INFORMATION REDACTED PURSUANT TOTHE FREEDOM
OF INFORMATION ACT (FQIA), 5 U.S.C.552(B)(6)

New Customer Assistance Inquiry Record (CAIR)#

VIN 23cuDvAH |Model Year 2010 |Brand |pooce |
Body LCDH22 |Vehicle DODGE CHALLENGER TWO-DOOR HARDTOP |
Customer Provided VIN ||Line of Business | CAC | Customer Assistance Center |
Batch Case Information |
Open Date 06/25/2010 |CAIR Type Regular | Status Closed |
Close Date 06/25/2010 | Origin Roadside Assistance ||Reason New Problem |
Mileage 1,500 Mles | Market U ||Language English |
Contact Email I (ContactPhone | || Contact Mabile |
Caller Address [ ] | Source Customer |
Caller City | mAv |Catler Country | UsA |catler Postal code | N |
Customer | |
Customer Address | |
| | | |
Dealer 67962 | PLANET DODGE CHRYSLER JEEP ||Dealer Phone | 3054708000 |
Dealer Address 9975 N W 12TH STREET |
MAV AL | 33172 2762 USA |
|Dealer Zone | Southeast || Sales District ||Service District | A |
[Subject Roadside Senvices - Warranty towing of vehicle |
Synopsis |
Customer Anomaly |
Contact Reason Co4 | Roadside coverage |[Customer Anomaly | | |
|Reason Code | After Sales - Information & Assistance requests - Roadside Assistance - Roadside Assistance - Coverage Inquiry |
Case Status History
Create Date Status
06/25/2010 06:02 AM Open
06/25/2010 06:02 AM Closed

Initial Description

0430010100-Corporate,Roadside Senices,Warranty, Towing,Default Roadside Senices - Warranty towing of vehicle,Roadside Senices - Warranty towing of
ehicle

Case Comments

Date Comment

Roadside Assistance Contacted - DATE : 2010-06-23 Road Side File Created 06-25-10 FOR WARRANTY VEHICLE PROBLEMAT:

06/25/2010 VEHICLE TAKEN TO: 79TH AVENUE 9975 N W 12TH STREET NW 155TH STREET HIALEAH MAM FL USAFL
YCALLER_COMMENTS BURGER KING - CALL CUSTOMER FOR F DEALER CODE : 67962 POTAVKIN'S PLANET DODGE

CHRYSLER




New Customer Assistance Inquiry Record (CAIR)# -J

VIN | Model Year 0 ||Brand ] |
Body | Vehicle |
S'NWW Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 11/04/2010 ||CARR Type Regular | Status Closed |
Close Date 11/04/2010 | Origin Telephone | Reason New Problem |
Mileage 0 Miles | Market | Language English |
Contact Email I | Contact Phone | || Contact Mobile _| |
Caller Address | NA |[Source | Customer |
Caller City NA ‘ Caller Country NA Gallor Postal | 00000000000
Customer NANANA |
Customer Address |
l | |
Dealer | | Dealer Phone |
Dealer Address |
| | |
|Dealer Zone | | Sales District | Service District |
Subject Chrysler Credit Referral |
Synopsis |
Customer Anomaly |
FCA Contacts Or Customer
Contact Reason C109 Dealership Anomaly ‘ ‘
|Reason Code | FCAWorld - Information & Assistance requests - Network - Contacts & various information - Network |
Case Status History
Create Date Status
11/04/2010 05:28 PM Open
11/04/2010 05:28 PM Closed

Initial Description
0301000000-Referral,Chrysler Credit,Default, Default Default, Chrysler Credit Referral,Chrysler Credit Referral

Case Comments

Date Comment
11/04/2010 [Customer is wanting to speak with someone at Chrysler Financial. Writer transferred.




New Customer Assistance Inquiry Record (CAIR)# -J

VIN 1C4HFG2L W Mode! Year 2020 |Brand | JEEP |
Body JLJS74 |[Vehicle JEEP WRANGLER UNLIMTED RUBICON |
¥ etomer Provided | 4c4rxFGoL ) Line of Business 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 Mles |Market U |Language English |
ContactEmail | N Contact Phone | ERCTTEITTE
Caller Address ||Source | Customer |
Caller City }calerCamy ‘g::’““ ‘
Customer I |
customer Address _| NN |
CHANDLER |z I | UsA |
Dealer 43389 E/RNFARDT CHRYSLER JEEP DODGE ‘DealarPhona 4809264000 ‘
RAM
Dealer Address 1521 E DRIVERS WAY j
GILBERT | Az |85297 0402 | USA |
|Dealer Zone | west | Sales District | || Service District | L |
Subject documentation: recall WO1 |
Synopsis customer wanted to formally document concerns |
Customer Anomaly | Steering / Suspension |
Suspensions Ams |
Technical Issue With Customer Steering/Suspension ams
Contact Reason C105 | Vehidle A ! 89 B
|Reason Code | After Sales - Complaint - Product - Vehicle concem - 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

T0764K0
customers wehicle is not included in recall W01 for lower control arm bracket butis experiencing same concems. Customer would like our team to document his
situation.

Case Comments

Date Comment
02/18/2020 wshogner.contaded our team regarding recall V\p1. Customers \ehicle does not fall under recall, however, he believes he is
|experiencing the same concems as expressed in recall
02/18/2020 VIN: 1C4HIXFG2LVWIIIJJJ Current mileage: 7969 Dealer: Eamnhardt dodge in Gilbert AZ




New Customer Assistance Inquiry Record (CAIR)# -__I

VIN 1CAHDENSIVI | Model Year 2018 | Brand | JEEP |
Body JLIP74 ||Vehicle JEEP WRANGLER UNLIMTED SAHARA |
SARmec Frovkd ‘ Line of Business cAC Customer Assistance Center
Batch Case
Information
Open Date 03/09/2020 ||CAIR Type Regular || Status Closed |
Close Date 04/09/2020 | Origin Telephone ||Reason [
Mileage 7,600 Mles | Market U | Language English |
Contact Email I, | Co-tact Phone N ~ |[Contactmobic NENNEEN |
Caller Address | Source Customer |
Customer !
Customer Address |
GREENWCH |cT I v |
|Dealer | 67686 | JEEP CHRYSLER DODGE RAMCITY | Dealer Phone | 2035310505 |
[Dealer Address | 631 WPUTNAMAVE |
GREENWICH CT | 06830 6006 |usa [
|Dealer Zone | Northeast ||Sales District |[Service District |G [
|Subject does notfeels safe |
Synopsis Vehide was repaired. No response from CST. CMclosing case. |
Customer Anomaly | Steering / Suspension |
Steering Housing |
Technical Issue With Customer Steering housing
Contact Reason C105 Vehide Anomaly 91 fxciios
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details |
Case Status History
Create Date Status
03/09/2020 09:14 PM Open
04/09/2020 12:35 PM Closed

Initial Description

Cst called to discuss the steering failure that happened while he was driving. Cst stated that he does not feels safe in the vehicle since recall UAS was completed
and it failed again. Agent will send case to the jeep wave CMteam for review.

Case Comments
Date Comment
03/09/2020 Cst called to discuss the steering failure that happened while he was driving. Cst stated that he does not feels safe in the vehidle

|since recall UAS was completed and it failed again. Agent will send case to the jeep wave CMteam for review.

IAgent advised will escalate to case manager. Follow up will occur within 1 business day by COB customer time. Preferred phone
03/09/2020 |number: Earliest call ime: anyime Latest call ime: anytime Updates via email: Y/N Vehicle location: DLR Date and
Time of niment DLR 67686 Confirmed appointment with: DLR 67686 Customer in rental: Y/N N Rental start date: Authorized by:

03/10/2020 |CMsent initial contact email

03/11/2020 OB TODLR Spoke With: SAAnnie, customers vehicle is at the dealer, the track bar broke in half. They are sending a Chrysler tech to

come and weld on the new track bar tomomrow. CMwill follow up tomorrow. OB TO CST : No answer CMleft WM

OB TODLR Spoke With: CMwill follow up with SAtomorrow as not available today. OB TO CST : Read Disclaimer. CST states he is

very unhappy with this vehicle. He feels itis unsafe. States he wants the vehicle fixed and a recall that was done before he go the

03/12/2020 |vehicle that was repaired should not be broken already. CST states the DLR is not telling him anything. CMadvised of the DLR

update. CMis going to follow up with SMon more information for cst. CMwill follow up with CST once | speak with SM CMadvised

due to the inconvenience and to restore faith | can look into seeing what | can after the vehidle is repaired.

03/13/2020 | OB TODLR Spoke With: Left Mfor the SMto contact CM

OB TO CST : Read Disclaimer. CST states he has a lemon and he does not want the vehicle. States this should not have happened

and he is not comfortable driving the vehicle or putting his daughter in it as itis unsafe. CST states the DLR should not have sold him
wehicle knowing about the recalls. CST states he will wait to hear from the tech but wants to look into other options. CMadvised |

will send the case up for review upon his request but cannot guarantee anything and someone will contact him in 1-2 business days.

03/13/2020 JAgent received call from Anthony from dir. Agent transferred to CM

IBFROMDLR Spoke With : The SM Anthony there is a crack in the track bar bracket they are sending a welder out from Chrysler on

03/13/2020 [Mondayto fixit. The track bar has pulled away from the frame and broke. The vehicle was bought at Flemington Dodge. CMwiill follow

up on Monday to confirm repairs. Theywill do an alignment as well.

**Dispute Resolution Review** Reviewed warranty history at customer request. Whiter determined this case should be handled by BC

03/13/2020 |Spedialist per normal case-handling guidelines. Do not retum this case to Dispute Resolution (LLQ) queue Assigned case to

Spedialist Review next steps in Case Activity. Provide feedback on L1/.2 handling to your Team Leader.

03/13/2020




Date Comment

OB TO CST : Read Disclaimer. CMadvised unfortunately at this time the vehicle did not qualify. Our priorityis getting the vehicle fixed.

03/17/2020 CST understood. CMis going to follow up with DLR on repair than follow up with CST. OB TODLR Spoke With: The tech is finishing
up now. Re did the alignment and doing some finishing updates. CMthanked. OB TO CST : Read Disclaimer. CMprovided DLR

update. CST thanked. CMwill follow up tomorrow.

OB TOCST : No answer CMleft VMM OB TODLR Spoke With: Anthony, the vehicle has been picked up. CMtrying to get information

on customers question tech was out. CMwiill call after 1 to speak with suzanney.

OB TODLR Spoke With: SASuzanney she states she spoke with customer and advised the issue should not happen again. States

03/18/2020 recall was not done there but it was inspected. There is no rhyme or reason as to what caused the issue to happen. Theyran the

alignment, inspected evenything, reprogrammed certain things and completed a test drive on the vehidle no issues. CST picked

\vehicle up. CMthanked.

OB TO CST : Read Disclaimer. CMadvised of answers from SA CST states he believes the work is completed but it still makes him

03/18/2020 uneasyand uncomfortable to drive the vehicle due to a recall supposedly being completed and given the all dear yetit breaks almost
2 years later. CMadvised | will look into seeing what we can do regarding the inconvenience and to restore faith back into the vehicle.

CMis going to follow up with CST on Monday to verify no issues with vehicle and discuss compensation.

03/23/2020 OB TO CST : Read Disclaimer. CST states no issues. CMoffered 7 year 100,000 mile MaxCare senice contract. CST requesting
|email with information. CMsending email. Cm will follow up with CST on Wednesday to see if he wants to accept senice contract

03/25/2020 OB TO CST : Read Disclaimer. CST advised he had not had time to look through the contract information but is still wanting to trade

wehicdle in. CMwill follow up on Monday to see where were at.

03/30/2020 OB TO CST : Read Disclaimer. CST states he drowve this weekend and he does not feel safe states he wants to fryand get rid of the

vehidle. States he is going to look over the warranty a littie more. CMwill follow up on Friday.

04/03/2020 | OB TO CST : No answer left VM CMwill follow up on Monday.

04/06/2020 | OB TO CST : No answer left VM

04/08/2020 | OB TO CST : No answer left VM

04/09/2020 |No response from CST. CMsent email. CMdosing case.

03/18/2020

Email(s)
Date  ]03/10/2020 Subject [Case [ref:_00Dj01gsDF._5003Z12ZNUMref |
From | To |Sent Date/Time 103/10/2020 12:22 PM
Dea i

Thank you for allowing JEEP Customer Care an opportunity to address your concem. Qur primaryfocus is your satisfaction.

My name is Kailee and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is

The Chnysler Jeep Wave Case Management telephone number: 1-844-533-7928

My direct extension: 4061284

My work hours are: 8:00am-6:30pm Monday through Wednesday and 8:00am-1:00pm Thursday through Friday Eastem Standard Time.
| will contact you within one business day of your appointment by telephone to discuss your case.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

Kailee
Jeep Wawve Specialist
ref._00Dj01gsDF._5003Z12ZNUMref

Date [03/10/2020 Subject |RE: Case|JJJi [ ref:_00Dj01qsDF._5003212ZNUMref]

From To jeepcustomercare@fcagroup.com |Sent Date/Time [03/10/2020 21:48 PM

Hello Kailee and Jeep Customer Care,
For the record, | am extremely unhappy with the turn of events regarding my Wrangler and leading to this point. Here's why:

| was driving down a residential road, and as the road curved right, and | tumed the wheel right, the car did not respond. | went into the oncoming lane until | could
radically tun the wheel to get the car to comrect. | was shaken but thankful that my wife nor my children were driving or that | was not on a highway or that oncoming
traffic did not hit me. | got to a side street and tested the steering to ensure that | could control the car enough to get it to the senice center, and | immediately dropped
it off.

| looked up the symptoms on the intemet and found that they were symptomatic of the track bar bracket weld issue that was found, and that this issue had been the
subject of a previous recall. | searched myVIN on MOPAR, and the site said that the recall work had been performed long before | purchased the car from a dealer. |
was informed about a recall at the time of sale, but it was a bushing or damper recall and was described as no big deal. Disingenuous, is a generous interpretation.
This frack bar bracket IS ABIG DEAL. When it fails, the car doesn't steer! | can't believe that this car was sold this way without disclosure by the dealer even if it had
been repaired. And if it was repaired, why did it fail? Is the recall work reallya "fix". Obviouslyitis not. If it was inspected and the weld problem not found and repaired,
| was put at risk.

Nothing | can come up with as to what occurred sounds remotely acceptable. What is worse is that | cannot see how fixing it again is a believable solution. Iltis
deeplydisturbing that | am supposed to just drive away believing that, at best, it has been repaired, even though the same repair didn't work the lasttime.

What am | supposed to do? | don't know the answer, but | did think that someone should know that | am really, really upset about it, and | am not at all sure that | want
to keep this car.




From: Jeep Customer Care [mailto;jeepcustomercare@fcagroup.com]
Sent: Tuesday, March 10, 2020 8:22 AM

To:|
Subj Se -_00DjU1gsDF._ 12ZNUMref ] [EXTERNAL]

[https /fcagroup—Stage—c.cs 25.content . force.com/sendet/'seret. ImageSenver?id=015f1000003KHCh&0id=00D 1b000000Dcm6]

per I,
'Thank you for allowing JEEP Customer Care an opportunity to address your concem. Qur primary focus is your satisfaction.
My name is Kailee and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

* Your case number is

* The Chrysler Jeep Wave Case Management telephone number: 1-844-533-7928

* Mydirect extension: 4061284

* Mywork hours are: 8:00am-6:30pm Monday through Wednesday and 8:00am-1:00pm Thursday through Friday Eastern Standard Time.
* | will contact you within one business day of your appointment by telephone to discuss your case.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

Kailee
Jeep Wawve Specialist

[hitps :/fcagroup—Stage—c.cs25.content force.com/sendet/serdet. ImageSener?id=015f1000003KHCg&0id=00D1b000000Dcm6]

[hitp:/ffcagroup.my.salesforce.com/sendet/serdet.ImageSenver?0id=00Dj0000001qs DF&esid=0183200000j0H6u]

ref._00Dj01gsDF._5003Z212ZNUMref

CONFIDENTIALITY NOTICE: This e-mail and the transmitted documents contain private, privileged and confidential information belonging to the sender. The
information therein is solelyfor the use of the addressee. If your receipt of this transmission has occurred as the result of an error, please immediately notify us so
we can arrange for the retum of the documents. In such circumstances, you are advised that you may not disclose, copy, distribute or take any other action in reliance
on the information transmitted.

Date  [03/12/2020 Subject |RE: Case [ref._00Dj01gsDF, 5003Z12ZNUNref]
From _|ieepcustomercare@cagroup.com To |Sent Date/Time [03/12/2020 14:44 PM
Good Moming M- ]Il

| am reaching out to you in regards to our phone call earlier. Please email me back by responding directly back to this email.
1 will be trying to follow up with the senice manager later today to gain more information on the vehicle repair status.

If you have any questions please email me or call me directly at 877-533-7928 ext: 4061284.

\Warm Regards,

Kailee

Jeep Wave
ref:_00Dj01gsDF._5003Z12ZNUMref

|Date  [03/12/2020 [Subject |RE: Case-[ret_OODj01quF._500321221\lUMref][EXTERNN.]




_ |70 ieepcustomercare@jcagroup.com | Sent Date/Time 103/12/2020 14:55 PM

Hi Kailee this is still justa general email and not a direct one. Please let me know any further info that you get. Anyway, the following is what | sent on Tuesday
3/10/2020:

Hello Kailee and Jeep Customer Care,
For the record, | am extremely unhappy with the turn of events regarding my Wrangler and leading to this point. Heres why:

| was driving down a residential road, and as the road curved right, and | tumed the wheel right, the car did not respond. | went into the oncoming lane until | could
radically tumn the wheel to get the car to comrect. | was shaken but thankful that my wife nor my children were driving or that | was not on a highway or that oncoming
traffic did not hit me. | got to a side street and tested the steering to ensure that | could control the car enough to get it to the senice center, and | immediately dropped
it off.

| looked up the symptoms on the intemet and found that they were symptomatic of the track bar bracket weld issue that was found, and that this issue had been the
subject of a previous recall. | searched myVIN on MOPAR, and the site said that the recall work had been performed long before | purchased the car from a dealer. |
was informed about a recall at the ime of sale, but it was a bushing or damper recall and was described as no big deal. Disingenuous, is a generous interpretation.
This track bar bracket IS ABIG DEAL. When it fails, the car doesnt steer! | cant believe that this car was sold this way without disclosure by the dealer even ifit had
been repaired. And if it was repaired, whydid it fail? Is the recall work reallya fix Obviouslyitis not. If it was inspected and the weld problem not found and repaired, |
was put at risk.

Nothing | can come up with as to what occurred sounds remotely acceptable. What is worse is that | cannot see how fixing it again is a believable solution. Iltis
deeplydisturbing that | am supposed to just drive away believing that, at best, it has been repaired, even though the same repair didnt work the last ime.

\What am | supposed to do? | dont know the answer, but | did think that someone should know that | am really, really upset about it, and | am not at all sure that | want
to keep this car.

From: Jeep Customer Care [mailto:jeepcustomercare@fcagroup.com]

Sent Thursday. March 12. 2020 10:44 AM

To:

Subj : ref: qsDF._5003Z12ZNUMref | [EXTERNAL]

Good Moming M-I
| am reaching out to you in regards to our phone call earlier. Please email me back by responding directly back to this email.
1 will be trying to follow up with the senice manager later today to gain more information on the vehicle repair status.

If you have any questions please email me or call me directly at 877-533-7928 ext: 4061284.

\Warm Regards,

Kailee
Jeep Wave [http2/fcagroup.my.salesforce.com/sendet/serdet.ImageServer?0id=00Dj0000001gs DF&esid=0183Z00000j0Yw]

ref._00DjO1qsDF._5003Z12ZNUMref

CONFIDENTIALITY NOTICE: This e-mail and the transmitted documents contain private, privileged and confidential information belonging to the sender. The
information therein is solelyfor the use of the addressee. If your receipt of this transmission has occurred as the result of an error, please immediately notify us so
we can arrange for the retum of the documents. In such circumstances, you are advised that you may not disclose, copy, disfribute or take any other action in reliance
on the information transmitted.

Date |03/17/2020 Subject _|RE: CaselJJJJ L re"._00Dj01gsDF._5003Z12ZNUMref]
From To jeepcustomercare@cagroup.com |Sent Date/Time 103/17/2020 21:09 PM

Hi Kailee,
| understand that the work has been completed on mywehicle. What | dont understand is why | didnt get any answers to my concemsor even any acknowmledgement.

- Why did this problem occur?

- Was this something that was previously repaired and failed?

- What was done on the recall for this in 2018 prior to the car being sold?

- What work was actually done at this senice? Welding the track arm bracket??

- If this was done before, why should | feel comfortable with it now?

- If it was not done before, why not? What happened?

There is no uncertainty that my car failed. | was put at risk by a known problem. | am not comfortable with the vehicle.
Would someone please provide me a solution thatis more than just retuming my car to me?

Thank you,




From:

Sent: Thursday, 12, 2020 10:55 AM

To: 'Jeep Customer Care' <jeepcustomercare@fcagroup.com>

Subject: RE: Case|JJjj [ ¢_00Dj01gsDF._5003Z12ZNUMref ] [EXTERNAL]

Hi Kailee this is still just a general email and not a direct one. Please let me know any further info that you get. Anyway, the following is what | sent on Tuesday
3/10/2020:

Hello Kailee and Jeep Customer Care,
For the record, | am extremely unhappy with the turn of events regarding my Wrangler and leading to this point. Heres why.

| was driving down a residential road, and as the road curved right, and | tumed the wheel right, the car did not respond. | went into the oncoming lane until | could
radically tumn the wheel to get the car to correct. | was shaken but thankful that my wife nor my children were driving or that | was not on a highway or that oncoming
traffic did not hit me. | got to a side street and tested the steering to ensure that | could control the car enough to get it to the senice center, and | immediately dropped
it off.

| looked up the symptoms on the intemet and found that they were symptomatic of the track bar bracket weld issue that was found, and that this issue had been the
subject of a prevous recall. | searched myVIN on MOPAR, and the site said that the recall work had been performed long before | purchased the car from a dealer. |
was informed about a recall at the time of sale, but it was a bushing or damper recall and was described as no big deal. Disingenuous, is a generous interpretation.
This track bar bracket IS ABIG DEAL. When it fails, the car doesnt steer! | cant believe that this car was sold this way without disclosure by the dealer even ifit had
been repaired. And if it was repaired, whydid it fail? Is the recall work reallya fix Obviouslyitis not. If it was inspected and the weld problem not found and repaired, |
was put at risk.

Nothing | can come up with as to what occurred sounds remotely acceptable. What is worse is that | cannot see how fixing it again is a believable solution. Itis
deeplydisturbing that | am supposed to just drive away believing that, at best, it has been repaired, even though the same repair didnt work the last time.

\What am | supposed to do? | dont know the answer, but | did think that someone should know that | am really, really upset about it, and | am not at all sure that | want
to keep this car.

From: Jeep Customer Care [mailto:jeepcustomercare@fcagroup.com]
Sent: Thursday, March 12, 2020 10:44 AM
To:

Subject: RE: € ref. gs

Good Moming M-I

| am reaching out to you in regards to our phone call earlier. Please email me back by responding directly back to this email.
1 will be trying to follow up with the senice manager later today to gain more information on the vehicle repair status.

If you have any questions please email me or call me directly at 877-533-7928 ext: 4061284.

\Warm Regards,

Kailee
Jeep Wave [hitp://fcagroup.my.salesforce.com/sendet/'sendet.ImageSener?0id=00Dj0000001gs DF&esid=0183Z00000j0Ywi]

ref:_00Dj01qsDF._5003Z12ZNUMref

CONFIDENTIALITY NOTICE: This e-mail and the transmitted documents contain private, privileged and confidential information belonging to the sender. The
information therein is solelyfor the use of the addressee. If your receipt of this transmission has occurred as the result of an error, please immediately notifyus so
we can arrange for the retum of the documents. In such circumstances, you are advised that you may not disclose, copy, distribute or take any other action in reliance
on the information transmitted.

Date |03/23/2020 Subject |RE: Case [ ref:_00DjO1gsDF._5003Z12ZNUMref |
From _|jeepcustomercare@cagroup.com To |Sent Date/Time |03/23/2020 19:48 PM
Good Afternoon M.-

| am reaching out o you in regards to our conwersation earlier. | am offering you a 7 year, 100,000 mile 0 dollar deductible Max Care Senvice contract the benefits
include:
MAXIMUM CARE provides for COMPLETE MECHANICAL COMPONENT COVERAGE Beyond the Vehicle's Factory Warranty.

IF ITS MECHANICAL ... ITS COVERED!

A choice of $200/$100/$0 Deductible per repair visit (depending on Plan chosen). Indudes all of the following:

$100 Sign-And-Go Roadside Assistance1
$100 Towing Allowance

$35 First Day Rental2

$35/Day Car Rental Allowance2




$600 Key Fob Repair/Replacement Coverage3

$1,000 Trip Interruption Coverage

$50 Plan Transfer Fee (in most states)

1Roadside Assistance provided in the event coverage is notincluded in the Basic or Powertrain Warranties.

2Includes $35 Tax Reimbursementin lieu of Rental and all first day dealership senice except bodywork.

3Total maximum coverage benefit of $600 and up to 3 Key Fob repairs or replacements.

1 will follow up with you on Wednesday to erify if you would like to accept the senvice contract and confirm no issues with the vehidle.
Warm Regards,

Kailee
Jeep Wawe Specialist
Original Message
From:
Sent:
To: jeepcustomercare@fcaaroup.com
Subject: RE: Case- [ ref:_00Dj01qsDF._5003Z12ZNUMref |

Hi Kailee,
| understand that the work has been completed on myvehicle. What | dont understand is why | didnt get any answers to my concemsor even any acknowledgement.

- Why did this problem occur?

- Was this something that was previously repaired and failed?

- What was done on the recall for this in 2018 prior to the car being sold?

- What work was actually done at this senice? Welding the track arm bracket??

- If this was done before, why should | feel comfortable with it now?

- If it was not done before, why not? What happened?

There is no uncertainty that my car failed. | was put at risk by a known problem. | am not comfortable with the vehicle.

Would someone please provide me a solution that is more than just retuming my car to me?

Thank you,

Greenwich, C

From:

Sent: Thursday, 12,2020 10:55 AM

To: 'Jeep Customer Care' <jeepcustomercare@fcagroup.com>

Subject: RE: Case [ ref:_00DjO1gsDF._5003Z12ZNUMref | [EXTERNAL]

Hi Kailee this is still justa general email and not a direct one. Please let me know any further info that you get. Anyway, the following is what | sent on Tuesday
3/10/2020:

Hello Kailee and Jeep Customer Care,
For the record, | am extremely unhappy with the turn of events regarding my Wrangler and leading to this point. Heres why:

| was driving down a residential road, and as the road curved right, and | tumed the wheel right, the car did not respond. | went into the oncoming lane until | could
radically tumn the wheel to get the car to comrect. | was shaken but thankful that my wife nor my children were driving or that | was not on a highway or that oncoming
traffic did not hit me. | got to a side street and tested the steering to ensure that | could control the car enough to get it to the senice center, and | immediately dropped
it off.

| looked up the symptoms on the intemet and found that they were symptomatic of the track bar bracket weld issue that was found, and that this issue had been the
subject of a preMous recall. | searched myVIN on MOPAR, and the site said that the recall work had been performed long before | purchased the car from a dealer. |
was informed about a recall at the time of sale, but it was a bushing or damper recall and was described as no big deal. Disingenuous, is a generous interpretation.
This track bar bracket IS ABIG DEAL. When it fails, the car doesnt steer! | cant believe that this car was sold this way without disclosure by the dealer even ifit had
been repaired. And if it was repaired, whydid it fail? Is the recall work reallya fix Obviouslyitis not. If it was inspected and the weld problem not found and repaired, |
was put at risk.

Nothing | can come up with as to what occurred sounds remotely acceptable. What is worse is that | cannot see how fixing it again is a believable solution. Iltis
deeplydisturbing that | am supposed to just drive away believing that, at best, it has been repaired, even though the same repair didnt work the last time.

What am | supposed to do? | dont know the answer, but | did think that someone should know that | am really, really upset about it, and | am not at all sure that | want
to keep this car.




From: Jeep Customer Care [mailto;jeepcustomercare@fcagroup.com]
Sent Thursday, March 12, 2020 10:44 AM

To
Subject: RE: € ref._| qsDF. re
Good Moming M-I

| am reaching out to you in regards to our phone call earlier. Please email me back by responding directly back to this email.
1 will be trying to follow up with the senice manager later today to gain more information on the vehicle repair status.

If you have any questions please email me or call me directly at 877-533-7928 ext: 4061284.

\Warm Regards,

Kailee
Jeep Wave [hitp://fcagroup.my.salesforce.com/sendet/'sendet.ImageServer?0id=00Dj0000001gs DF&esid=0183200000j0 Y]

ref:_00Dj01gsDF._5003Z212ZNUMref

CONFIDENTIALITY NOTICE: This e-mail and the transmitted documents contain private, privileged and confidential information belonging to the sender. The
information therein is solely for the use of the addressee. If your receipt of this fransmission has occurred as the result of an error, please immediately notify us so
we can arrange for the retum of the documents. In such circumstances, you are advised that you may not disclose, copy, distribute or take any other action in reliance
on the information transmitted.

[Date_[04/0972020 Subject [ref._00Dj01gsDF._5003212ZNUMref ]

[Sent Date/Time [0470972020 12:34 PM

From |jeepcustomercare@fcagroup.com To
Good Morning M,

My name is Kailee | am a case manager with Jeep Wave. | have been trying to follow up with you in regards to your case- but have been unable to get
through. At this time due to no response we will be closing this case.

If you have any questions or concems or anyissues arise in the future please don't hesitate to contact Jeep Wave at 844-533-7928.

| hope you hawve a good day.

Kind Regards,
Kailee
Jeep Wawe Specialist

Original Message ———
From: Jeep Customer Care [jeepcustomercare@fcagroup.com)
Sent: 3/23/2020 7:48 PM
To:
Subject: RE: Case| ref;_00Dj01gsDF._5003Z12ZNUMref ]

Good Atemoon M-I

| am reaching out o you in regards to our conersation earlier. | am offering you a 7 year, 100,000 mile 0 dollar deductible Max Care Senvice contract the benefits
include:
MAXIMUM CARE provides for COMPLETE MECHANICAL COMPONENT COVERAGE Beyond the Vehicle's Factory Warranty.

IF ITS MECHANICAL ... ITS COVERED!

A choice of $200/$100/$0 Deductible per repair visit (depending on Plan chosen). Indudes all of the following:

$100 Sign-And-Go Roadside Assistance1
$100 Towing Allowance

$35 First Day Rental2

$35/Day Car Rental Allowance2

$600 Key Fob Repair/Replacement Coverage3
$1,000 Trip Interruption

$50 Plan Transfer Fee (in most states)

1Roadside Assistance provided in the event coverage is notincluded in the Basic or Powertrain Warranties.

2Includes $35 Tax Reimbursementin lieu of Rental and all first day dealership senice except bodywork.

3Total maximum coverage benefit of $600 and up to 3 Key Fob repairs or replacements.

1 will follow up with you on Wednesday to erify if you would like to accept the senice contract and confirm no issues with the vehide.
Warm Regards,

Kailee
Jeep Wawve Specialist

Original Message

From
Sent: g
To: jeepcustomercare@fcagroup.com

Subject: RE: Case- [ ref:_00Dj01qsDF._5003Z12ZNUMref |

Hi Kailee,
| understand that the work has been completed on mywehicle. What | dont understand is why | didnt get anyanswers to my concemsor even any acknowledgement.




- Why did this problem occur?

- Was this something that was previously repaired and failed?

- What was done on the recall for this in 2018 prior to the car being sold?

- What work was actually done at this senice? Welding the track arm bracket??

- If this was done before, why should | feel comfortable with it now?

- If it was not done before, why not? What happened?

There is no uncertainty that my car failed. | was put at risk by a known problem. | am not comfortable with the vehicle.

Would someone please provide me a solution thatis more than just retuming my car to me?

Thank you,

From:

Sent: Thursday, 12, 2020 10:55 AM

To: 'Jeep Customer Care' <ieepcustomercare@fcagroup.com>

Subject: RE: Case- [ ref,_00Dj01qsDF._5003Z12ZNUMref | [EXTERNAL]

Hi Kailee this is still justa general email and not a direct one. Please let me know any further info that you get. Anyway, the following is what | sent on Tuesday
3/10/2020:

Hello Kailee and Jeep Customer Care,
For the record, | am extremely unhappy with the turn of events regarding my Wrangler and leading to this point. Heres why:

| was driving down a residential road, and as the road curved right, and | tumed the wheel right, the car did not respond. | went into the oncoming lane until | could
radically turmn the wheel to get the car to comrect. | was shaken but thankful that my wife nor my children were driving or that | was not on a highway or that oncoming
traffic did not hit me. | got to a side street and tested the steering to ensure that | could control the car enough to get it to the senice center, and | immediately dropped
it off.

| looked up the symptoms on the intemet and found that they were symptomatic of the track bar bracket weld issue that was found, and that this issue had been the
subject of a previous recall. | searched myVIN on MOPAR, and the site said that the recall work had been performed long before | purchased the car from a dealer. |
was informed about a recall at the time of sale, but it was a bushing or damper recall and was described as no big deal. Disingenuous, is a generous interpretation.
This track bar bracket IS ABIG DEAL. When it fails, the car doesnt steer! | cant believe that this car was sold this way without disclosure by the dealer even ifit had
been repaired. And if it was repaired, whydid it fail? Is the recall work reallya fix Obviouslyitis not. If it was inspected and the weld problem not found and repaired, |
was put at risk.

Nothing | can come up with as to what occurred sounds remotely acceptable. What is worse is that | cannot see how fixing it again is a believable solution. Iltis
deeplydisturbing that | am supposed to just drive away believing that, at best, it has been repaired, even though the same repair didnt work the last time.

What am | supposed to do? | dont know the answer, but | did think that someone should know that | am really, really upset about it, and | am not at all sure that | want
to keep this car.

Greenwich, C

From: Jeep Customer Care [mailto:jeepcustomercare@fcagroup.com]
Sent Thursday, March 12, 2020 10:44 AM

To!

Subject: RE: Case] ref: qs

Good Moming M-I}
| am reaching out to you in regards to our phone call earlier. Please email me back by responding directly back to this email.
1 will be trying to follow up with the senice manager later today to gain more information on the vehicle repair status.

If you have any questions please email me or call me directly at 877-533-7928 ext: 4061284.

\Warm Regards,

Kailee
Jeep Wave [http://fcagroup.my.salesforce.com/sendet/'sendet.ImageSenver?0id=00Dj0000001gs DF&esid=0183Z00000j0 Y]

ref:_00DjO1qsDF._5003Z12ZNUMref
CONFIDENTIALITY NOTICE: This e-mail and the fransmitted documents contain private, privileged and confidential information belonging to the sender. The
information therein is solelyfor the use of the addressee. If your receipt of this transmission has occurred as the result of an error, please immediately notifyus so




we can arrange for the return of the documents. In such circumstances, you are advised that you may not disclose, copy, distribute or take any other action in reliance
on the information transmitted.




New Customer Assistance Inquiry Record (CAIR)#

VIN 1CAHDECXWI  [Model Year 2018 |[Brand | JeeP |
Body JLIP74 | Vehicle JEEP WRANGLER UNLIMTED SAHARA |
SNMW Line of Business CAC ‘ Customer Assistance Center
Batch Case
Information
Open Date 03/11/2020 |CAIR Type Regular | Status Closed |
Close Date 09/01/2020 1 Chat | Reason [
Mileage 0 Miles | Market u Language English |
ContactEmail | Y | Cortact Phone N |[Comtactimobic | NN
Caller Address ||Source Customer |
Customer |
Customer Address |
l | l |

Dealer 61884 | TOMOBRIEN CHRYSLER JEEP DODGE | Dealer Phone | 3178054400
Dealer Address 4630 E 96TH STREET |

INDIANAPOLIS [IN | 46240 3742 |usa |
|Dealer Zone | Great Lakes || Sales District | || Service District | M |
Subject Recall Information |Campaign w12 |
Synopsis Recall Interim Parts nofification email sent to customer. Case dosed via spedial job run. |
Customer Anomaly |
Contact R Recall Parts Backorder/Not Customer

o0 Available Anomaly ‘ ‘
|Reason Code | After Sales - Complaint - Recall Campaign - Recall Campaign - Part not awailable [

Case Status History
Create Date Status

03/11/2020 03:33 PM New
03/11/2020 04:34 PM Open
03/11/2020 04:35 PM Suspended
03/18/2020 11:15 AM Open
09/01/2020 11:36 PM Closed

Initial Description

Transcript will be loaded shortly

Live Chats
Date

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 ) Msitor: hello, | hawve 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
|eventhing | can to assist.

(2m 51s ) Msitor: ok

( 4m 1§§ ) Misitor: 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




Date

03/11/2020

nouned?

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

(s vt <<
(5m 50s ) Visitor: | | |
(s v I

(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: | want to ensure itis correct as this is where the recall notices are sent.
(9m 24s ) Visitor: my address is ||| | NN Vestie'd N} same as in myMopar.com account. Do you have something diff?
(10m 26s ) Beth-Anne: Yes | have an address orjjjij ' Wil update that for us here.

(11m 55s ) Misitor: 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: [ il is our adult sons street. They own no Mopar products nor have anything to do with this vehicle
(13m 18s ) Misitor: 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 ) Misitor: This vehicle was bought /paid for/registered /listed on MOPAR.COMunder my correct address. | do not understand this at all
(15m 44s ) \isitor: 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 ) Misitor: How can | get a copy of the W12 notice?

(16m 31s ) Beth-Anne: | am sorryto 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: FCAUS 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 FCAinvestigation that identified a potential for excessive clutch-
component friction and subsequent overheating.

If this condition occurs, it may cause a vehicles 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. FCAis 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.

Affected customers will be advised when senice 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.




Date

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

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

(17m 40s ) Misitor: 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 ) \isitor: 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 FCAstandards.

(23m 47s ) Misitor: vehicle is not safe to drive, according to the welders the inspected the repair.
(24m 16s ) Misitor: i have only put 3800 miles onitin nearly a year

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

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

(26m 9s ) Visitor: the NHTSAmandated repair was NOT done correctly according to three welders and two dealers, yet FCAsays 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. At 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, | will no longer put myfamilyin this vehicle on the highway. Ive barely driven it and all three issues are
a NHTSAsafety 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 your email when the parts are released!

(42m 55s ) Beth-Anne: Hello [l

(45m 16s ) Misitor: yes

(45m 44s ) Beth-Anne: | have created a case for you, case number- and we will reach out as soon as the parts become available.
(46m 7s ) Misitor: what am | to do in meantime?

(46m 40s ) Beth-Anne: | would recommend scheduling an appointment to have the steering damper completed.

(47m 40s ) Visitor: And the improper track bar weld repair? | have had three welders tell me it was not done correctly.

(47m 44s ) Beth-Anne: Once the vehicle arrives at the dealership please contact us so that we can reach out to them.

(49m 41s ) Misitor: so | should continue to drive it?

(52m 29s ) Beth-Anne: In the letter it states "observe excessive or abnormal clutch-pedal travel, clutch slippage, and/or a strong odor," If any of these
are present please contact vour dealershio riaht awav.




Date

(56m 4s ) Beth-Anne: Is there anything else | can do in the mean time to help?

(1h Om 20s ) Beth-Anne: It seems we hawe lost connection. Thank you for contacting Jeep Customer Care. Please chat with us again if you need
further assistance. You can also look for updates on our website www.Jeep.com. Have a good day!

Date

03/11/2020




New Customer Assistance Inquiry Record (CAIR)#

VIN 1CAHXOGIV | Model Year 2018 |Brand Jueer |
Body JLIL74 | Vehicle JEEP WRANGLER UNLIMTED SPORT |
s Frovked \ Line of Business CcAC ’ Customer Assistance Center
Batch Case
Information
Open Date 04/27/2020 | CAIR Type Regular | Status Closed |
Close Date 04/27/2020 | Origin Telephone |Reason |
Mileage 61,000 Mles | Market U ] \Language Engl sh |
(Contact Email | I | Cortact Phore I |[Contect mobie | N
(Caller Address | | Source | Customer |
Caller City ’ Caller Country ' ool ‘
Customer | |
customer Address | [ |
SYLMAR |CA [ ECCN-.
Dealer 60657 | VAN NUYS CHRYSLER DODGE JEEP RAM ||Dealer Phone | 8187870800
Dealer Address 6110-6114 VAN NUYS BLVD |
VAN NUYS |ca |914013305  |usa |
|Dealer Zone | califomia | Sales District | || Service District | Y |
Subject EECS OB |
Synopsis customer has concerns but does not wish to work to resolve. Has retained attomey |
Customer Anomaly |
Customer requesting follow up to || Customer
Contact Reason c277 suney A | ‘ ‘
|Reason Code | Complaint - Feedback - After Sales - Outbound - Survey Follow Up |
Case Status History
Create Date Status
04/27/2020 05:56 PM Open
04/27/2020 06:12 PM Closed

Initial Description

Customer had previous engine/weld concens

Case Comments

Date

CUSTOMER CONTACT 04/27- Witer dialed customer a

|thanked customer for their time. Ended call.

Comment

ﬁ spoke to customer. Customer states there are ongoing
concems. Customer states body paint is cracking in the quarter panel. Customer states Bad frame welds in the lower control
arms, driver side rear. Customer states \ehicle wanders steering feels loose, constantly over corrects. Customer states Wind
04/27/2020 |Noise from the quarter panel. Customer states hawe tried to address these with dealer but has not corected. Whiter offered
customer the chance to have a Specialist review issues and work with any dealer of customer choosing to rectify. Customer states
does not wish to work with dealers and has contacted a lemon law attomey. Witer apologized to customer for experiences and




New Customer Assistance Inquiry Record (CAIR)#

VIN 1C4HJ)CG8KV- ‘Model Year 2019 |Brand | JEEP |
Body JLIST2 Vehicle JEEP WRANGLER RUBICON |
s Frovked ’Llnaofalslnass CAC Customer Assistance Center
Batch Case
Information
Open Date 05/28/2020 | CAIR Type Regular | Status Closed |
Close Date 07/08/2020 | Origin Telephone | Reason |
Mileage 10,700 Mles | Market U | Language English |
ContactEmail | | Contact Phore N |Cortect Mobie |
Caller Address | |Source | Customer |
Caller City ‘CdbrCanry ‘%c afired ‘
Customer | |
Customer Address _ | NN |
SHREWSBURY | mA | R |
Dealer 42905 | HARR CHRYSLER JEEP DODGE RAM || Deater Phone | 5084712600 |
Dealer Address 112 GOLD STARBL\D |
WORCESTER | mA | 01606 2871 |usa |
|Dealer Zone | Northeast | Sales District | | Service District |
Subject framework welding missed |
Synopsis SC was offered and the customer had accepted. |
Customer Anomaly | Body |
Frame |
Contact Reason C105 Ao e i c"s“"""’w 4 Vehidle Frame Issues
|Reason Code | Ater Sales - Complaint - Product - Viehicle concern - Additional details |
Case Status History
Create Date Status
05/28/2020 03:25 PM Open
07/08/2020 06:19 PM Closed

Initial Description
framework welding problem per dealer diagnosis

Case Comments

Date

Comment

as customer owns the vehicle

Hamr Chrysler diagnosed wehicle with damaged framework Customer wants to know Will the damaged framework be reported to
05/28/2020 Carfax Wil he be compensated for the diminished value of vehicle Wil they buy back vehicle and replace the aftermarket
accessories and put on new vehicle. if repaired will they guarantee any future problems that should occur due to the repair as long

06/02/2020 |Customer would like a call back as soon as possible

customer on Friday

06/02/2020 called customer to let him know that we can efficiently look into some form of SC to provide for this concem following up with

06/09/2020 the customer called me back and | advised him that we are able to offer a 7 year/100,000 MAXcare SC and he wants more | advised
him this is what we are able to offer, the customer is displeased and accepted the SC that was offered.

06/09/2020 |called and left VMfor the DLR

06/25/2020 |called the customer to followup with the repair and see how eventhing is going. customer didn't answer left VM




New Customer Assistance Inquiry Record (CAIR)#

Reason Code After Sales - Information & Assistance requests - MVP - MVP - Documentation - Senice Contracts terms & Conditions

VIN 1C4HIXCGSKWIII [Mode! Year 2019 |Brand | JEEP |
Body JLIS72 | Vehicle JEEP WRANGLER RUBICON |
Cvustlml Provided ‘ Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 06/24/2020 ||CAIR Type Regular | Status Closed |
Close Date 06/24/2020 ||origin Telephone  |[Reason |
Mileage 11,727 Mles | Market U |Language | English |
Contact
ContactEmail | N Cortact Phone LW
Caller Address || Source Customer |
Caller City Caller Country ' foeal
Customor | |
Customer Actress | |
SHREWSBURY MA I vsA |
Dealer 42905 | HARR CHRYSLER JEEP DODGE RAM ||Dealer Phone | 5084712600 |
Dealer Address | 112 GOLD STAR BL\D |
WORCESTER | ma |016062871 | USA |
Dealer Zone Northeast ‘ Sales District ‘ Setyice B ‘
District
Subject MWP Proposal |
Synopsis Added plan |
Customer Anomaly| Steering / Suspension |
Suspensions Ams |
Contact Reason MWP Senice Contracts Terms &  ||Customer Steering/Suspension
- Conditions ‘ Anomaly e arms issue ‘
|

Case Status History

Create Date

Status

06/24/2020 01:16 PM

06/24/2020 07:47 PM

Closed

Initial Description

Incorrectly manufactured control arm. Needed to be re-welded. MVP proposal out of goodwill consideration. ECP34N




New Customer Assistance Inquiry Record (CAIR)# -__I

VIN 1C4HOGOVIIl Mode! Year 2018 ||Brand | JEEP |
Body JLIL74 ||Vehicle JEEP WRANGLER UNLIMTED SPORT |
s‘wa Provided 1 Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 10/14/2020 |CAIR Type Regular | Status Closed |
Close Date 10/29/2020 | Origin Telephone | Reason [
Mileage 27,000 Mies ||Market U ||Language English |
Contact Email | I,  Contact Phone M (Contactmovie NNNEEEN @0
Caller Address |[Source Customer |
| Caller Postal
il [t comy ’ Code ‘
Customer | ] |
Customer Address _ | |
LAS VEGAS [NV | R |
|Dealer | 60687 | Jim Marsh Chrysler Jeep |[Dealer Phone | 7029469000 |
[Dealer Address | 8575 CENTENNIAL PKWY |
LAS VEGAS NV | 89149 4531 |USA |
|Dealer Zone | west \|Sales District | Service District | J |
|Subject Vehicle Concem |
Synopsis Repaired and retumed. |
Customer Anomaly | Steering / Suspension |
Steering Wheel Controls |
| Technical Issue With Customer Steering wheel controls
Contact Reason C105 | Vehide A ? 92 lissue
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details |
Case Status History
Create Date Status
10/14/2020 05:16 PM Open
10/29/2020 10:20 PM Closed

Initial Description

Vehicle making clicking noises

Case Comments

Date

Comment

10/14/2020

Customer called in stating that vehicle has been making dicking noises. Customer states that she brought vehicle in to dealership
yesterday for the concern and was informed that welding is coming apart. Customer states that on one side itis coming apart and
next side is completely off. Customer states that entire bracket is coming off and dealership is stating that this would not be covered
under warranty. Customer seeking assistance with getting repair done. Customer working with SA John. Customer states that top
piece of metal has no welding sign

10/16/2020

Cst requesting to speak to CM, Agent warm transferred Cst over to CMfor further assistance

10/16/2020

1B FROMCST: Customer called wanting to go over the situation with her vehicle. Customer states that the DLR advised her that the
\vehicle is not safe to drive as the back end can fall apart. Customer is seeking assistance with the repair as she has alreadymade a
report with NHTSA Advised that CMwill reach out to the DLR and get further information as well as info from corporate resources.
Customer thanked. Emailed over contact information.

10/21/2020

OB TO DLR Spoke With : John Left a message for a call back

10/21/2020

1B EMAIL FROMCUSTONER Customer sent over copy of email from NTHSA advising not to drive the vehidie. Cm will be sending an
lemail to the SM

10/21/2020

OB EMAIL TODLR We would need to look at the vehidle and inspect the weld. We have certified welders at our body shop.
Perfect. When can we hawe the customer tow the vehicle in?

He can haw it towed anytime. Do you have all of his contactinfo? OB

[TO CST: Advised customer that the DLR has advised to have the wvehicle towed in anytime. Customer asked about a rental and CM

|emailed the SD back to see if can accommodate the rental. Will call the customer once receive a response.

10/21/2020

SD said yes to the rental and Cm called to inform the customer.

10/21/2020

\\ehicle has arrived at dealership Jim Marsh Chnysler Jeep and attended by dealer employee

10/27/2020

Email received from SD with quote and pictures of repair. Emailed over DMnotes and advised to proceed with repair.

10/27/2020

OB TO CST: Advised the customer that we are covering the repair and customer asked if the CMcould speak to the attorney. Cm
|advised that the attomey will need to send a letter of representation and provided customer with the address. Customer thanked.

10/29/2020

OB EMAIL TODLR Asked for an update on the vehicle.

10/29/2020

\Vehicle has been completed and picked up.

10/29/2020

OB TO CST: Vehicle has been picked up and no further assistance is needed. Closing case.

Email(s)



Date |10/16/2020 Subject |Case #: 2018 Jeep Wrangler Unlimited Sport [ ref:_00Dj01gsDF._5003218iGYo:ref ]
From |jeepcustomercare@fcagroup.com To |Sent Date/Time |10/1 6/2020 16:19 PM

Good Afternoon,
My name is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:

Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST
Phone #: 844-533-7928 ext 4061102

Please reply with your preferred method of contact and best time to reach you within mybusiness hours previously listed.
Jennifer

Jeep Wave Premium Care
ref._00Dj01gsDF._5003Z18iGYo:ref

Date |10/16/2020 Subject |Re: Case #: || 20718 Jeep Wrangler Unlimited Sport [ ref,_00Dj01gsDF._5003Z18iGYorref]
From To ieepcustomercare@fcagroup.com [Sent Date/Time [10/16/2020 16:21 PM

Sent from myiPhone

> 0On Oct 16, 2020, at 9:19 AM, Jeep Customer Care <jeepcustomercare@fcagroup.com=> wrote:

z Good Afternoon,

z Myname is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:
z Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST

> Phone #: 844-533-7928 ext 4061102

z Please reply with your preferred method of contact and best time to reach you within mybusiness hours previouslylisted.

zJennifer

> Jeep Wave Premium Care
>
>

> ref:_00DjO01gsDF._5003Z218iGYo:ref

Date (10/19/2020 Subject |Re: Case #: ] 2018 Jeep Wrangler Unlimited Sport [ ref;_00Dj01gsDF._5003Z18iGYorref]
From To jieepcustomercare@fcagroup.com |Sent Date/Time [10/19/2020 19:33 PM
Hi Jennifer,

| hope you had a great weekend. | was wondering if there is any information
available re this? | have been without a vehicle for a week now and itis
making life really difficult.

I hope this does not sound rude as | do not mean it that way but this is
obviously a weld issue and with the investigation going on and the fact
jeep is aware of this issue | am confused why this is taking so long?

Thank you for your time,

On Fri, Oct 16, 2020 at 9:20 AV '

>

>

> Sent from myiPhone

>

> On Oct 16, 2020, at 9:19 AM Jeep Customer Care <

> jeepcustomercare@fcagroup.com> wrote:

>

> Good Afternoon,

>

> Myname is Jennifer with Jeep Wave Premium Care and your case has been
> escalated to me regarding your vehicle. My direct contact information is as
> follows:

>

> Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to
>7:30 pm EST

> Phone #: 844-533-7928 ext 4061102

>

> Please replywith your preferred method of contact and best time to reach
> you within mybusiness hours previously listed.

>

> Jennifer

> Jeep Wave Premium Care
>
>

> ref._00Dj01gsDF._5003Z18iGYo:ref
>

>

Date [10/21/2020 Subject |Re: Case #: ] 2078 Jeep Wrangler Unlimited Sport [ ref._00Dj01gsDF._5003Z18iGYorref]

From To jeepcustomercare@fcagroup.com |Sent Date/Time |10/21/2020 15:27 PM




Please see email from highway safety advising me not to drive the vehicle.
Can | please get an update. Not having a vehicle is causing huge issues.

Thank you,

Sent from myiPhone

>0On Oct 16, 2020, at 9:19 AM Jeep Customer Care <jeepcustomercare@fcagroup.com=> wrote:

z Good Afternoon,

z Myname is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:
z Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST

> Phone #: 844-533-7928 ext 4061102

Z Please reply with your preferred method of contact and best time to reach you within mybusiness hours previouslylisted.

:Jennifer

> Jeep Wave Premium Care
>
>

> ref:_00Dj01gsDF._5003Z18iGYo:ref

Date [10/21/2020 Subject |Re: Case #: 2018 Jeep Wrangler Unlimited Sport [ ref:_00Dj01gsDF._5003218iGYo:ref |
From |jeepcustomercare@fcagroup.com  |To |Sent Date/Time [10/21/2020 15:38 PM

| have left a message for the Dealership and am just waiting to hear back.

------------ - Original Messaqge ---—-—————---
From:

Sent: :

To: jeepcustomercare@fcaaroup.com
Subject: Re: Case #:|ij 2018 Jeep Wrangler Unlimited Sport [ ref._00Dj01gsDF._5003Z18iGYorref]

Please see email from highway safety advising me not to drive the vehicle.
Can | please get an update. Not having a vehicle is causing huge issues.

Thank you,

Sent from myiPhone

> On Oct 16, 2020, at 9:19 AV, Jeep Customer Care <jeepcustomercare@fcagroup.com> wrote:

: Good Afternoon,

: My name is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:
: Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST

> Phone #: 844-533-7928 ext 4061102

Z Please replywith your preferred method of contact and best time to reach you within my business hours previously listed.

:Jennifer

> Jeep Wave Premium Care

g

> ref:_00Dj01gsDF._5003Z18iGYo:ref

Date |10/21/2020 Subject |Re: Case #: || 20718 Jeep Wrangler Unlimited Sport [ ref._00Dj01gsDF._5003Z18iGYorref]

From To ieepcustomercare@fcagroup.com |Sent Date/Time [10/21/2020 15:48 PM




Thank you for the update. It has been a week since we spoke, did jeep customer relations reply to you yet? You said you have to speak with them and then the
dealership.

| am trying to be patient but not having a car is making me miss jobs and | am not able to even get to the store.

Thanks

Sent from myiPhone

>0On Oct 21, 2020, at 8:38 AM, Jeep Customer Care <jeepcustomercare@fcagroup.com=> wrote:
>

> | hawe left a message for the Dealership and am just waiting to hear back.

> From:
> Sent: :
> To: jeepcustomercare@fcagroup.com

> Subject: Re: Case # |l 2018 Jeep Wrangler Unlimited Sport [ ref,_00Dj01gsDF._5003Z18iGYorref]
>

> Please see email from highway safety advising me not to drive the vehicle.

> Can | please get an update. Not having a vehicle is causing huge issues.

>

> Thank you,

>

>|

"l

>

>

> Sent from myiPhone

>

>>0On Oct 16, 2020, at 9:19 AV, Jeep Customer Care <jeepcustomercare@fcagroup.com> wrote:
>>

>> Good Afternoon,

>>

>>Myname is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:
>>

>>Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST

>> Phone #: 844-533-7928 ext 4061102

>>

>> Please reply with your preferred method of contact and best time to reach you within mybusiness hours previously listed.
>>

>> Jennifer

>> Jeep Wave Premium Care

>>

>>

> > ref:_00Dj01gsDF._5003218iGYo:ref

>

Date (10/27/2020 Subject |Re: Case #: 2018 Jeep Wrangler Unlimited Sport [ ref;_00Dj01gsDF._5003218iGYo:ref ]
From|jeepcustomercare@fcagroup.com |To |Sent Date/Time |10/27/2020 19:26 PM




s I
Please have your Attorney send the letter of representation to:

FCACustomer Care

ATT: Special Investigations
P.OBox21-8004

Auburn Hills, M 48321

Regards,
Jennifer

------------ -- Original Message ---—---——-—-——---
From:

Sent: :

To: jeepcustomercare@fcagroup.com
Subject: Re: Case #:|ij 2018 Jeep Wrangler Unlimited Sport [ ref._00Dj01gsDF._5003Z18iGYorref]

Thank you for the update. It has been a week since we spoke, did jeep customer relations replyto you yet? You said you have to speak with them and then the
dealership.

I am trying to be patient but not having a car is making me miss jobs and | am not able to even get to the store.

Thanks

Sent from myiPhone

>0On Oct 21, 2020, at 8:38 AV, Jeep Customer Care <jeepcustomercare@fcagroup.com> wrote:
>

> | have left a message for the Dealership and am just waiting to hear back.
>

>

> -- Original Message
>From
> Sent: .
> To: jeepcustomercare@fcagroup.com

> Subject: Re: Case #: 2018 Jeep Wrangler Unlimited Sport [ ref:_00Dj01qsDF._5003Z18iGYo:ref]
>

> Please see email from highway safety advising me not to drive the vehicle.
> Can | please get an update. Not having a vehicle is causing huge issues.
>

> Thank you,
>

>

"l

>

>

> Sent from myiPhone

>

>>0On Oct 16, 2020, at 9:19 AM, Jeep Customer Care <jeepcustomercare@fcagroup.com> wrote:
>>

>> Good Afternoon,

>>

>>Myname is Jennifer with Jeep Wave Premium Care and your case has been escalated to me regarding your vehicle. My direct contact information is as follows:
>>

>>Hours: Mon & Wed 8:30 am to 5:00 pm EST/ Tues, Thurs, & Fri 11:00 am to 7:30 pm EST

>> Phone #: 844-533-7928 ext 4061102

>>

>> Please reply with your preferred method of contact and best time to reach you within mybusiness hours previously listed.
>>

>> Jennifer

>> Jeep Wave Premium Care

>>

>>

>>ref:_00Dj01gsDF._5003218iGYo:ref

>




New Customer Assistance Inquiry Record (CAIR)# -J

VIN 1CAHXOCOM [Model Year | 2018 |Brand | JEEP |
Body JLIL74 | Vehicie JEEP WRANGLER UNLIMTED SPORT |
Customer Provided VIN ||Line of CAC | Customer Assistance Center |
Batch Case Information |
Open Date 10/22/2020 || CAIR Type Regular | Status Closed |
Close Date 10/22/2020 | Origin Roadside Assistance||Reason |
Mileage 27,000 Mles | Market U | English |
ContactEmail | I CortectProve NN [Cotactmoie NN
Caller Address | 7109 DRAMATIC WAY | Source | Fea |
|Caller City | LAS VEGAS | Caller Country | USA || Caller Postal Code| 89130 |
Customer - |
Customer Accress | |

LAS VEGS Y [ ) |
Dealer 60687 | Jim Marsh Chrysler Jeep Dealer Phone | 7029469000 |
Dealer Address 8575 CENTENNIAL PKWY ]

LAS VEGAS [NV | 89149 4531 |usa |
Dealer Zone | West Sales District | [Service District | J |
Subject TOW |
Synopsis Roadside/Tow completed |
Customer Anomaly | Roadside |

\ehicle Inoperable |
[Contact Reason | cas | Roadside Event ||Customer Anomaly | 125 | Roadside - Vehicle Inoperable |
|Reason Code | After Sales - Information & Assistance requests - Roadside Assistance - No action needed - Closed |

Case Status History
Create Date Status

10/22/2020 11:09 AV Closed

Initial Description

JIMMARSH CHRYSLER JEEP

7029469000

60687

Please call when you get here. | am inside. | need to go to the dealership too but because of a faulty weld | can not drive the jeep.



New Customer Assistance Inquiry Record (CAIR)# -J

VIN 1C4HXOGIV [Mode! Year 2018 || Brand | JEEP |
Body JLIL74 | Vehicle JEEP WRANGLER UNLIMTED SPORT |
chN“"“ Provided ‘ Line of Business CAC Customer Assistance Center
Batch Case
Information
Open Date 07/29/2021 |[CAIR Type Regular | Status Closed |
Close Date 07/29/2021 |[Origin Telephone | Reason |
Mileage 31,314 Mles | Market u | Language English |
(ContactEmai | N [CortectProne | NN | Contactwiobie |
Caller Address | Source | Customer |
Customer — |
customer Address | [ |
WLLOWCK jon [ I |
Dealer 45555 | GANLEY VILLAGE CHRYSLER DODGE JEEP||Dealer Phone | 4403544368 |
Dealer Address 2115 MENTORAVE |
PAINESVILLE | oH |440771369  |usA |
|Dealer Zone | Great Lakes | Sales District | | Service District | E |
Subject Dealer identified Right Lower Control Am Bracket rattie |
Synopsis Referred dealer to STAR Publication. |
Customer Anomaly | Steering / Suspension |
Suspensions Ams |
Contact Reason Technical Issue With Customer Steering/Suspension arms
G108 \ehicle Anomaly oo issue
|Reason Code | After Sales - Complaint - Product - Vehidle concem - Additional details |
Case Status History
Create Date Status
07/29/2021 05:39 PM Open
07/29/2021 05:47 PM Closed
07/29/2021 05:48 PM Open
07/29/2021 05:55 PM Closed

Initial Description

Dealer 45555 has vehicle in used car inventory and finds vehide has a suspension rattle. Tech identified right lower control am bracket weld misplaced. Photos
attached.
Case Comments

Date Comment
07/29/2021 |DMdirected dealer follow procedures outlined in STAR Online Publication.




| New Customer Assistance Inquiry Record (CAIR)#

|vin 1CAHFGS M Mode! Year 2018 ||Brand | JEEP |
|Body JLIS74 | vehicle JEEP WRANGLER UNLIMTED RUBICON |
SARmec Frovkd l Line of Business CAC ‘ Customer Assistance Center
Batch Case
Information
Open Date 08/18/2021 ||CAIR Type Regular || status Closed |
Close Date 09/21/2021 | origin Telephone | Reason [
Mileage 45,080 Mles ||Market U Language English |
ContactEmail | NN |ContactProne | NN | Conactobic | N
Caller Address I | Source Customer |
Caller City Litle Rock ’ Caller Country USA ‘ Fasfangl | ‘
Customer ] |
Customer Address | [ |
Little Rock AR | | |usa [
|Dealer | 26899 | LANDERS CHRYSLER DODGE JEEP RAM  |[Dealer Phone | 5013744848 |
Dealer Address | 401 COLONEL GLENN PLAZALOOP |
LITTLE ROCK | AR [722102862  |UsA |
|Dealer Zone | Southwest || Sales District | || Service District | Q |
|Subject Vehicle Suspension Control Ams |
Synopsis IRF online aftermarket parts and repair [
Customer Anomaly | Steering / Suspension |
Suspensions Ams |
Technical Issue With || Customer Steering/Suspension arms
Contact Reason C105 Vehicle Anomaly 89 R
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details |
Case Status History
Create Date Status
08/18/2021 08:57 PM Open
09/21/2021 09:30 PM Closed

Initial Description

Passenger s!

ide Rear Lower control Am frame bracket, sheared off.

Case Comments

Date

Comment

08/18/2021

The cxwas cold transferred to the agent. Cxsays that the previous agent advised the cxto hold on and the next thing that he knew,

[ The current agent picked up. The cxsays that all he wants is someone that can assist him with this matter. Cxsays that this part was
not broken and he did nothing to cause this. The cxsays that this is a defect and that the part was never connected. Cxis looking for
Jtechnical assistance . Cxsays that the dealer is informing him that this part needs to be welded back on the vehidle.

08/18/2021

Passenger side Rear Lower control Am frame bracket, sheared off. The cxsays that the bracket is currently off and only one side has
a weld on it and that the weld bead does not touch the bracket. The cxsays that there is paint all around it.

08/18/2021

Customer was frustrated on the issue related to his Suspensions having failed Advised him to speak with MVP as he had a Maxcare
plan Case Closed

08/19/2021

*OB call to DLR, Senvice Dept, Mytel Voice Messaging mailboxis full and cannot accept messages. Dialed into SMBrent VM Mail box
Jfull. *Gmail to DLR SMBrent requesting Diagnostic status

08/19/2021 cal

*0B call to| I 1< s2ic he does not own a 2018 Jeep Rubicon, he does have another Jeep, Apologized for
.

08/19/2021

*OB call m Phone WWanswers as Arkansas Automatic Gate Co. Left brief message, intro and
Jinformed calling a pa ve Landers CDJR. Left contact info and will send email

08/19/2021

|inbound from CST requesting to speak to CM. CST was warmed transferred at this time.

08/19/2021

*IB call from phone and email validated. Established name and ownership. Will send email to update ownership info.
Reviewed situation with current owner .Hegoes b but legall He is not related to

rmer owne He reviewed circumstances, Voice of CST: He was dnving withjillyear old son a ph when right rear
control arm fell off, amm came up under vehicle, rear tires came up off ground and skidded on lower control arm. He took picture n July
24 and limped into DLR on July 26th and feels that some of people there dont care, tuff lick, just want him to take vehide, told him to
call his insurance, has not received much of any communication until he went down there and spoke to SMBrent who has god
Customer senvice skills. Piece U shaped and never welded on inside, the weld is there but the weld never touched that piece of
metal, can see the paint, weld sheared behind fuel tank and never made contact with the frame. CST feels is a serious Manufacturer
defect. Took to DLR 3 weeks ago and took them 2 weeks to look at. DLR had a local body shop look at it and he would not work on it.
[There has been no communication. CMinformed CST that she would send email today to update ownership, a 2nd email with infro
contact info, Communicate with CST and DLR weekly or more if information available. DLR has been working on and created Star
case with Spedialist and trained technicians. SMBrent informed they are sending an investigator to look at Jeep.

08/19/2021

*Report Used Sale case created to update Owner info

08/23/2021

*OB call to DLR, SAHeather, No update at this time.




Date Comment

08/24/2021 *Email to CST to let him know | received his VMand | am contacting DLR again this aftemoon. | will keep him informed. *Two (2) voice

messages from CST 8/23/2021 at 5:04PMand today at 10:44AM, requesting update.

08/25/2021 |*OB call to DLR SA Chris fransfer to SA Heather, left VMfor SAHeather

OB call to DLR, Cst care center message for hold or ¢b, scheduling answered, requested to be transferred to Brent SMChris

08/26/2021 |answered, Canl get an update on the Date Inspection due or status; Any determination; Is this due to Outside influence or Mig Defect?

*Gmail to DLR forward chain to SMChris; What is the Date the inspector is expected?

*Email response to CST, awaiting current status and inspection date from DLR *Gmail response from DLR SMBrent; Have not gotten

Jan update at all.

**** OUTBOUND CALL TO DEALER **** Spoke With SA Heather: SAHeather Says That the customer was tired of waiting so he

picked up the vehicle ** Heather says they have had the diagnosis for over a week now, **VEHICLE IS NOT REPAIRED NOR WAS A

REPAIR ATTEMPTED** Senvce Adviser Heather Says the customer was promised that a Licensed Tech From corporate was coming

08/30/2021 |out to view the vehicle ** | Asked Heather who would tell the customer that ? because we don't send out Techs, You Would need to

create a STAR Case ** Heather Declined and Says she doesn't know CMThen Asked SAHeather "So What has been going on , the

vehidle has just been sitting at the dealership ? SADisconnected the Line ** CMIS LEAMING ANOTE "CASE OVWNER SHOULD

REACH OUT TO THE AMASAP"

09/07/2021 |Review email for DLR response, no updates. Task set for DLR/AMcontact

09/08/2021 *OB call to DLR, phone line connection was poor and disconnected

“**PREP SHEET™* 1C4HJ. - 2018 JEEP WRANGLER UNLIMTED RUBICON Dealer Code: 26899 In-Senvice Date:

6/1/2018 Mleage: 45080 Original 77No, 3rd owner, (is notrelated to| prevowner) Loyalty Score:

0000/0, HH 6 rows under his name Warranty Status: BASIC, , June 1, 2021, Expired (Time TRAIN; 60/60, June 1, 2023,

09/09/2021 JActive MVP Mechanical SC: pre-owned Max Care ACTIVE Is customer in rental? No Parts on B/O??No STAR Case; Yes,

8/16, rear control amm fell off, check welds Days off road: Current location of vehidle: With CST, prev at DLR Steve Landers Repeal

lissue??No Previous Related Cases/Goodwill/DM Notes: Customer Concem/lssue/Request: Rear control arm fell off, CST feels was

defective weld, took pictures and he can see area

09/09/2021 * Separate case (2) created and email sent to update owner documents * Email to Customer. case notes that he has picked up the
vehicle from the DLR and he emailed that he ordered a bracket himself.

09/10/2021 |*CST replied to email, he completed the repair himself

09/16/2021 |DOCS received and review in progress

Poly performance Rear Lower control arms $ 325.00 Cheap Jeep parts Online; Order for Lower Control

Am ckage $ 313.92, to tal 406.64 includes shipping re Picture Picture

091712021 | part DOO* Picture under vehicle DOO“ Picture under venicle Weld does not appear to meet part—
Picture under vehicle DOC- Picture under vehicle Dm- Picture under vehicle DOC- Picture under vehicle

09/20/2021 |*OB call to CST, Answering senvice said not answering phone right now. informed would send an email
*Walk dedline email sent. The receipts submitted were not from an Authorized Jeep Dealership selling genuine Mopar parts. They
09/20/2021 jwould be considered after market parts and the installation was not done by trained, certified technicians. Not the original owner and
we do not know if anything else occurred prior to current ownership. Outside of Basic.

08/26/2021

Email(s)

Date_[08/19/2021 Subject__|Lewel 2 Initial Contact  ref,_00D01qsDF,_5003Z11S2Cgref]

From |uscustomercare@fcagroup.com To I [Sent Date/Time [08/19/2021 15:50 PM
Dea

Thank you for allowing JEEP Customer Care an opportunity to address your concem. Qur primaryfocus is your satisfaction.

My name is Susan and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number isF
Jeep Southwest Case Management
Telephone number: 1-844-378-0575, My direct exdtension: 4060754

My work hours are: 9:00AM(ill 5:30PM EST, Monday through Friday
| will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

Kind Regards,

Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center
ref:_00Dj01gsDF._500321ISzCg:ref

Date  08/23/2021 Subject__|Re: Level 2 Initial Contadt [ ref,_00Dj01qsDF,_5003Z11S2Cg:ref]
To uscustomercare@fcagroup.com |Sent Date/Time |08/23/2021 21:05 PM




Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, August 19, 2021 at 10:50 AM
To:
Subject: Level 2 Iniual Con ret._00D)01gsDF._5003Z11SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is
Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF,_5003Z1ISzCg:ref

Date |08/24/2021 Subject |Re: Level 2 Initial Contact [ ref:_00Dj01qsDF._5003Z11SzCg:ref ]

From |uscustomercare@fcagroup.com To ] |Sent Date/Time |08/24/2021 15:13 PM




VR
Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there

was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Messaqge ---—---—-—-——---

From:

Sent: K

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._5003211SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniual Con ret._00Dj01qsDF._5003211SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._500321I1SzCg:ref

Date [08/24/2021 Subject |Re: Level 2 Initial Contact [ ref;_00DjO1gsDF._5003Z11SzCg:ref]

From |uscustomercare@fcagroup.com To ] |Sent Date/Time |08/24/2021 15:13 PM




R
Good Morning, | received your woice mail messages. | spoke to Senice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there

was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Message ---—---—-—-——---

From:

Sent: K

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniual Con ret._00Dj01qsDF._5003Z11SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and [ will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._500321I1SzCg:ref

Date  |08/25/2021 Subject Re: Lewel 2 Initial Contact [ ref,_00Dj01gsDF._5003Z1ISzCg:ref]
From To uscustomercare@fcagroup.com |Sent Date/Time [08/25/2021 16:34 PM

1 would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVME has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be
amajor repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.




I am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesday, August 24,2021 at 10:13 AV

To:

Subject: Re: Level 2 Initial Con ret._00Dj01gsDF._5003211SzCg:ref ]

VR

Good Morning, | received your voice mail messages. | spoke to Senice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ — Original Message —-—-————

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref ]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniial Con rer._00Dj01gsDF._5003211SzCg:ref]




Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._5003Z11SzCg:ref

Date [08/26/2021 Subject _|Re: Level 2 Initial Contact [ ref._00Dj01sDF. 5003Z11SzCgiref]
From |uscustomercare@fcagroup.com To ] |Sent Date/Time |08/26/2021 18:18 PM

|
I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspect on. | followed

up with an email request and am awaiting a response.
I will update you as soon as | have information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message ---————

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._500321I1SzCg:ref]

Iwould like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVME has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be|
a major repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

I am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesday, August 24, 2021 at 10:13 AM

To:

Subject: Re: Level 2 Initial Contact| ref: )01gsDF._5003Z11SzCg:ref]




Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Messaqge -----—--——

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To

Subject: Level 2 Iniual Con rer._00Dj01gsDF._5003211SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and [ will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is
Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref,_00Dj01gsDF._5003Z1I1SzCg:ref

Date |08/26/2021 Subject |Re: Lewvel 2 Initial Contact [ ref._00Dj01qsDF._5003Z11SzCg:ref ]
From |uscustomercare@fcagroup.com To ] |Sent Date/Time [08/26/2021 18:18 PM

v
I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspect on. | followed

up with an email request and am awaiting a response.
I will update you as soon as | have information.

Thank you for your patience.




Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message —--————

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._5003Z1I1SzCg:ref]

1 would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an

extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVME has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA ?Lower control arm bracket package, Rightinner and outer package.? This would not
be a major repair ? anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Tuesdayv. August 24, 2021 at 10:13 AM

To:m
Subject: Re: Level 2 Inital Contact [ rer._00Dj01gsDF._5003211SzCg:ref ]

VR

Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the lastinfo | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message ---—-—-——---

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref |

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR




—

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, August 19, 2021 at 10:50 AM
To:
Subject: Level 2 Iniual Con ret._00Dj01qsDF._5003Z11SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I'will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is
Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._500321I1SzCg:ref

Date  |08/26/2021 Subject Re: Level 2 Initial Contact [ ref._00Dj01gsDF._5003211SzCg:ref]

From To uscustomercare@fcagroup.com |Sent Date/Time [08/26/2021 18:33 PM

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to at least inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | dont have an patience left.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday. August 26. 2021 at 1:18 PM

To:

Subject: Re: Level 2 Inital Contact [ rer:._00Dj01gsDF._5003211SzCg:ref]

g

I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.

I will update you as soon as | have information.

Thank you for your patience.

Kind Regards,

Susan




JEEP Customer care Specialist

------------ - Original Message ---————

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._500321I1SzCg:ref]

Iwould like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an

extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVE has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be
a major repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Tuesday, August 24, 2021 at 10:13 AM

To:
Subjecl: !e: !eve ! nllla !onlacl re':_!!!]!l gsDF._5003211SzCg:ref]

VR

Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the lastinfo | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ — Original Message -—---—-—-—--

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003Z1ISzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniual Con ret._00Dj01qsDF._5003211SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I'will be yvour advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist
Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._5003Z1I1SzCg:ref

Date  |09/09/2021 Subject |Jeep Case Management - CASE
From |uscustomercare@fcagroup.com To ] Sent Date/Time |09/09/2021 18:51 PM

@]

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on my cases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another M- | did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in
co-operation with them.

Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

------------ - Original Message ---——-——

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._500321I1SzCg:ref]

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to at least inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | dont have an patience left.

Little Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, August 26, 2021 at 1:18 PM

To:
Subjecl: !e: !eve ! nllla !on!cl re':_!!!]!!quF._SOOSZ ISzCg:ref]

g
I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed

up with an email request and am awaiting a response.
1 will update you as soon as | have information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message ---—-——-——---

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._500321ISzCg:ref]

I would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senvice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVE has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be|
a major repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Tuesday. August 24, 2021 at 10:13 AM

To:
Subject: Re: Level 2 Initial Con ret;_00Dj01qsDF._5003Z1I1SzCg:ref]

v

Good Morning, | received your voice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist




------------ - Original Message ---————

From:

Sent: K

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._500321I1SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniial Con ret._00Dj01qsDF._5003Z11SzCg:ref ]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and [ will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

I will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._5003Z11SzCg:ref

Date  [09/09/2021 Subject _|Re: Jeep Case Management - CASE |

From To uscustomercare@fcagroup.com |Sent Date/Time [09/09/2021 19:56 PM

| could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule
for inspection, much less repair. Jeep (FCA/ Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, Id sayits a 2 hour job.

| ordered a Mopar:
68394640AALower Control Arm Bracket Package

From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control arm replacement from Synergy Mt/ Poly Performance. Part# SYN-8052, as this was the aftermarket part installed on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.




The labor was paid for by myself to two of my employees that were qualified to weld. | had to pay them cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that.

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now itis fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had not done it.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, September 9, 2021 at 1:51 PM

To:

Subj eep Case Management -

v+

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on mycases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another M- | did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the

Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in
co-operation with them.

Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

Original Message

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01qsDF._5003Z1ISzCg:ref |

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to atleast inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | dont have an patience left.

Litle Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 26, 2021 at 1:18 PM

To:

Subject: Re: Level 2 Initial Contact | ref: )01gsDF._5003Z11SzCg:ref]

W I

| read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
1 will update you as soon as | have information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Message ---—---—-—-——---

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._5003211SzCg:ref]

I would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. I have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVE has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be,
a major repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

I am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Tuesday. August 24, 2021 at 10:13 AM
To:

Subject: Re: Level Z Initial Con ref._00Dj01gsDF._5003Z211SzCg:ref ]

R

Good Morning, | received your voice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message —--————
From:
Sent:




To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._500321I1SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniual Con ret._00Dj01gsDF._5003Z11SzCg:ref ]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is F

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF,_5003Z1ISzCg:ref

Date |09/10/2021 Subject |Re: Jeep Case Management - CASE
From |uscustomercare@fcagroup.com To ] Sent Date/Time [09/10/2021 22:21 PM

I received your email and attachments. | opened several and they appeared legible. | will be reviewing the information in more detail next week and follow up with you
on Wednessday.

Kind Regards,

Susan
JEEP Customer Care Specialist

------------ -- Original Message -----—--——

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Jeep Case Management - CASE ||l

| could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule
for inspection, much less repair. Jeep (FCA/ Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, Id say its a 2 hour job.

| ordered a Mopar:




68394640AALower Control Am Bracket Package
From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control amrm replacement from Synergy Mt/ Poly Performance. Part# SYN-8052, as this was the aftermarket part installed on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.

The labor was paid for by myself to two of my employees that were qualified to weld. | had to pay them cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that.

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now itis fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had notdone it.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, September 9, 2021 at 1:51 PM

To:

Subj eep Case Management -

v

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on mycases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another M ! did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sentan email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in
co-operation with them.

Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

Original Message
From:
Sent:
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._5003Z1ISzCg:ref |

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to atleast inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | dont hawe an patience left.

Litle Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday. Auqust 26. 2021 at 1:18 PM

To:

Subject: Re: Level 2 Inital Contact [ rer._00Dj01gsDF._5003211SzCg:ref ]

W

I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
1 will update you as soon as | have information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Message ---——--—-—

From

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._500321ISzCg:ref]

I would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVE has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA Lower control arm bracket package, Right inner and outer package. This would not be|
a major repair anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of ime and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesday, August 24, 2021 at 10:13 AM

To:

Subject: Re: Level 2 Initial Con rer._00Dj01gsDF._5003Z211SzCg:ref ]

VR

Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | have is the Specialist Technicians are supposed to provide an update this week.




Kind Regards,

Susan
JEEP Customer care Specialist

------------ — Original Message —-—-———

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref ]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, August 19, 2021 at 10:50 AM
To:
Subject: Level 2 Iniial Con rer._00Dj01gsDF._5003211SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and [ will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is
Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref:_00Dj01gsDF._5003211SzCg:ref

09/10/2021

Subject |Re: Jeep Case Management - CASE
To ] Sent Date/Time 09/10/2021 22:21 PM

| received your email and attachments. | opened several and they appeared legible. | will be reviewing the information in more detail next week and follow up with you
on Wednessday.

Kind Regards,

Susan
JEEP Customer Care Specialist

------------ - Original Message ---————
From
Sent:




To: uscustomercare@fcagroup.com
Subject: Re: Jeep Case Management - CASE|Jl

| could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule
for inspection, much less repair. Jeep (FCA Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, 1?d sayit?s a 2 hour job.

| ordered a Mopar:
68394640AALower Control Am Bracket Package
From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control arm replacement from Synergy Mt/ Poly Performance. Part# SYN-8052, as this was the aftermarket part installed on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.

The labor was paid for by myself to two of my employees that were qualified to weld. | had to pay them cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now itis fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had not done it.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday, September 9, 2021 at 1:51 PM

To

Subj eep Case Management -

v+

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on mycases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another M- | did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in

co-operation with them.
Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

Original Message
From:
Sent:
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003Z11SzCg:ref]




In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to at least inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | don?t have an patience left.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 26, 2021 at 1:18 PM

To:

Subject: Re: Level 2 Initial Con ret._00Dj01qsDF._5003Z11SzCg:ref]

v

I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
1 will update you as soon as | have information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message —--————

From

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._500321I1SzCg:ref]

1 would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVE has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA ?Lower control arm bracket package, Rightinner and outer package.? This would not
be a major repair ? anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesday, August 24, 2021 at 10:13 AM

To

Subject: Re: Level 2 Initial Contact| ref: )01gsDF._5003Z11SzCg:ref]

VR

Good Morning, | received your woice mail messages. | spoke to Senice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the last info | hawe is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Message ---—---—--——---

From:

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref._00Dj01gsDF._5003211SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 19, 2021 at 10:50 AM

To:

Subject: Level 2 Iniual Con rer._00Dj01gsDF._5003211SzCg:ref]

Dearm Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction. My name
is Susan and I'will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM, EST, Monday through Friday

1 will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concemns. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._5003Z1I1SzCg:ref

Date (09/20/2021 Subject |JEEP CASE MANAGENVENT Case #
From |uscustomercare@fcagroup.com To uscustomercare@fcagroup.com Sent Date/Time

|09/20/2021 19:10 PM

G
et




Thank you for contacting Jeep Customer Care.

In regards to your 2018 JEEP WRANGLER UNLIMTED RUBICON, we fully appreciate your concemn, particularlyin view of the expense and inconvenience involved,
however, we are unable to accommodate your request for out-of-warranty consideration. The vehicle has exceeded the time and/or mileage limitations of the
warranty (or warranties) we offered on the vehicle at the time it was purchased. Although we are unable to provide a more favorable reply, we appreciate the
opportunity to review your request.

The receipts you submitted were not from an Authorized Jeep Dealership selling genuine Mopar parts. They would be considered after market parts and the
installation as you provided was not done by trained, certified technicians. You are not the original owner and we do not know if anything else occurred prior to your
ownership.

| apologize for you inconvenience and if it would help | can offer a Senice contract for three oil changes and tire rotations to help mitigate the expense.

\We're sorry we cannot provide a more favorable reply.

Thank you again for your call ||| Ha\e 2 oreat day.

Best wishes,
Susan

Jeep Customer Care

------------ -- Original Message ------—----——

From: US Customer Care [uscustomercare@fcagroup.com]
Sent: 9/10/2021 6:21 PM

To:

Subject: Re: Jeep Case Management - CASE |

I received your email and attachments. | opened several and they appeared legible. | will be reviewing the information in more detail next week and follow up with you
on Wednessday.

Kind Regards,

Susan
JEEP Customer Care Specialist

------------ — Original Message —-—-———

From: ]

Sent:

To: uscustomercare@fcagroup.com

Subject: Re: Jeep Case Management - CASE |l

| could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule

for inspection, much less repair. Jeep (FCA Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, I7d sayit?s a 2 hour job.

| ordered a Mopar:
68394640AALower Control Arm Bracket Package

From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control arm replacement from Synergy Mt / Poly Performance. Part# SYN-8052, as this was the aftermarket part installed on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.

The labor was paid for by myself to two of my employees that were qualified to weld. | had to pay them cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that.

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now it is fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had not done it.




be a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in
co-operation with them.

Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

Original Message
From:
Sent: 5
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref._00Dj01qsDF._5003Z1ISzCg:ref ]

In full disclosure, | have ordered that part for my Jeep. The bracketis easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied fo atleast inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | don?t have an patience left.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Thursday, August 26, 2021 at 1:18 PM

To:

Subject: Re: Level 2 Initial Con ref._00DjO1gsDF._5003Z11SzCg:ref]

| read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
| will update you as soon as | hawe information.




Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

------------ - Original Message ---—-————---

From:

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003211SzCg:ref ]

1 would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yet in over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearlya manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAVME has to be installed. This
is not true. | have found the MOPAR bracket available as a kit: pn# 68394640AA ?Lower control arm bracket package, Rightinner and outer package.? This would not
be a major repair ? anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

I am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Tuesdav, August 24, 2021 at 10:13 AV

To:m
Subject: Re: Level 2 Inital Contact [ ret:._00Dj01gsDF._5003211SzCg:ref ]

VR

Good Morning, | received your woice mail messages. | spoke to Senvice Advisor Heather at the Steve Landers Dealership late yesterday afternoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this afternoon
to request an update. the lastinfo | have is the Specialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist

------------ -- Original Message ----------———

From: ]

Sent: :

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003Z1I1SzCg:ref]

Does this email return to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>

Da . .

To

Subject: Level 2 Initial Contact [ ref;_00Dj01qsDF._5003Z11SzCg:ref ]

Dea_hank you for allowing JEEP Customer Care an opportunity to address your concem. Our primary focus is your satisfaction. My name
is Susan and | will to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

'Your case number is|
Jeep Southwest Case Management
Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMtill 5:30PM EST, Monday through Friday

| will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00Dj01gsDF._5003Z11SzCg:ref

Date |09/20/2021 Subject |JEEP CASE MANAGEMENT Case #

Wgwp.oom To uscustomercare@fcagroup.com Sent Date/Time |09/20/2021 19:11 PM
MR
el

'Thank you for contacting Jeep Customer Care.
In regards to your 2018 JEEP WRANGLER UNLIMTED RUBICON, we fully appreciate your concem, particularlyin view of the expense and inconvenience involved,
however, we are unable to accommodate your request for out-of-warranty consideration. The vehicle has exceeded the ime and/or mileage limitations of the

warranty (or warranties ) we offered on the vehicle at the time it was purchased. Aithough we are unable to provide a more favorable reply, we appreciate the
opportunity to review your request.

The receipts you submitted were not from an Authorizzd Jeep Dealership selling genuine Mopar parts. They would be considered after market parts and the
installation as you provided was not done by trained, certified technicians. You are not the original owner and we do not know if anything else occurred prior to your
ownership.

| apologize for you inconvenience and if it would help | can offer a Senice contract for three oil changes and tire rotations to help mitigate the expense.

We're sommy we cannot provide a more favorable reply.
Thank you again for your call _ave agreatday.

Bestwishes,
Susan
Jeep Customer Care

Original Message
From: US Customer Care [uscustomercare@fcagroup.com]
Sent: 9/10/2021 6:21 PM
To:




Subject: Re: Jeep Case Management - CASE-

I received your email and attachments. | opened seweral and they appeared legible. | will be reviewing the information in more detail next week and follow up with you
on Wednessday.

Kind Regards,

Susan
JEEP Customer Care Specialist

From:

Sent: 9/9/2021 3:56 PM

To: uscustomercare@fcagroup.com

Subject: Re: Jeep Case Management - CASE

| could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule

for inspection, much less repair. Jeep (FCA/ Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, I7d sayit?s a 2 hour job.

| ordered a Mopar:
68394640AALower Control Am Bracket Package

From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control arm replacement from Synergy Mt/ Poly Performance. Part# SYN-8052, as this was the aftermarket part installed on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.

The labor was paid for by myself to two of my employees that were qualified to weld. | had to paythem cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that.

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now itis fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had not done it.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Da . o
To:

Subject: Jeep Case Management -

v I

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on mycases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another Mr -l did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in




co-operation with them.
Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

From:

Sent: 8/26/2021 2:33 PM

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._500321ISzCg:ref ]

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer sendce. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied fo at least inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | don?t have an patience left.

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Da . .

To:

Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003Z11SzCg:ref]

v

| read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
| will update you as soon as | hawe information.

'Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

;P ——
Sent: :

To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gsDF._5003Z11SzCg:ref]

1 would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yetin over 30 days | cannot get my vehicle even inspected properly, much less repaired. This is clearly a manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAMVE has to be installed. This
is not frue. | have found the MOPAR bracket awailable as a kit: pn# 68394640AA ?Lower control arm bracket package, Right inner and outer package.? This would not
be a major repair ? anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.




Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesday, August 24, 2021 at 10:13 AV
To:
Subject: !e: !evei i |n|t|a| gntact' retl'._%!j& qs!!._500321 1SzCgref]

v

Good Momning, | received your voice mail messages. | spoke to Senice Advisor Heather at the Steve Landers Dealership late yesterday aftemoon and she said there
was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this aftemoon
to request an update. the last info | hawe is the Spedialist Technicians are supposed to provide an update this week.

JEEP Customer care Specialist

i

Sent: 8/23/2021 5:05 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref:_00Dj01gqsDF._5003Z11SzCg:ref]

Does this email retum to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Little Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday. August 19. 2021 at 10:50 AM

To:
Subject: Level 2 Initial Contact [ ref:_00Dj01qsDF._5003Z11SzCg:ref ]

ank you for allowing JEEP Customer Care an opportunity to address your concem. Our primary focus is your satisfaction. My name

is Susan and | will be te to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:
Your case number is
Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AMfill 5:30PM EST, Monday through Friday

| will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation! Kind Regards,
Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center




ref._00Dj01qsDF._500321ISzCg:ref

Date [09/20/2021 Subject |JEEP CASE MANAGEMENT Case
From |uscustomercare@jfcagroup.com To uscustomercare@fcagroup.com Sent Date/Time |09/20/2021 19:11 PM
'

o |

Thank you for contacting Jeep Customer Care.

In regards to your 2018 JEEP WRANGLER UNLIMTED RUBICON, we fully appreciate your concem, particularlyin view of the expense and inconvenience involved,
however, we are unable to accommodate your request for out-of-warranty consideration. The vehicle has exceeded the time and/or mileage limitations of the
warranty (or warranties ) we offered on the vehicle at the time it was purchased. Although we are unable to provide a more favorable reply, we appreciate the
opportunity to review your request.

The receipts you submitted were not from an Authorized Jeep Dealership selling genuine Mopar parts. They would be considered after market parts and the
installation as you provided was not done by frained, certified technicians. You are not the original owner and we do not know if anything else occurred prior to your
ownership.

| apologize for you inconvenience and if it would help | can offer a Senice contract for three oil changes and tire rotations to help mitigate the expense.

\We're sommy we cannot provide a more favorable reply.

Thank you again for your call _Have agreatday.

Bestwishes,
Susan
Jeep Customer Care

Original Message ————
From: US Customer Care [uscustomercare@jfcagroup.com)
Sent 9/10/2021 6:21 PM
To: I
Subject: Re: Jeep Case Management - CASE

I received your email and attachments. | opened several and they appeared legible. | will be reviewing the information in more detail next week and follow up with you
on Wednessday.

Kind Regards,

Susan
JEEP Customer Care Specialist

From:

Sent: 9/9/2021 3:56 PM

To: uscustomercare@fcagroup.com

Subject: Re: Jeep Case Management - CASE

I could not reply to the email as the requested, as the registration was in the Jeep, which was at the dealership. With no communication indicating when it would be
inspected or movement on the repair, | decided to repair myself. | had been denied use of my vehicle at that point for 5 weeks and there was absolutely no schedule

for inspection, much less repair. Jeep (FCA Stellantis) should have made a better effort to at least inspect the vehicle and prescribe a solution. This took about 4
hours for two people who had never done it before. With experience and a lift, 17d sayit?s a 2 hour job.

| ordered a Mopar:
68394640AALower Control Am Bracket Package
From the Jeep dealership in Tuscon, AZ (CheapJeep.) | called and spoke with their parts department before ordering to confirm. Cost with shipping $406.64

| ordered the lower control am replacement from Synergy Mt/ Poly Performance. Part# SYN-8052, as this was the aftermarket partinstalled on the Jeep that was
destroyed by the bracket failure. | was given a generous discount on this replacement by Synergy, with the cost being $360 with shipping.




The labor was paid for by myself to two of my employees that were qualified to weld. | had to pay them cash out of pocket totaling $300, plus lunch. Of course, there is
no receipt for that.

Before and after photos are attached. | am sure that they are jumbled together, but you obviously can see which are which. There was a weld on one side, with none
on the other. Now itis fullywelded on both sides.

| think that at minimum that | should be reimbursed for the parts and shipping, since there was a complete failure to resolve myissue. It would still not be repaired
and perhaps not inspected, if we had not done it.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Da . o

To
Subject: Jeep Case Management - CASE

v+

| reviewed your email. My apologies for slow replay. | was out of office for 10 days and an Associate Case Manager followed up on mycases. She called Steve
Landers Dealership and it was noted that you picked the Jeep up. In your email you wrote that you have ordered the bracket.

Earlier communication was delayed, the case was originally set with contact information for another Mr -I did send an email to you to update ownership
information and | did not see a reply or update there. When we discovered this | sent an email to update ownership and there has been no replyso | send a 2nd
email out today to this email to update your documents records.

'You also wrote that you hoped to apply some pressure to the Dealership; we work with the Dealership and advocate on your behalf to communicate with the
Dealership, work to resolve issues, speed parts orders, etc. The Dealerships are independently owned so we do not put pressure on them so to speak, we work in
co-operation with them.

Let me know your thoughts on where this stands now since the Jeep is no longer at the Dealership, how would you like to proceed?
Kind Regards,

Susan
JEEP Customer Care Specialist

- N —

Sent: 12

To: uscustomercare@fcagroup.com

Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._5003Z11SzCq:ref ]

In full disclosure, | have ordered that part for my Jeep. The bracket is easily obtainable despite what | was told by the dealership. | will have the part tomorrow. It does
not seem that anyone is willing to actuallywork on it, so | guess | am going to take care of this myself. It does not speak well of the Mopar extended warranty or of the
level of customer senice. | guess | just thought that someone at Chrysler FCAwould be able to get some pressure applied to at least inspect the vehicle and a
solution determined. This is not personal to you, but as this has been going on 5 weeks with no movement, schedule or proposed fix- | don?t have an patience left.

Litle Rock, AR




From: US Customer Care <uscustomercare@fcagroup.com>
Da . .

To:
Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._500321ISzCg:ref ]

v

I read your email, | called the Dealership today, Heather was with a Customer, | spoke with Chris requesting current status and a date on the inspection. | followed
up with an email request and am awaiting a response.
| will update you as soon as | hawe information.

Thank you for your patience.
Kind Regards,

Susan
JEEP Customer care Specialist

Original Mes
From:
Sent: 8/25/2021 12:34 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._500321ISzCg:ref ]

I would like to know if the tech will be there today or tomorrow. | really am starting to consider this a breach of contract on the part of Mopar Protection. | have an
extended Max Protect warranty, yetin over 30 days | cannot get myvehicle even inspected properly, much less repaired. This is clearly a manufacturing defect AND
part of the suspension, therefore should be covered one way or the other.

| have been informed repeatedly by the dealership senice staff that the bracket that sheared off is not available and a WHOLE NEW FRAME has to be installed. This
is not true. | have found the MOPAR bracket awailable as a kit: pn# 68394640AA ?Lower confrol arm bracket package, Right inner and outer package.? This would not
be a major repair ? anyone who can weld would be able to do it. | have found the part available and in stock at Los Angeles, and it may be at other locations.

| am requesting that this be ordered immediately and the repair scheduled. My position is that this has been at the dealership an excessive amount of time and
reasonable steps are not being taken to restore the vehicle to myuse.

Thank you for your help.

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>

Date: Tuesda ust 24. 2021 at 10:13 AV

To:

Subject: Re: Level 2 Initial Contact [ ref;_00Dj01qsDF._5003Z1ISzCg:ref ]

v [
Good Morning, | received your wice mail messages. | spoke to Senice Advisor Heather at the Steve Landers Dealership late yesterday aftemoon and she said there

was no update at this time. | will continue to contact the Dealership on your behalf and update you on the status. | will be calling the Dealership again this aftemoon
to request an update. the last info | hawe is the Spedialist Technicians are supposed to provide an update this week.

Kind Regards,

Susan
JEEP Customer care Specialist




I —
Sent: 103
To: uscustomercare@fcagroup.com

Subject: Re: Lewvel 2 Initial Contact [ ref;_00Dj01qsDF._500321ISzCg:ref |

Does this email retum to you? | was wondering if you were able to contact the Steve Landers dealership and also if this inspection is moving forward?

Litle Rock, AR

From: US Customer Care <uscustomercare@fcagroup.com>
Date: Thursday. August 19. 2021 at 10:50 AM

To:
Subject: Level 2 Initial Contact [ ref:_00Dj01qsDF._5003Z11SzCg:ref]

Dea—Thank you for allowing JEEP Customer Care an opportunity to address your concem. Our primaryfocus is your satisfaction. My name
is Susan and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:
Your case number is?

Jeep Southwest Case Management

Telephone number: 1-844-378-0575, My direct extension: 4060754

My work hours are: 9:00AM{ill 5:30PM, EST, Monday through Friday

| will contact you again on Monday after speaking with the Steve Landers Dealership.

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation! Kind Regards,

Susan

JEEP Customer care Specialist

Stellantis Case Management - Southwest Business Center

ref._00DjO1qsDF._5003Z1ISzCg:ref




| New Customer Assistance Inquiry Record (CAIR)#

(vin 1caHFGV | Model Year 2018 |Brand | JeeP |
|Body JLIS74 | Vehicle JEEP WRANGLER UNLIMTED RUBICON [
SARmec Frovkd ‘Unaof&:shess cAC ’Customer Assistance Center
Batch Case
Information
Open Date 03/02/2022 ||CAIR Type Regular | Status Closed |
Close Date 03/11/2022 ||Origin Telephone || Reason |
Mileage 58,995 Mles ||Market U ||Language English |
Contact Email | I |Cotact Phone NN | Contactiiobic | NN
Caller Address | Source Customer |
Customer /I |
Customer Address | [ [

BAKERSFIELD |ca | EECE
|Dealer | 61339 | JACK POWELL CHRYSLER DODGE JEEP | Dealer Phone | 7607452880
[Dealer Address | 1625 AUTOPARK WAY |

ESCONDIDO CA | 92029 2008 |usa ]
|Dealer Zone | Califomia || Sales District | Service District | N |
|Subject DI Taken [
Synopsis answered all cst questions [
Customer Anomaly }
Cortact Roason c183 Vehice Ve\hnantyPlan Customer ‘ ‘
|Reason Code | After Sales - Complaint - Warranty - Warranty - Coverage Information |
Case Status History

Create Date Status

03/09/2022 11:08 PM Closed
03/11/2022 12:32 AM Open
03/11/2022 01:10 AM Closed

Initial Description
DI Taken

Case Comments

Date Comment

03/02/2022 Customer called us to let us know that pictures were taken of a known issue. Customer is working with SD Gary. Customer

requesting technical assistance and working with dealer on file. Reassigning.

IB call from cxstating that he wants an update from cm and first contact with cm is for 3/4 and spring perch is cracked and metal

03/03/2022 [never touched since the weld stress from bad welding is causing cracks on the other left end of the vehicle, pictures were taken but
not submitted for waranty review. bottom side of suspension where it meets the frame. cxis the second owner , angel to call and ask

r SAganyto find out if the pictures were submitted for warranty review. itis an internal process they have to follow. cxunderstood.

****CASE PREP***** Dealer Code: 61339 In-Senvice Date: 8/24/2018 Mleage: 58,995 Original Owner? N Loyalty Score: 000 Is

\vehicle within Warranty? UNCLEAR WHAT REPAR IS Is customer in rental? UNCLEAR Parts on B/O? UNCLEAR Open STAR Case?

N Days off road: UNLEAR Current location of vehicle: Jack Powell Chrysler Dodge Jeep Ram Repeatissue? N Open Recalls? Y (Y95)

Previous Related Cases/Goodwill/DMNotes: N Customer Concem: TECHNICAL ASSISTANCE

****OUTBOUND TO DLR***** Agent reached out to the DLR and was unable to getin contact with anyone. Agent LVMdue to no

response

***OUTBOUND TO CST***** Agent reached out to the cst to give/get an update on the case. Agent corected the cst email on file and

advised that outreach was made to the DLR and agent is waiting on a response Cst provided SD EMM number -
for agent to get in contact with Agent advised that outreach will be made and agent will reach cstwith an update on

ay Cst understood and thanked

“*NEXT STEPS** Follow up with the SD ( phone number )) and suggest STAR involvement for technical
oana022 Iassistanoe. Update the cst ii i
03/07/2022 :;mr:g} :2 DLR**** ) Aoent reached out to the SO and was unable to getin contact with him. Agent LVM
****OUTBOUND TO CST***** Agent reached out to the cst to give/get an update on the case. Agent advised that VMwas left for the SD
with technical assistance steps. Agent advised that agent will provide update when the SD reaches back out Cst understood
and thanked
““NEXT STEPS* Follow up with the SD ({JJJJjJlf ohore number |Jl])) and suggest STAR involvement for technical
assistance. Update the cst

03/04/2022

03/04/2022

03/04/2022

03/07/2022

03/07/2022 l




Date Comment

****OUTBOUND TO DLR***** Agent reached out to the DLR and spoke with the SMSD SD/SMstated that there is some broken
wields that may or may not be caused by factory but there is no warranties on the cst vehicle for them to cover it and itis extremely
03/09/2022 [modified (lited, modified tires, etc). SM?SD also stated that they have an appointment for April with the cst ****OUTBOUND TO
DLR***** Agent reached out to the DLR and spoke with the SMSD Gary. Agent wanted to clarify if DI was taken and submitted SM'SD
Gary stated that he took pictures but not to submit for warranty because there is no warranty on the cst vehicle

****OUTBOUND TO CST***** Agent reached out to the cst to give/get an update on the case. Agent advised the cst that outreach was
made to the SD and the SD stated that DI was taken of the cst concern but not submitted because the cst has no warranties.
03/09/2022 |Agent declined cost assistance due to cst being second owner and vehicle not meriting with GW. Agent advised that once cst goes
into appointment then he can call back for technical assistance but case will be closed from here due to no assistance being offered
Cstunderstood

Customer called in because he stated that he heard a cracking / popping noise coming from the back of his Jeep. He noticed the
03/11/2022 whole weld isnt connected to the actual frame. He stated that his SAinformed him that its a manufacture defect. | did advise the
customer of the notes left by the previous CMhowever the customer requested to speak with her. | did contact CMand warm
transferred the customer over for further assistance.

****INBOUND FROMCST***** Cst was warm transferred. Cst wanted to ask the agent some questions in regards to his vehicle. Cst
asked why a factory detected (his frame) is not being covered? Agent advised the cst that his manufacture warranty expired and we
03/11/2022 |cannot extend it. Cst stated that there is recalls that fit the description of his vehicle Agent explained the recalls are issued through
NHTSAand we cannot add recalls to vehicles because they are VIN specific based off of factory build, time frame, and car type. Agent
referred cstto NHTSAwebsite and advised case will be closed due to no assistance being offered Cst understood and thanked

Email(s)

Date [03/04/2022 Subject [CASE MANAGENVENT -
From |jeepcustomercare@fcagroup.com To |Sent Date/Time |03/04/2022 20:47 PM

Hello M’s./Ms-

My name is Tere and, | will be your case manager moving forward. | just wanted to reach out to you and inform you that your case has been properly escalated and |
am working the case as your advocate to find a resolution to your situation. My Office hours are Monday- Friday 11:00 PM- 7:30 PMEastern standard time (8:00 AV+
4:30 PMPacific time). | will gather some information about your issue from my resources, and the dealership. | will be in contact with you after | have gathered all
necessaryinformation.

Case Number:-

My phone number is 844-888-0601
Best Regards,

Tere

Stellantis Customer Care
(844)-888-0601 Ext.4062219
ref:_00Dj01gsDF._5003Z1NhXZK:ref

Date |03/04/2022 Subject |CPSE MANAGEMENT -
From |jeepcustomercare@fcagroup.com To |Sent Date/Time [03/04/2022 20:50 PM

Hello M's./M’-

Myname is Tere and, | will be your case manager moving forward. | just wanted to reach out to you and inform you that your case has been properly escalated and |
am working the case as your advocate to find a resolution to your situation. My Office hours are Monday- Friday 11:00 PM- 7:30 PMEastern standard time (8:00 A\V+
4:30 PMPacific time). | will gather some information about your issue from my resources, and the dealership. | will be in contact with you after | have gathered all
necessaryinformation.

Case Number:-

My phone number is 844-888-0601
Best Regards,

Tere

Stellantis Customer Care
(844)-888-0601 Ext.4062219
ref._00Dj01gsDF._5003Z1NhXZK:ref

Date [03/09/2022 Suly'ect|CASE CLOSURE

From|ieepcustomercare@cagroup.com [To | [sct Date/Time [03/09/2022 23:08 PM

Hello Vs |

This is a courtesy email to inform you of the closure of your case.
I would like to express my appreciation for allowing me to assist you with your vehicle. We look forward to assisting you should you have any additional concemns or
questions in the future. Should you receive a customer satisfaction survey regarding your experience with me, your input would be greatly appreciated.

Thank you for being a loyal Jeep customer!
Best Regards,

Tere

Stellantis Customer Care

(800)-992-1997
ref._00Dj01gsDF._5003Z1NhXZK:ref






