INFORMATION REDACTED PURSUANT TOTHE FREEDOM
OF INFORMATION ACT (FOIA), 5 U.S.C.552(B)(5)

New Customer Assistance Inquiry Record (CAIR)# -]
VIN 2020 [Brand JEEP |
Body JEEP WRANGLER UNLIMITED RUBICON [
sr:m” Erouidad CAC ‘ Customer Assistance Center

Batch Case

Information

Open Date 02/18/2020 |CAIR Type Regular |[Status Closed [
Close Date 02/19/2020 [origin Social |Reason |

Mileage | 7,969 Miles [Market |u |Language | English |
[Contact Email I et Proe I (coreccvorie

Caller Address || Source Customer |
Caller City Caller Country o Rt ‘

ICustomer |
]CustomerAddms |
CHANDLER Az | R |

Dealer 43389 ERAn R' 'NHARDT CHRYSLERJEER DODGE Dealer Phone 4809264000
|Dealer Address | 1521 E DRIVERS WAY [
GILBERT |AZ | 85297 0402 |usa |
|Dealer Zone | west (Sales District | |[Service District | L |
|Subject | documentation: recall W01 [
S!nopsls | customer wanted to formally document concerns [
ICustomerAnomaly | Steering / Suspension [
Suspensions Arms ]
| Technical Issue With |lcustomer Steering/Suspension arms
Contact Reason C105 Vehicle lAnomaly 89 e
|Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details [
Case Status History
Create Date Status
02/18/2020 04:07 PM New
02/18/2020 04:15 PM Open
02/19/2020 04:25 PM Closed
Initial Description
TO764K0
customers vehicle is not included in recall W01 for lower control arm bracket but is experiencing same concerns. Customer would like our team to document his
situation.

Case Comments

Date Comment
02/18/2020 customer contacted our team regarding recall W01, Customers vehicle does not fall under recall, however, he believes he is
experiencing the same concerns as expressed in recall

02/18/2020 |VIN: 1C4HIXFG2LWJJEurrent mileage: 7969 Dealer: Eamhardt dodge in Gilbert AZ








































Date

03/11/2020

Chat Started: Wednesday, March 11, 2020, 11:33:44 (-0400)
Chat Origin: NAFTA Non Premium Brandsite Chat
Agent Beth-Anne

( 16s ) Beth-Anne: Hi, my name is Beth-Anne with FCA Customer Care, How may | help you?

( 1m 57s ) Visitor: hello, I have three Safety recalls on our families new JL wrangler purchased last year. The W12 campaign, dated 3/3/20 ling is "dead"
? what is this and how are owners to be notified? | did not receive any notice, but rather read of it on a jeep forum. thanks

( 2m 28s ) Beth-Anne: Congratulations on your new Wrangler! | would certainly like to bring up your vehicle to start and see the recalls and do
everything | can to assist,

(2m 51s ) Visitor: ok

( 4m 16s ) Visitor: So, the W12 campaign "link" on my "garage"is DEAD. Also, the campaign is dated 3/3/20 = what is this and how are owners to be
notified?

( 5m 9s ) Beth-Anne: | am just bringing up the vehicle to ensure yours has been included and I can provide further insight! While | bring up the vehicle
can you provide t email on the vehicle for security purposes?

(5m 45s ) Visitor: westfield, IN [

( 5m 50s ) Visitor:
( 5m 58s ) Visitor:
( 6m 31s ) Visitor: you there?
( 7m 53s ) Beth-Anne: Thank you. | do see that the JT CLUTCH SLAVE CYLINER recall was added to your vehicle yesterday. We send out notices to
affected customers and you should receive it within a few days. | have a different address on file, is the one you provided the current address?

( 8m 6s ) Beth-Anne: I want to e it is is where | notices are sent.

(9m 24s ) Visitor: my address is Westfield IN same as in my Mopar.com account. Do you have something diff?

( 10m 26s ) Beth-Anne: Yes | have an address on | will update that for us here.

( 11m 55s ) Visitor: The W12 recall posted on the JLWranglers forum says its "Stop Sale" for the man trans pressure plate over heating and causing a
[fire hazard, NOT a clutch slave cylinder.

( 13m 10s ) Visitor: is our adult sons street. They own no Mopar products nor have anything to do with this vehicle

( 13m 18s ) Visitor: how did that get nto your system?

( 14m 33s ) Beth-Anne: | am not certain as to how the information was entered however | have updated this for you. | will send some information on the
recall. There is also an open recall for the steering damper.

( 14m 47s ) Visitor: This vehicle was bought /paid for/registered /listed on MOPAR.COM under my correct address. | do not understand this at all

( 15m 44s ) Visitor: Yes, and the tracking bar bracket weld recall is shown as complete but it WAS NOT DONE CORRECTLY.

( 15m 51s ) Visitor: all three are open.

( 16m 3s ) Visitor: How can | get a copy of the W12 notice?

( 16m 31s ) Beth-Anne: | am sorry to learn that there was an issue with the recall that was completed. | am showing that as completed and would
recommend having the dealership diagnose it so that we can ensure it was done correctly.

( 16m 43s ) Beth-Anne: | will copy information into the chat window!

( 16m 45s ) Beth-Anne: FCA US LLC is recalling an estimated 33,237 U.S.-market vehicles equipped with manual transmissions, to address a potential
|for clutch assembly overheating. Customer feedback prompted an FCA investigation that identified a potential for excessive clutch-component friction
and subsequent overheating.

If this condition occurs, it may cause a vehicleTs clutch to slip, potentially leading to propulsion loss. In rare occurrences, an overheated clutch pressure
plate may fracture or break, potentially creating a road hazard and/or posing fire risk. FCA is aware of a single related injury, which was minor and did
not require hospital treatment. The Company is unaware of any related accidents.

The recall is limited to vehicles equipped with manual transmissions, Affected are certain model-year 2018-2020 Jeep Wrangler SUVs, and certain 2020
Jeep Gladiator pickups. Those equipped with automatic transmissions, which account for the vast majority of Wrangler and Gladiator sales, are not
subject to recall.

IAffected customers will be advised when service becomes available. In the interim, those who observe excessive or abnormal clutch=pedal travel, clutch
slippage, and/or a strong odor, are advised to contact their dealers.

Customers with questions or concerns may call 1-800-853-1403.

IAn estimated 3,513 vehicles will also be subject to recall in Canada, No other markets are affected by this campaign.

( 17m 40s ) Visitor: That was done already. Three different welders/2 dealers says the weld repair is not correct. Case was opened with FCA, then
closed.

( 19m 19s ) Beth=-Anne: | would still recommend the dealership go over it when it is there for the other recall.

( 20m 29s ) Visitor: they said theyve done all they can do and are "done" with it

( 23m Os ) Beth-Anne: | understand, When the vehicle arrives there you can contact us again and we can reach out to them to ensure it has been
completed up to FCA standards.

( 23m 47s ) Visitor: vehicle is not safe to drive, according to the welders the inspected the repair.

(24m 16s ) Visitor: i have only put 3800 miles on it in nearly a year

( 24m 38s ) Visitor: its been in dealers 6-8 times for the same issues

( 24m 46s ) Beth=Anne: For the recall issue?

( 26m 9s ) Visitor: the NHTSA mandated repair was NOT done correctly according to three welders and two dealers, yet FCA says is was done correctly
( never having seen it)

(28m 29s ) Visitor: Between the wobbly steering damper issue, the off-seam/faulty track bar bracket weld and now the pressure plate fire hazard, is it
FCA's opinion that this vehicle should or should NOT be driven?

( 30m 25s ) Beth-Anne: We would recommend having the steering damper recall completed as soon as possible. This was launched last year and the
parts are available. In regards to the bracket recall, if a dealership has advised it wasn't done correctly we would contact them when the vehicle is there.
IAt that point we would take the next steps.

( 30m 57s ) Beth=Anne: | would like to create a case for you and escalate for special tracking with the clutch recall. We will email you as soon as the
parts are available. Would that be okay?

( 33m 7s ) Visitor: sure but with all the issues, I will no longer put my family in this vehicle on the highway. Ive barely driven it and all three issues are a
NHTSA safety hazard

( 35m 29s ) Beth-Anne: | understand where you are coming from and we can get the steering concern addressed right away. Please keep an eye out in
lyour email when the parts are !

( 42m 55s ) Beth-Anne: Hello@d

(45m 16s ) Visitor: yes

( 45m 44s ) Beth=-Anne: | have created a case for you, case numbel- and we will reach out as soon as the parts become available.

(46m 7s ) Visitor: what am | to do in meantime?






































































































































































































