬁ LHD S'i’;;XES“ 52124727AF A 52124721AC A 52124721AC A n/a A ggigiggg’:ﬁ ﬁl?jltt A 04787557AA 06509522AA A
WK i:'z' LHD S'i’;;XES“ 68078529AE A 52124721AC A 52124721AC A n/a A ggigiggg’:ﬁ ﬁl?jltt A 04787557AA 06509522AA A

Supplier Information

Component Supplier
Gears Mando
Pumps JTEKT
Hoses YH America

Spring Clamps Mubea *

* Spring clamps come in PIA on the hose assemblies from YH America

Power Steering Systems

9/18/2012
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2012 WK Steering System
Top View

Front of car



2012 WK Steering System
Front View



2012 WK Steering System
Bottom View

Front of car
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EHPS Engine Compartment
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Rear View






Right Side View



Top View
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