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Customer Retention Analysis 
 
VIN:  1C4HJXDN5KW  Make/model/model year:  JEEP WRANGLER UNLIMITED SPORT 2019 
ISD:  1/2/2020 Current Mileage:  300 
Owner’s last name:   State:  California 
Dealer name/code:  Kearny Mesa Chrysler Dodge Jeep Ram 
27116 Business Center:  71-California 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 42,525.00 
# of new vehicles:    1 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) No 
What was mileage at purchase?    55 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 

Days down:    9 Repair attempts:   1 

Last repair visit:    1/14/2020 
Is vehicle currently at dealer? (Y/N)  N 
Is customer in rental? (Y/N)   N 

If yes, for how long?     N/A 
Offers previously extended: N/A 

 

Dealer RO # Date In Date Out Days 
Down Miles In Miles 

Out 
Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 



27116  1/6/2020 1/14/2020 9 172 172 W 

CUSTOMER STATES 
THAT WHILE 

DRIVING STEERING 
WHEEL SEIZED UP, 
ALMOST AS IF NO P 
OWER STEERING. 

CHK AND ADV 

 UPON INSPECTION FOUND 
THAT INDEED WHEN 

DRIVING STEERING WHEEL 
RANDOMLY STIFFEN S AND 

STEERING EFFORT CHANGES. 
FOUND FAULT STORED IN 
BCM B2199-17 BATTERY 

VOLT AGEABOVE 
THRESHOLD. FOR 

PERFORMED INSPECTIONS AS 
OUTLINED IN S1908000031. 

FOUN D NO CONCERNS WITH 
G902A AFTER REMOVING 
AND CLEANING GROUND. 
TEST DROVE VEHICL E AND 

FOUND NO CHANGE IN 
STEERING QUALITY OR 

CONSISTENCY IN EFFORT. 
OPENED STA R CASE, CASE # 

 AND WAS 
ADVISED TO CONTINUE 

DIAGNOSIS AS OUTLINED IN 
STAR CASE, PERFORMED 

INSPECTIONS AT THE MAIN 
BATTERY CONNECTIONS AT 
THE 48V BA TTERY B+ AND 

12V BATTERY AT THE 
CHASSIS FOR SECURE 

CLEANCONNECTIONS. CLEAN 
AND SECURE THE 

GROUNDCIRCUIT H122 
CIRCUIT/G822A GROUND 
LOCATION AND C3PIN 1 

ATTHE PPU.INSPECT AND 
SECURE BOTH ENDS OF THE 
H121 CIRCUIT PPU/BPCMC2-
PIN 2 AND MGU C2 PIN 1AND 

THE A886 CIRCUIT, 12V 
SOURCE AT BOTH ENDS MGU 

AND THE PDC; FOUND 

650.25 



GROUND 822A HANGING 
LOOSE UNDER VEHICLE. 

FOUND GROUND WITH STUD 
BROKEN AND NUT 

ATTACHED. STUD HAS 
BROKEN OFF OF FRAME FOR 

G822A AND HAS BEEN 
GROUNDING ON BR ACKET 

INTERMITTENTLY SENT 
PHOTOS TO STAR. WAS 

ADVISED TO REPAIR 
GROUND. REMOVE D 48V 

BATTERY AND RE-ATTACHED 
GROUND ON FRAME CROSS 

MEMBER USING FACTOR 
EXISTI NG MOUNTING BOLT. 
CLEANED GROUND SURFACE. 
RE-INSTALLED BATTERY UNIT. 
CLEARED F AULTS AND TEST 
DROVE VEHICLE. FOUND NO 

FAULTS RETURNED AND 
VEHICLE NOW STEERIN G TO 

LIKE MODEL 
SPECIFICATIONS.S85742H01/

15/202013:45:09 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

 

Preparer:    Charnel 

Title:    LLQ 

Comments:    Customer is having steering issues with vehicle customer vehicle has been in the shop since he going the vehicle 1/2/2020 

 



 

 

 

March 19, 2020 

 

 

 

  

 

 

Re:  2019 JEEP WRANGLER UNLIMITED SPORT 

1C4HJXDN5   

Dear : 

You recently contacted us requesting assistance regarding with steering repairs on the above referenced 

vehicle. 

Our attempts to review your concern(s) and provide you with a prompt remedy has been delayed by our 

inability to contact you.  

In order to provide you with a prompt resolution to your concern(s), it is important that you contact us 

immediately at 1-800-654-2486 to discuss your issues and possible solutions. Please reference Case 

Number  when calling. 

If we have no response within five (5) days from the date of this letter, we must assume that your 

concerns have been addressed to your satisfaction. 

Sincerely, 

 

Daviel 

Customer Retention Specialist 

1-800-654-2486 x1004 
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Customer Retention Analysis 
 
VIN:  1C4GJXAG9   Make/model/model year:  JEEP WRANGLER SPORT 2019 Vehicle MY 
ISD:  5/14/2019 Current Mileage:  15,792 
Owner’s last name:  State:  Connecticut 
Dealer name/code:  PAPA'S DODGE INC 58525 Business Center:  32-Northeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 40,110.00 
# of new vehicles:    1 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) Select Y or N 
What was mileage at purchase?    22 

Customer-stated reason for buyback request:    Electric Powertrain 
Process identifier: Select an identifier 
Days down:    34 Repair attempts:   3 
Last repair visit:    5/13/2019 
Is vehicle currently at dealer? (Y/N)  N 
Is customer in rental? (Y/N)   N 

If yes, for how long?     If applicable, enter # of days in rental 
Offers previously extended: Offers previously extended 

 

Dealer RO # Date In Date Out Days 
Down Miles In Miles 

Out 
Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 

58525  1/23/2020 N/A 18 N/A N/A N/A Idle/Vibration   
   

Replace Long block engine  
N/A 

58525  5/13/2019 5/16/2019 4 12 12 W N/A Perform RRT 53.78 

58525  2/1/2019 2/11/2019 12 3 3 W Fuse is Blown  Replaced Fuse  1.44 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

 

Preparer:    Felicia  

Title:    LLQ 

Comments:     



 



Customer Retention Analysis 
 
VIN:  1C4GJXAG9K   Make/model/model year:  JEEP WRANGLER SPORT 2019 
ISD:  5/14/2019 Current Mileage:  15,792 
Owner’s last name:   State:  Connecticut 
Dealer name/code:  PAPA'S DODGE INC 58525 Business Center:  32-Northeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 40,110.00 
# of new vehicles:    1 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) No 
What was mileage at purchase?    22 

Customer-stated reason for buyback request:    Electric Powertrain 
Process identifier: No service solution available 
Days down:    22 Repair attempts:   2; there was a 3rd repair attempt prior to customer taking ownership 
Last repair visit:    5/13/2019 
Is vehicle currently at dealer? (Y/N)  Y 
Is customer in rental? (Y/N)   Y 

If yes, for how long?     If applicable, enter # of days in rental 
Offers previously extended: Offers previously extended 

 

Dealer RO # Date In Date Out Days 
Down 

Miles 
In 

Miles 
Out 

Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 

58525 RO # 2/9/2020 N/A 12+  N/A W Veh engine    
Replaced Long Block Engine N/A 

58525  1/20/2020 01/29/2020 10 15,814 N/A W 

Light came on dash for pedal 
fault, Power steering light on;  
Armrest latch; Idle/Vibration ; 

Hard time steering 

CLEAN GROUND SURFACES AND REINSTALL GROUND 
STRAP AND TORQUE BOLT TO SPECS PPOWER 

STEERING BACK ONLINE ROAD TEST OK ROAD TEST 
AND INSPECT FOR IMPROPER DAMPNER 

INSTALLATION ROAD TEST OK NO PROBELMS FELT 
TECH REPLACED AUX BATTERY AND MAIN BATTERY 

AND ROAD TEST NO MIL OR THROTTLE MALFUNCIONS 
(STAR was involved.) 

 

N/A 



58525  5/13/2019 5/16/2019 4 12 12 W 

CUSTOMER STATES, 
PERFORM RRT 19-027 
CUSTOMER STATES, 

PERFORM RRT 19-031 
CUSTOMER STATES, 

WHEN DRIVING VEHICLE 
FOR DELIVERY THE 

STEERING SEEMED TO 
BIND UP AND LOSE 

ASSIST, FELT LIKE NO 
POWER STEERING 

(possibly before customer 
took ownership also) 

PERFORM RRT 19-027 PERFORM RRT 19 - 031 
CHECK POWER , GROUND , BUS VOLTAGES 
& PIN FIT TO EPS MODULE - NO ABNORMAL 

CONDITIONS PRESENT, MODULE LOCKED UP 
- AFTER RECONNECTING MODULE IS BACK 

ON LINE .ROAD TEST & RECHECK TO VERIFY 
PROPER OPERATION. 

53.78 

58525  2/1/2019 2/11/2019 12 3 3 W 
(Appears to be before 

customer took ownership.) 
Fuse is Blown  

Replaced Fuse  1.44 

 

Preparer:    Crystal Ross 

Title:    Customer Retention Specialists 

Comments:    2 repair attempts under customer ownership; 22 days down 

 



Customer Retention Analysis 
 
VIN:  1C4GJXAG9K   Make/model/model year:  JEEP WRANGLER SPORT 2019 
ISD:  5/14/2019 Current Mileage:  15,792 
Owner’s last name:   State:  Connecticut 
Dealer name/code:  PAPA'S DODGE INC 58525 Business Center:  32-Northeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 40,110.00 
# of new vehicles:    1 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) No 
What was mileage at purchase?    22 

Customer-stated reason for buyback request:    Electric Powertrain 
Process identifier: No service solution available 
Days down:    64 Repair attempts:   3; there was a 4th repair attempt prior to customer taking ownership 
Last repair visit:    5/13/2019 
Is vehicle currently at dealer? (Y/N)  Y 
Is customer in rental? (Y/N)   N 

If yes, for how long?     If applicable, enter # of days in rental 
Offers previously extended: Offers previously extended 

 

Dealer RO # Date In Date Out Days 
Down 

Miles 
In 

Miles 
Out 

Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 

58525 n/a Date In       

DLR states that the vibration is 
still present. Customer has 

their vehicle at this time, but 
will go back to have the 

torque converter replaced 

  

58525  2/6/2020 03/30/2020 54  N/A W Vibration at idle 

Replaced Long Block Engine and was completed on 
03/31. The issue with the vibration was not resolved 

after replacing the engine.  Vehicle is returned to 
customer while waiting on back ordered torque 
converter. Part is expected to arrive on 04/15.  

N/A 



58525  1/20/2020 01/29/2020 10 15,814 N/A W 

Light came on dash for pedal 
fault, Power steering light on;  
Armrest latch; Idle/Vibration ; 

Hard time steering 

CLEAN GROUND SURFACES AND REINSTALL GROUND 
STRAP AND TORQUE BOLT TO SPECS POWER 

STEERING BACK ONLINE ROAD TEST OK ROAD TEST 
AND INSPECT FOR IMPROPER DAMPNER 

INSTALLATION ROAD TEST OK NO PROBELMS FELT 
TECH REPLACED AUX BATTERY AND MAIN BATTERY 

AND ROAD TEST NO MIL OR THROTTLE MALFUNCIONS 
(STAR was involved.) 

 

N/A 

58525  5/13/2019 5/16/2019 4 12 12 W 

CUSTOMER STATES, 
PERFORM RRT 19-027 
CUSTOMER STATES, 

PERFORM RRT 19-031 
CUSTOMER STATES, 

WHEN DRIVING VEHICLE 
FOR DELIVERY THE 

STEERING SEEMED TO 
BIND UP AND LOSE 

ASSIST, FELT LIKE NO 
POWER STEERING 

(possibly before customer 
took ownership also) 

PERFORM RRT 19-027 PERFORM RRT 19 - 031 
CHECK POWER , GROUND , BUS VOLTAGES 
& PIN FIT TO EPS MODULE - NO ABNORMAL 

CONDITIONS PRESENT, MODULE LOCKED UP 
- AFTER RECONNECTING MODULE IS BACK 

ON LINE .ROAD TEST & RECHECK TO VERIFY 
PROPER OPERATION. 

53.78 

58525  2/1/2019 2/11/2019 12 3 3 W 
(Appears to be before 

customer took ownership.) 
Fuse is Blown  

Replaced Fuse  1.44 

 

Preparer:    Crystal Ross 

Title:    Customer Retention Specialists 

Comments:    3 repair attempts under customer ownership; 64 days down 
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Customer Retention Analysis 
 
VIN:  1C4HJXFG7J  Make/model/model year:  JEEP, WRANGLER UNLIMITED RUBICON, 2018 
ISD:  4/29/2018 Current Mileage:  19,382 
Owner’s last name:   State:  Georgia 
Dealer name/code:  Shottenkirk Chrysler Dodge Jeep Ram, 
26995 Business Center:  66-Southeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 55,145.00 
# of new vehicles:    3 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) No 
What was mileage at purchase?    Enter vehicle mileage at time of purchase 

Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    28 Repair attempts:   3 
Last repair visit:    1/22/2020 
Is vehicle currently at dealer? (Y/N)  Y 
Is customer in rental? (Y/N)   N 

If yes, for how long?     If applicable, enter # of days in rental 
Offers previously extended: Offers previously extended 

 

Dealer RO # Date In Date Out Days 
Down Miles In Miles 

Out 
Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 

26995 STAR 2/4/2020 2/21/2020 # 19 19911 19911 STAR 

"STEERING WHEEL 
KEEPS LOCKING UP" 

MOSTLY WHEN 
COLD AT HIGHWAY 

SPEEDS 

Closed case $STAR 

66999  1/21/2020 1/22/2020 # 2 19382 19382 W 

Steering/Suspension/St
eering Wheel Concern 
[Customer States that 

the steering 

RESTORED VEHICLE 
CONFIGURATION LOP: 18-

19-02-DS 
$103.91 



44305  1/8/2019 1/14/2019 # 7 9764 9764 W 

CUSTOMER STATES 
CK ENGINE LIGHT 
IS ON. CUSTOMER 

STATES LOUD 
NOISE WHEN 

PUTTING INTO 
PARK 

REPROGRAM TCM PER TSB 
21-026-18 CK FOR 
DTCS.PERFORM 

DIAGNOSTIC TREE FOR 
DTC.REPLACE LEFT FRONT 
DOOR LATCH.CLEA R DTCS. 

$21.80, 
$276.85 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

Dealer Code RO # Date In  Date Out  #  Miles Miles Type Enter Text. Enter Text. $ 

 

Preparer:    LORRIE NELSON 

Title:    LLQ 

Comments:    Repair Attempts 

 



























































































































Customer Retention Analysis 
 
VIN:  1C4HJXFG7J  Make/model/model year:  JEEP, WRANGLER UNLIMITED RUBICON, 2018 
ISD:  4/29/2018 Current Mileage:  20,149 
Owner’s last name:   State:  Georgia 
Dealer name/code:  Shottenkirk Chrysler Dodge Jeep Ram, 
26995 Business Center:  66-Southeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM - BASE PLAN 
MSRP: 55,145.00 
# of new vehicles:    3 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    N/A 
CPOV? (Y/N) No 
What was mileage at purchase?    14 

Customer-stated reason for buyback request:    Steering 
Process identifier: Customer Contact Center 
Days down:    37 Repair attempts:   5 Visits | 3 Same Repair Visits 
Last repair visit:    2/26/2020 
Is vehicle currently at dealer? (Y/N)  N 
Is customer in rental? (Y/N)   N 

If yes, for how long?     N/A 
Offers previously extended: N 

 

Dealer RO # Date In Date Out Days 
Down Miles In Miles 

Out 
Repair 
Type  Customer-Stated Concern Repair(s) Performed Cost 





TROUBLE GAININGACCESS 
TO THE SPECIAL TOOLS 

NECESSARY TO TESTTHE 
PUMP... PARTS 10250-1 AND 

10250-2. THEYWERE ON BACK 
ORDER AND WE HAD TO 
BORROW THEM.19000113 
02000350 DRIVEABILITY 

[CUSTOMER STATES 
STEERING WHEEL KEEPS 

LOCKING UP MOSTLY WHEN 
COLD AT HWY SPEEDS] 

66999  1/21/2020 1/22/2020 # 2 19382 19382 W 

STEERING/SUSPENSI
ON/STEERING WHEEL 

CONCERN 
[CUSTOMER STATES 
THAT THE STEERING 

RESTORED VEHICLE 
CONFIGURATION LOP: 18-19-

02-DS 
$103.91 

26995  11/09/2019 11/13/201
9 #4 18059 18059 W 

 CUSTOMER 
SATISFACTION 

NOTIFICATION V41  
STEERING DAMPER $60.18 
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