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Customer Retention Analysis 
 
VIN:  1C4HJXEN0  Make/model/model year:  JEEP WRANGLER UNLIMITED SAHARA 2019 
ISD:  1/27/2020 Current Mileage:  1,100 
Owner’s last name:   State:  New York 
Dealer name/code:  Chrysler Dodge Jeep Ram FIAT Manhattan 
60788 Business Center:  32-Northeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 52,460.00 
# of new vehicles:    5 
# 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?    32 

Customer-stated reason for buyback request:    Vehicle Performance 
Process identifier: Select an identifier 
Days down:    2 Repair attempts:   1 
Last repair visit:    6/23/2020 
Is vehicle currently at dealer? (Y/N)  Y 
Is customer in rental? (Y/N)   N/A 

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 

60788 STAR 6/23/2020 6/25/2020 2 1634 1634 N/A 

Vehicle shut off on the 
highway , vehicle sat for 

20 minutes then it 
restarted  

Check all the grounds ok and 
connectors ok N/A 

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:    Felicia  

Title:    LLQ 



Comments:    Issue with vehicle stalling  

 



 
 
This file represents a consolidation of 
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Customer Retention Analysis 
 
1C4HJXDG7J  Make/model/model year:  JEEP WRANGLER UNLIMITED SPORT 2018 
ISD:  5/25/2018 Current Mileage:  17,500 
Owner’s last name:   State:  New York 
Dealer name/code:  Merrick Dodge Chrysler Jeep of Wantagh 
41643 Business Center:  32-Northeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 40,970.00 
# 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) N 
What was mileage at purchase?    5 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 
Days down:    6 Repair attempts:   1 
Last repair visit:    3/30/2020 
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 

41643  3/25/2020 3/30/2020 6 17369 17369 W 

CUSTOMER 
COMPLAINED 

STEERING LOCKS 
OUT WHEN TURNED 

HARD 

CHECKED AND TESTED 
SYSTEM CHECKED WIRING 

FOR STEERING SYSTEM, 
FOUND GROUND BOL T 

STRIPPED CAUSING WIRE 
TO BE LOOSE, REPAIRED 

BOLT TO CORRECT.   
 

$ 

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 has 1 repair  
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Customer Retention Analysis 
 
VIN:  1C4HJXFGXJ  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON 2018 
ISD:  5/18/2018 Current Mileage:  33,163 
Owner’s last name:   State:  Indiana 
Dealer name/code:  GRIEGER'S MOTOR SALES INC 58004 Business Center:  51-Midwest 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 53,195.00 
# of new vehicles:    2 
# 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:   2 
Last repair visit:    4/17/2020 
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 

58004  3/22/2019 3/22/2019 # 1 17994 17994 W 

POWER ASSIST ON 
STEERING DOE 

SNOT WORK WHEN 
COLD 

UPDATED THE 
CONTROLLER $24.65 

58004  4/1/2020 4/17/2020 # 15 33083 33083 W 

               CHECK FOR 
VIBRATION AT 
HIGHWAY SPEEDS, 
SERVICE SHIFTER 
LIGHT COMES ON 

TIGHTEN ALL GROUND $1163.45 

58004  4/17/2020 OPEN # 12 33163 33163 STAR 

while driving lost 
power steering, and 
multipule warning 

lights come on. 

Enter Text. $STAR 

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, Days Down 
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Customer Retention Analysis 
 
VIN:  1C4HJXFN7K  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON, 2019 
ISD:  7/10/2019 Current Mileage:  9248 
Owner’s last name:   State:  California 
Dealer name/code:  REDLANDS CJDR, 60452 Business Center:  71-California 
Warranty coverage code:    560 MVP (Description):  MVP description 
MSRP: 52345.00 
# 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?    0 

Customer-stated reason for buyback request:    Vehicle Performance 
Process identifier: Select an identifier 
Days down:    21 Repair attempts:   2 
Last repair visit:    1/6/2020 
Is vehicle currently at dealer? (Y/N)  Y 
Is customer in rental? (Y/N)   Select Y or 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 

60452  7/11/2019 7/15/2019 5 110 110 W HEATER, TRANSMISSION REPLACED 540.57 

60452  4/13/2020 Date Out  16 9248 9248 W ELECTRICAL 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:    EVELYN 

Title:    LLQ 

Comments:    STAR CASE OPEN 

 



Customer Retention Analysis 
 

VIN:  1C4HJXFN7K  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON, 2019 
ISD:  7/10/2019 Current Mileage:  9248 
Owner’s last name:   State:  California 
Dealer name/code:  REDLANDS CJDR, 60452 Business Center:  71-California 
Warranty coverage code:    560 MVP (Description):  MVP description 
MSRP: 52345.00 
# 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?    0 

Customer-stated reason for buyback request:    Vehicle Performance 
Process identifier: Select an identifier 
Days down:    50 Repair attempts:   3 
Last repair visit:    5/26/2020 
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 

60452  4/13/2020 5/26/2020 44 9248 9248 W 

Lost power while driving, 
service electrical and 

service shifter message 
came on 

Antilock brake control module, 
transmission wiring harness, and 

electric steering replacement 
2848.14 

60452  1/6/2020 1/6/2020 1 6925 6925 W  Sun visor replaced 606.66 

60452  7/11/2019 7/15/2019 5 110 110 W Cel Transmission heater replaced 540.57 

           

           

           

 

Preparer:    Daviel 



Title:    CRT 

Comments:    The SA hasn’t produced prior ROs and DAPIS doesn’t show cause of failure for the repairs.  

 











 
 
This file represents a consolidation of 
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Customer Retention Analysis 
 
VIN:  1C4HJXEN5K  Make/model/model year:  JEEP WRANGLER 2019 
ISD:  1/16/2019 Current Mileage:  13,722 
Owner’s last name:   State:  California 
Dealer name/code:  Bob Baker Chrysler Jeep Dodge 26550 Business Center:  71-California 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 52,970.00 
# of new vehicles:    2 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) N 
What was mileage at purchase?    45 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 
Days down:    25 Repair attempts:   2 
Last repair visit:    5/20/2020 
Is vehicle currently at dealer? (Y/N)  n/a 
Is customer in rental? (Y/N)   n/a 

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 

26550  4/27/2020 5/20/2020 24  
13722 

 
13722 w VEHICLESTALLING OUT  Module,fuel pump control, PCM-

ECM, TIPM 1224.64 

26550   3/25/2020 3/25/2020 1 13173 13173 w 
VEHCILE WILL SHUT OFF 
ON ITS OWN THEN WILL 

BARELY START 
Battery 256.88 

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:    Mandisha 

Title:    LLQ 



Comments:    Per the R.O.'s the vehicles had several repair attempts for stalling and concern still exist. 

 

 





On Jun 4, 2020, at 11:03 AM, US Customer Care <uscustomercare@fcagroup.com> wrote:

Hello 
I have you in my calendar for 3pm EST. 
Talk to you then.

Sangeya 
800-654-2486 x1008

--------------- Original Message ---------------
From: 
Sent: 6/4/2020 1:30 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact

Looks like it would be best if we set up a calling time. How about 12:00 PST ?

I will be on the lookout for your call.

Thanks

Richard

> On Jun 3, 2020, at 5:07 PM, 

>
> Just saw your message. I am afraid I am passed your time.
> Please give me a call tomorrow morning. I am up early on PST so feel free to call as you come into the office.
>
>
> Best
>
> 
>
>
>> On Jun 3, 2020, at 4:27 PM, US Customer Care <uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>> wrote:
>>
>>
>> Hello
>> I am sorry I missed your calls.
>> I left a message just now.
>> Our phone lines may be closed now but please give me a call if you are available this evening by 4:30pm your time.
>> I will stay logged in.
>> Sangeya
>> 800-654-2486 x1008
>> --------------- Original Message ---------------
>> From: 
>> Sent: 6/3/2020 2:34 PM
>> To: uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>
>> Subject: Re: Level 2 Initial Contac
>>
>> Hi Sangeya,
>>
>> I will proceed to renew the approved reimbursable Hertz Rental agreement (it expires today).
>>
>> Looking forward to finding an amicable solution to this in a timely manner as this has been dragging on for quite some time.
>>
>> I am on Pacific time and will be on the lookout for your call.
>>
>>
>>
>>
>>
>>
>> > On Jun 3, 2020, at 7:58 AM, US Customer Care <uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>> wrote:
>> >
>> > Hello
>> > I am so sorry you were not able to get through.
>> > I will call you today
>> >
>> >
>> > Sangeya
>> > 800-654-2486 x1008
>> >
>> >
>> > --------------- Original Message ---------------
>> > From
>> > Sent: 6/2/2020 8:13 PM
>> > To: uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>>
>> > Subject: Re: Level 2 Initial Contact
>> >
>> > Dear Sangeya
>> >
>> > Called several times today. Could not get through.
>> >
>> > Please give me a call a  an update.
>> > Best
>> >
>> >
>> >



>> > Tried calling you today
>> >
>> > Sent from my iPhone
>> >
>> > > On May 29, 2020, at 14:17, US Customer Care <uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com
<mailto:uscustomercare@fcagroup.com>>> wrote:
>> > >
>> > > ? Hello,
>> > >
>> > > My name is Sangeya and I will be working with you on your account now
>> > > Please allow me a day or so to review your account and get acquainted with your vehicle concerns.
>> > > Your case number is
>> > > If you should have any questions in the meantime, please don't hesitate to contact me.
>> > > Thank you
>> > >
>> > > ???????Sangeya
>> > > 800-654-2486 x1008
>> > >
>> > >
>> > > --------------- Original Message ---------------
>> > > From: US Customer Care [uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>>]
>> > > Sent: 5/27/2020 9:17 PM
>> > > 
>> > > Subject: Re: Level 2 Initial Contac
>> > >
>> > > Hello 
>> > >
>> > > Thank you for contacting me. I apologize I've not been able to communicate as frequently as I would like.
>> > >
>> > > hasn't returned my voicemails for a vehicle status update. I also do not show updated notes on the technical case in my systems. The dealership tech maybe contacting the corporate tech via
phone and not email anymore.
>> > >
>> > > I've sent your case for the buyback/ replacement review again. Please allow 3-4 days for follow up. All the service records you provided are attached for review. It is my hope they will find the vehicle
eligible and be able to help.
>> > >
>> > > Regarding the rental, if the Dispute dept ends up taking the case they may have to reimburse you. Either way the case is well documented with the rental agreement we discussed for reimbursement. If I
have to create a separate case for rental reimbursement I will do so.
>> > >
>> > > Thank you for allowing me to assist as a case manager. It's been a pleasure working with you!
>> > >
>> > >
>> > > Regards,
>> > >
>> > >
>> > > Melissa E.
>> > > Case Manager
>> > > 1-844-533-7928 ext 4060847
>> > > FCA CAC
>> > >
>> > >
>> > >
>> > > --------------- Original Message ---------------
>> > > From: 
>> > > Sent: 5/27/2020 7:25 PM
>> > > To: uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>>
>> > > Subject: Re: Level 2 Initial Contac
>> > >
>> > > Hi Melissa,
>> > >
>> > > Hope this note finds you well.
>> > >
>> > > Car is back in the shop for an Engine Light alarm.
>> > > Renewed the Rental today for another week as the first week expired today. Please send corresponding approval for reimbursement.
>> > >
>> > > Let me know what you find from the Jeep’s Lemon desk.
>> > >
>> > >
>> > > Best,
>> > >
>> > >
>> > >
>> > >
>> > > > On May 23, 2020, at 6:21 AM,  wrote:
>> > > >
>> > > > Hi Melissa,
>> > > >
>> > > > Attached please find the copy of the work performed by Bob Baker and Jeep during the 3rd service call due to car turning itself off on Freeway.
>> > > >
>> > > > After almost a month in the shop, and per my previous email, in less than 24 hours the car shows another Engine Alarm. For safety reasons we have decided to ground the car and again and take it in
on Tuesday per Anthony’s instructions. (See previous email)
>> > > >
>> > > > This is just not acceptable and safety of my family (and possibly others) are being endangered when driving this car.
>> > > >
>> > > > Best regards,
>> > > >
>> > > > 
>> > > >
>> > > >
>> > > > 
>> > > >
>> > > >
>> > > >> On May 21, 2020, at 9:23 AM

> >> Dear Melissa,
>> > > >>
>> > > >> Please find attached the Contract for the car rental to be refunded.





>> > > >>>>>> Melissa E.
>> > > >>>>>> FCA CAC
>> > > >>>>>>
>> > > >>>>>>
>> > > >>>>>>
>> > > >>>>>> --------------- Original Message ---------------
>> > > >>>>>> From: 

>> > > >>>>>> Sent: 5/8/2020 8:56 PM
>> > > >>>>>> To: uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>>
<mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>>>
>> > > >>>>>> Subject: Re: Level 2 Initial Contac
>> > > >>>>>>
>> > > >>>>>> Hi Melissa,
>> > > >>>>>>
>> > > >>>>>> I also have a Tow Bill of about $ 155 that I would like to be refunded. What is the process on that?
>> > > >>>>>> Thanks
>> > > >>>>>>
>> > > >>>>>> 
>> > > >>>>>>
>> > > >>>>>>
>> > > >>>>>> > On May 7, 2020, at 10:15 AM, US Customer Care <uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com
<mailto:uscustomercare@fcagroup.com>> <mailto:uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com> <mailto:uscustomercare@fcagroup.com
<mailto:uscustomercare@fcagroup.com>>>> wrote:
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> > Dear ,
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> > Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> > My name is Melissa E. 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 .
>> > > >>>>>> > The Case Management telephone number: 1-844-533-7928
>> > > >>>>>> > My direct extension: 4060847
>> > > >>>>>> > My work hours are: 9:30 am - 8:00p m Eastern Standard Time Tuesday-Friday.
>> > > >>>>>> >
>> > > >>>>>> > Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> > Regards,
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> > Melissa E.
>> > > >>>>>> > FCA CAC
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>> >
>> > > >>>>>>
>> > > >>>>>
>> > > >>>>
>> > > >>>
>> > > >>
>> > > >
>> > >
>> >
>> >
>> >
>>
>







On May 12, 2020, at 3:20 PM, US Customer Care <uscustomercare@fcagroup.com> wrote:

Hello  

Thank you for reaching out. I received your case back from review. At this time the vehicle is not eligible for buyback/ replacement through FCA.  The criteria used to make this determination is not provided
to me. 

I confirmed the part arrived today and the vehicle may be completed as early as tomorrow. The dealership will contact you. 

Regarding the towing reimbursement, please reply to this email with the receipt as an attachment and I will submit for approval. The reimbursement process usually takes 2-4 weeks. If approved the amount is
sent to you as a check. Feel free to contact me with any questions or concerns. 

Regards, 

Melissa E. 
FCA CAC

--------------- Original Message ---------------

Sent: 5/8/2020 8:56 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial 

Hi Melissa,

I also have a Tow Bill of about $ 155 that I would like to be refunded. What is the process on that?
Thanks

Richard

> On May 7, 2020, at 10:15 AM, US Customer Care <uscustomercare@fcagroup.com> wrote:
>
>
>
> Dear ,
>
>
> Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.
>
>
> My name is Melissa E. 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 

 number: 1-844-533-7928
> My direct extension: 4060847
> My work hours are: 9:30 am - 8:00p m Eastern Standard Time Tuesday-Friday.
>
> Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!
>
>
>
> Regards,
>
>
> Melissa E.
> FCA CAC
>
>
> 





On May 20, 2020, at 9:04 AM > wrote:

Hi Melissa,

Per our conversation yesterday, I will proceed to rent a car. As discussed, the Dealer was able to replicate the problem and has opened a technical case with Jeep to help troubleshoot it. 

I would like to ratify our uneasiness with this vehicle as it represents at present a true life threatening danger to any one operating it. Turning itself off randomly while operating it driving on a freeway is not an
acceptable risk. 

As suggested, we will wait until a solution is found and reapply at end of the month for the Lemon classification. 

Best regards,

On May 12, 2020, at 4:16 PM,  wrote:

Hi Melissa,

Please find attached the copy of the invoice and the Credit Cart statement copy with the charge for the Towing of the car. The total was $ 155.40
We are expecting a call back from the Service department. 

Please advise what other mechanism is available to escalate the issue. As stated on our phone conversations and in the service record of the car, it has gone in three times for service for the same
reason:
“Car engine stops without any warning”

The first time it happened it happened last year (no reason found). Then again this March to one of my sons while driving it (“Battery fault" was the claim from service code)… and then another
time again, about a month later. All three times on the Freeway. I do not feel safe with this car. Its a Leased car so its not my property and I would like to find a way to recuperate the trust and
not risk my life while driving this vehicle. I believe three times is more than enough for me. 

Thanks

On May 12, 2020, at 3:20 PM, US Customer Care <uscustomercare@fcagroup.com> wrote:

Hello  

Thank you for reaching out. I received your case back from review. At this time the vehicle is not eligible for buyback/ replacement through FCA.  The criteria used to make this
determination is not provided to me. 

I confirmed the part arrived today and the vehicle may be completed as early as tomorrow. The dealership will contact you. 

Regarding the towing reimbursement, please reply to this email with the receipt as an attachment and I will submit for approval. The reimbursement process usually takes 2-4 weeks.
If approved the amount is sent to you as a check. Feel free to contact me with any questions or concerns. 

Regards, 

Melissa E. 
FCA CAC

--------------- Original Message ---------------

Sent: 5/8/2020 8:56 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial 

Hi Melissa,

I also have a Tow Bill of about $ 155 that I would like to be refunded. What is the process on that?
Thanks

> On May 7, 2020, at 10:15 AM, US Customer Care <uscustomercare@fcagroup.com> wrote:
>
>
>
> Dear
>
>
> Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.
>
>
> My name is Melissa E. 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
> The Case Management telephone number: 1-844-533-7928
> My direct extension: 4060847
> My work hours are: 9:30 am - 8:00p m Eastern Standard Time Tuesday-Friday.
>
> Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!
>
>
>
> Regards,
>
>
> Melissa E.
> FCA CAC
>
>
> r















On May 21, 2020, at 9:23 AM,  wrote:

Dear Melissa,

Please find attached the Contract for the car rental to be refunded.

Best regards,

On May 20, 2020, at 10:47 AM, 

Dear Melissa,

Please find attached the copy of the two prior service calls that required the vehicle to be towed into service for the “turn off on Freeway” situation.

a) In the first go around the car was in for a full month (7/29/20 - 8/29/20. The problem was reported under item (2). Bob Baker could not recreate the situation.
b) Then it happened again on March 25th 2020 again under item (1). This time some battery codes got triggered. Dealer replaced battery thinking that was the problem 
c) The situation we are now in where the car has been in for almost a month. 

Please review.

Best regards

On May 20, 2020, at 9:04 AM, 

Hi Melissa,

Per our conversation yesterday, I will proceed to rent a car. As discussed, the Dealer was able to replicate the problem and has opened a technical case with Jeep to help
troubleshoot it. 

I would like to ratify our uneasiness with this vehicle as it represents at present a true life threatening danger to any one operating it. Turning itself off randomly while operating it
driving on a freeway is not an acceptable risk. 

As suggested, we will wait until a solution is found and reapply at end of the month for the Lemon classification. 

Best regards,

On May 12, 2020, at 4:16 PM, :

Hi Melissa,

Please find attached the copy of the invoice and the Credit Cart statement copy with the charge for the Towing of the car. The total was $ 155.40
We are expecting a call back from the Service department. 

Please advise what other mechanism is available to escalate the issue. As stated on our phone conversations and in the service record of the car, it has gone in three
times for service for the same reason:
“Car engine stops without any warning”

The first time it happened it happened last year (no reason found). Then again this March to one of my sons while driving it (“Battery fault" was the claim from service
code)… and then another time again, about a month later. All three times on the Freeway. I do not feel safe with this car. Its a Leased car so its not my property and I
would like to find a way to recuperate the trust and not risk my life while driving this vehicle. I believe three times is more than enough for me. 

Thanks

On May 12, 2020, at 3:20 PM, US Customer Care <uscustomercare@fcagroup.com> wrote:

Hello  

Thank you for reaching out. I received your case back from review. At this time the vehicle is not eligible for buyback/ replacement through FCA.  The
criteria used to make this determination is not provided to me. 



I confirmed the part arrived today and the vehicle may be completed as early as tomorrow. The dealership will contact you. 

Regarding the towing reimbursement, please reply to this email with the receipt as an attachment and I will submit for approval. The reimbursement
process usually takes 2-4 weeks. If approved the amount is sent to you as a check. Feel free to contact me with any questions or concerns. 

Regards, 

Melissa E. 
FCA CAC

--------------- Original Message ---------------
From
Sent: 5/8/2020 8:56 PM
To: uscustomercare@fcagroup.com
Subject: Re: Level 2 Initial Contact

Hi Melissa,

I also have a Tow Bill of about $ 155 that I would like to be refunded. What is the process on that?
Thanks

> On May 7, 2020, at 10:15 AM, US Customer Care <uscustomercare@fcagroup.com> wrote:
>
>
>
> Dear ,
>
>
> Thank you for allowing JEEP Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.
>
>
> My name is Melissa E. 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 
> The Case Management telephone number: 1-844-533-7928
> My direct extension: 4060847
> My work hours are: 9:30 am - 8:00p m Eastern Standard Time Tuesday-Friday.
>
> Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!
>
>
>
> Regards,
>
>
> Melissa E.
> FCA CAC
>
>
> 









 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4GJXAN9K  Make/model/model year:  JEEP WRANGLER 2019 
ISD:  11/2/2019 Current Mileage:  6,289 
Owner’s last name:   State:  Arkansas 
Dealer name/code:  Fletcher Dodge-Chrysler-Jeep 44909 Business Center:  63-Southwest 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: Fletcher Dodge-Chrysler-Jeep 
# 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) N 
What was mileage at purchase?    0 
Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    3 Repair attempts:   1 
Last repair visit:    39,570.00 
Is vehicle currently at dealer? (Y/N)  N/A 
Is customer in rental? (Y/N)   N/A 

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 

 RO # 3/3/2020 3/5/2020 3  
6289 

 
6289 W EHICLE HAS A WOBBLE 

WHEN DRIVING. Damper, steering 62.12 

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:    Mandisha 

Title:    LLQ 

Comments:    Customer does not have the required amount of Completed repair attempts 



 

 



Customer Retention Analysis 
 
VIN:  1C4GJXAN9K  Make/model/model year:  JEEP WRANGLER 2019 
ISD:  11/2/2019 Current Mileage:  6,289 
Owner’s last name:   State:  Arkansas 
Dealer name/code:  Fletcher Dodge-Chrysler-Jeep 44909 Business Center:  63-Southwest 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: Fletcher Dodge-Chrysler-Jeep 
# 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) N 
What was mileage at purchase?    0 
Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    22 Repair attempts:   3 
Last repair visit:    39,570.00 
Is vehicle currently at dealer? (Y/N)  N/A 
Is customer in rental? (Y/N)   N/A 

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 

44909   3/3/2020 3/5/2020 3  
6289 

 
6289 W EHICLE HAS A WOBBLE 

WHEN DRIVING. Damper, steering 62.12 

44909  4/30/2020 5/9/2020 10 7955 7955 W 

WHILE DRIVING WHEEL 
WILL LOCK UP AND TEY 

ARE UNABLE TO MO VE IT 
AT ALL. HAS HAPPENED 

MULTIPLE TIMES. 

Ground  1146.60 

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:    Mandisha 



Title:    LLQ 

Comments:    Per star the vehicles had 1 repair attempt VOR 9 days for steering concern and issues still exist. 

 

 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4HJXFN0L  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON 2020 
ISD:  9/21/2019 Current Mileage:  6515 
Owner’s last name:  State:  Colorado 
Dealer name/code:  Medved Chrysler Dodge Jeep Ram 60506 Business Center:  74-Denver 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 48,725.00 
# of new vehicles:    2 
# 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:    Electrical 
Process identifier: Select an identifier 
Days down:    16 Repair attempts:   3 
Last repair visit:    4/22/2020 
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 

60506  4/14/2020 4/22/2020 # 8 5942 5942 W 

 CUSTOMER STATES 
THAT THE SERVICE 
ENGINE LIGHT COMES 
ON 

WARR, ALL THESE SYMPTOMS 
OF THE POWER DISTRIBUTION 
CENTER FAILING. REPLACED 

PO WER DISTRIBUTION 
CENTER. 

$365.38 

60506  2/4/2020 2/6/2020 # 3 4689 4689 W 

              CUSTOMER 
STATES SHIFTER 
LOCKS UP, CHECK 
ENGINE LIGHT ON 

REPLA CED AUXILIARY 
BATTERY $252.75 

60506  5/4/2020 OPEN # 5 6515 6515 STAR 

EVERY LIGHT ON THE 
DASH LIGHTS UP AND 

THE VEHICLE WILL 
STALL. 

Enter Text. $STAR 

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, Days Down 

 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4HJXEN4K  Make/model/model year:  JEEP WRANGLER UNLIMITED SAHARA, 2019 
ISD:  1/30/2020 Current Mileage:  3880 
Owner’s last name:   State:  Florida 
Dealer name/code:  JOEY ACCARDI, 60444 Business Center:  66-Southeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 49,560.00 
# 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?    0 

Customer-stated reason for buyback request:    Vehicle Performance 
Process identifier: Select an identifier 
Days down:    40 Repair attempts:   4 
Last repair visit:    5/5/2020 
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 

60619  2/6/2020 2/27/2020 22 1001 1001 W MODULE, INSTR PANEL 
CLUSTER REPLACED 71.29 

60619  3/13/2020 3/19/2020 7 2835 2835 W LATCH, 
GLOVEBOX/CONSOLE REPLACED 35.73 

60619  3/17/2020 3/26/2020 10 2899 2899 W BATTERY REPLACED 282.54 

60444  5/5/2020 5/5/2020 1 3880 3880 W BATTERY REPLACED 275.30 

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

 

Preparer:    EVELYN 

Title:    LLQ 

Comments:     



 



Customer Retention Analysis 
 
VIN:  1C4HJXEN4K  Make/model/model year:  JEEP WRANGLER UNLIMITED SAHARA, 2019 
ISD:  1/30/2020 Current Mileage:  3880 
Owner’s last name:   State:  Florida 
Dealer name/code:  JOEY ACCARDI, 60444 Business Center:  66-Southeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 49,560.00 
# 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?    0 

Customer-stated reason for buyback request:    Vehicle Performance 
Process identifier: Select an identifier 
Days down:    40 Repair attempts:   4 
Last repair visit:    5/5/2020 
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 

60619  2/6/2020 2/27/2020 22 1001 1001 W MODULE, INSTR PANEL 
CLUSTER REPLACED 71.29 

60619  3/13/2020 3/19/2020 7 2835 2835 W LATCH, 
GLOVEBOX/CONSOLE REPLACED 35.73 

60619  3/17/2020 3/26/2020 10 2899 2899 W BATTERY REPLACED 282.54 

60444  5/5/2020 5/5/2020 1 3880 3880 W BATTERY REPLACED 275.30 

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

 

Preparer:    EVELYN 

Title:    LLQ 

Comments:     



 







 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4HJXFN6J  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON 2018 
ISD:  8/15/2018 Current Mileage:  18,186 
Owner’s last name:   State:  Delaware 
Dealer name/code:  FLOYD A MEGEE MOTOR COMPANY 
63689 Business Center:  35-Mid-Atlantic 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 51,245.00 
# of new vehicles:    2 
# 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?    0 

Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    # of days down Repair attempts:   # of repair attempts 
Last repair visit:    Select date of last repair visit 
Is vehicle currently at dealer? (Y/N)  Select Y or N 
Is customer in rental? (Y/N)   Select Y or 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 

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. $ 

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

 

Preparer:    Felicia  

Title:    LLQ 

Comments:    Concern with steering wheel and transmission 



 



Customer Retention Analysis 
 
VIN:    1C4HJXFN6JW   Make/model/model year:  Jeep, Wrangler, 2018 
ISD:  8/15/2018 Current Mileage:  18186 
Owner’s last name:   State:  Delaware 
Dealer name/code:  Floyd A Megee Motor Company,  63689 Business Center:  35-Mid-Atlantic 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE 
MSRP: 51,245.00 
# of new vehicles:    4 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) N 
What was mileage at purchase?    0 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 
Days down:    4 Repair attempts:   2 
Last repair visit:    5/29/2020 
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 

63689  5/27/2020 5/29/2020 3 18186 18186 W 

CUSTOMER STATES 
THE SERVICE 

SHIFTER MESSAGE 
CAME ON. VEHICLE 
WAS DIFFICULT TO 
STEER. CEL IS ON. 

Fuse Link/Power Distribution 
Center (Relays & Fuses) 262.78 

63689  5/19/2020 5/19/2020 1 18048 18048 W 

 SERVICE SHIFTER 
MESSAGE IN DASH. 
STEERING WHEEL 
FELT LOOSE THEN 

FELT TIGHT AFT ER 
MESSAGE IN DASH 

REPAIRED BOTH CIRCUITS. 
INSULATED AND 

REPOSITIONED WIRING 
HARNESS. 

159.96 

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:    LLQ 

Title:    Jazmine 

Comments:    Customer is out of lemon law coverage period. 

 









 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:    1C4HJXDG5J   Make/model/model year:  Jeep, Wrangler, 2018 
ISD:  10/5/2018 Current Mileage:  31752 
Owner’s last name:   State:  Pennsylvania 
Dealer name/code:  SOLOMON CHRYSLER, DODGE, JEEP,,  
44995 Business Center:  35-Mid-Atlantic 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE 
MSRP: 35,825.00 
# of new vehicles:    4 
# of owners on vehicle:    1 

If purchased used, what was date of purchase?    Select a purchase date, if applicable 
CPOV? (Y/N) N 
What was mileage at purchase?    15 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 
Days down:    0 Repair attempts:   0 
Last repair visit:    6/9/2020 
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 

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. $ 

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

 

Preparer:    LLQ 

Title:    Jazmine 

Comments:    Customer is out of Lemon Law coverage period 



 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 





 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 











Customer Retention Analysis 
 
VIN:  1C4HJXDG2K  Make/model/model year:  JEEP WRANGLER UNLIMITED SPORT 2019 
ISD:  6/7/2019 Current Mileage:  9058 
Owner’s last name:  State:  New Jersey 
Dealer name/code:  Autoland Chrysler Jeep Dodge Ram 60692 Business Center:  32-Northeast 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 42,315.00 
# 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?    Enter vehicle mileage at time of purchase 

Customer-stated reason for buyback request:    Check Engine Light 
Process identifier: Select an identifier 
Days down:    33 Repair attempts:   3 
Last repair visit:    6/27/2020 
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 

60692  5/22/2020 6/27/2020 # 32 9039 9039 W CUST STATES CK 
ENGINE LITE ON 

REPLACED 
BATTERY,REPLACED 

POWER STEERING PUMP, 
REPLACED FUSE BLOCK 

$2162.28 

60692  6/16/2020 6/23/2020 # 8 9058 9058 W 

customer states ck 
engine light on and 

steering wheel got hard 
to turn and car stalling 

and burking while 
driving 

replace auxiliary battery,replaced 
electronic hydro power steering 

pump,,road tested vehicle 
concern still exists,this is the third 

time visit..star case 
#s1908000091 and s1908000119 

was reviewd and performed 

$STAR 

60692  5/12/2020 5/12/2020 # 1 8790 8790 W 

CUST STATES 
STEERING WHEEL 

LOCKED UP AND AIR 
BAG LIGHT COMES ON 

REPAIRED WIRING $116.33 

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, Days Down 

 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:    1C4HJXDN5J   Make/model/model year:  Jeep, Wrangler, 2018 
ISD:  7/31/2018 Current Mileage:  26342 
Owner’s last name:   State:  North Carolina 
Dealer name/code:  Hillsborough Chrysler Dodge Jeep Ram,  
27051 Business Center:  66-Southeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE 
MSRP: 46,900.00 
# 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) N 
What was mileage at purchase?    10 

Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    7 Repair attempts:   1 
Last repair visit:    6/15/2020 
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 

27051  4/26/2020 5/6/2020 7 23740 23740 W 
CUYSTOMER 

STATES STEERING 
LOCKS UP AT TIMES 

 CLEANED 48V BATTERY 
POSITIVE AND NEGATIVE 

TERMINALS. CLEANED AND 
TORQUE ALL OF THE PDC 

B+ TERMINAL 
CONNECTIONS. 

414.88 

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:    LLQ 



Title:    Jazmine 

Comments:    Customer is out of Lemon Law coverage period 

 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:    1C4HJXDG9   Make/model/model year:  Jeep, Wrangler, 2018 
ISD:  39,135.00 Current Mileage:  11600 
Owner’s last name:   State:  Florida 
Dealer name/code:  Key West Chrysler Dodge Jeep Ram,  
60707 Business Center:  66-Southeast 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE 
MSRP: 39,135.00 
# 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) N 
What was mileage at purchase?    26 

Customer-stated reason for buyback request:    Check Engine Light 
Process identifier: Select an identifier 
Days down:    25 Repair attempts:   3 
Last repair visit:    5/22/2020 
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 

60707  5/11/2020 5/22/2020 11 11642 11642 W 

CUSTOMER STATES 
CHECK ENG-ABS-
TRAC LIGHTS ON-
CLUSTER TURNS 

OFF 

INTERNAL 
DEFECT/ REPLACED PDC. 367.72 

60707  5/9/2019 5/9/2019 1 6326 6326 W ABS REQUIRED DUE 
TO PCM REFLASH 

REPROGRAMMED THE ABS 
MODULE WITH NEW 

SOFTWARE 
37.10 

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:    LLQ 

Title:    Jazmine 

Comments:    electrical concerns; ABS and CEL issues 

 









 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4GJXAN3  Make/model/model year:  JEEP, WRANGLER SPORT, 2020 
ISD:  5/31/2020 Current Mileage:  2783 
Owner’s last name:   State:  Arizona 
Dealer name/code:  Larry H Miller Avondale, 26821 Business Center:  70-West 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: $40,100.00 
# 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) Select Y or N 
What was mileage at purchase?    24 

Customer-stated reason for buyback request:    Select a reason for buyback request 
Process identifier: Select an identifier 
Days down:    50 Repair attempts:   3 
Last repair visit:    Select date of last repair visit 
Is vehicle currently at dealer? (Y/N)  Select Y or N 
Is customer in rental? (Y/N)   Select Y or 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 

26821  7/28/2020 8/12/2020 15 2783 2783 W 

GUEST STATES WHEN YOU 
TRY AND GET INTO BACK 
SEAT FROM PASSENGER 
SIDE AND YOU P UT THE 

SEAT BACK THE SEAT WILL 
BE STUCK. SOP IN 

PASS FRONTFRAME WAS ORDERED 
FOR TRACK BINDING. FOUND THAT 
EASY ENTRY HANDLE I S INOP ALSO 
NOW. DISASSEMBLED PASS FRONT 

SEAT AND FOUND CABLE 
DISCONNECTED FO R EASY ENTRY. 

NOTHING APPEARS DAMAGED. 
RECONNECTED CABLE. 

REASSEMBLED SEAT WI TH NEW 
TRACK ASSY. REINSTALLED IN 

VEHICLE AND VERIFIED OPERATION 
OF ALL SEAT ADJUSTMENTS 

NUMEROUS TIMES 

$350.70 



26821  6/24/2020 7/28/2020 34 2732 2732 W 

GUEST STATES STOP 
START LIGHT CAME ON 

WHILE DRIVING AND 
THEN SHIFTER WARNING 

D ISPLAYED AND 
STEERING 

BOTH STAR AND TA REQUESTED TO 
REPLACE TRANSMISS ION HARNESS. 

REPLACED TRANSMISSION 
HARNESS, WENT FOR MULTIPLE 
TEST DRIVES AND CONCERN DID 

NOT COME ACTIVE. VERFIEID 
REPAIR AT THIS TIME 

$4542.62 

26821  6/1/2020 6/1/2020 1 205 205 W GAS CAP WILL NOT 
UNLOCK 

MOPAR WARRANTY ON THE GAS 
CAP.. UNABLE TO UNLOCK AT TIMES 
REPLACE AND RE KEY THE GAS CAP 

$111.78 

 

Preparer:    Lisa 

Title:    CRT 

Comments:    Enter Text. 

 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:    1C4HJXDNXJ   Make/model/model year:  Jeep, Wrangler, 2018 
ISD:  5/18/2019 Current Mileage:  33661 
Owner’s last name:   State:  California 
Dealer name/code:  WHITTEN BROTHERS INC,  23295 Business Center:  71-California 
Warranty coverage code:    560 MVP (Description):  JEEP WAVE 
MSRP: 42,450.00 
# 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) N 
What was mileage at purchase?    29 

Customer-stated reason for buyback request:    Other 
Process identifier: Select an identifier 
Days down:    12 Repair attempts:   1 
Last repair visit:    7/3/2020 
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 

23295  7/1/2020 7/3/2020 3 33661 33661 W 

CUSTOMER STATES 
CHECK ENGINE 

LIGHT ON, 'SERVICE 
SHIFTER' CAME ON 
DASH, STEERI NG 
WHEEL LOCKED 
AND GAS PEDAL 

LOCKED 

CANNOT DUPLICATE 
CUSTOMER CONCERN AT 

THIS TIME. 
89.98 

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:    LLQ 

Title:    Jazmine 

Comments:    Customer does not have the required amount of Completed repair attempts for the same nonconformity (defect). 

 



















 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 
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This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4HJXFN1K  Make/model/model year:  JEEP WRANGLER UNLIMITED RUBICON 2019 
ISD:  8/16/2019 Current Mileage:  15,999 
Owner’s last name:   State:  Pennsylvania 
Dealer name/code:  Motorworld Chrysler Dodge Jeep Ram 
62737 Business Center:  35-Mid-Atlantic 

Warranty coverage code:    560 MVP (Description):  1C4HJXFN1K  
MSRP: 58,935.00 
# of new vehicles:    4 
# 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: 20 

Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    # of days down Repair attempts:   # of repair attempts 
Last repair visit:    Select date of last repair visit 
Is vehicle currently at dealer? (Y/N)  Select Y or N 
Is customer in rental? (Y/N)   Select Y or 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 

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. $ 

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

 

Preparer:    Felicia  

Title:    LLQ 

Comments:    Enter Text. 



 



 
 
This file represents a consolidation of 
multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 
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multiple files sent by the manufacturer.  
Please use the bookmarks to navigate to 
each file. (Each bookmark label is the 
name of the original file.) 



Customer Retention Analysis 
 
VIN:  1C4HJXEN6K  Make/model/model year:  JEEP WRANGLER UNLIMITED SAHARA 2019 
ISD:  12/29/2019 Current Mileage:  5,763 
Owner’s last name:  State:  California 
Dealer name/code:  ORANGE COAST CHRYSLER DODGE 
JEEP 24099 Business Center:  71-California 

Warranty coverage code:    560 MVP (Description):  JEEP WAVE OWNER LOYALTY PROGRAM 
MSRP: 46,175.00 
# 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: 33 

Customer-stated reason for buyback request:    Steering 
Process identifier: Select an identifier 
Days down:    # of days down Repair attempts:   # of repair attempts 
Last repair visit:    Select date of last repair visit 
Is vehicle currently at dealer? (Y/N)  Select Y or N 
Is customer in rental? (Y/N)   Select Y or 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 

24099 
 

1  
7/15/2020 8/10/2020 27 5769 5769 W 

steering wheel will go stiff 
while driving, transmission 

goes into limp mode 

performed star case S1919000004, 
cleaned all grounds on vehicle , replaced 

and programmed sccm module. 
 



24099  7/11/2020 7/14/2020 5 5767 5767 W 

customer states the check 
engine light came on and 
they just purchased the 

vehicle (ENGINE) CUSTOMER 
STATES STEERING WHEEL 

WILL LOCK UP COMPLETELY 
WHEN DRIVING CHECK AND 

ADVISE 
(SteeringSuspensionSteering 

Wheel C oncern) DEALER 
RECOMMENDED REPLACE 

ENGINE OIL AND FILTER LUBE 
CHASSIS AS NEEDED, TOP OFF 

FLUIDS AND RESET 
MAINTENANCE LIGHT AS 

NEEDED. PERFORM 4 TIRE 
ROTATION, INSPECT AND 
REPORT BRAKE AND TIRE 
CONDITION. CUSTOMER 

STATES THE PASSENGER SIDE 
FRONT DOOR WILL NOT 

CLOSE EASILY CHECK AND 
ADVISE Rental vehicle 

provided by Orange Coast 
Jeep Chrys. Dodge, Ram, Fiat. 

Vehicle to be RETURNED 
within 24 hours of 

completion. Failure to return 
vehicle within 24 hour time 

frame will result in a $40 
charge per day. Thank you for 

your cooperation. 
CUSTOMER REQUEST 

COURTESY VISUAL 
INSPECTION CHECK AND 

INFLATE ALL TIRES TO THE 
RECOMMENDED TIRE 

PRESSURE . . 
LT.FT...........RT.FT..........LT.RR.

..........RT.RR........ 

 REPROGRAMMED PCM MODULE 
REPLACED AND PROGRAMMED SCCM 
MODULE, CLEARED CODES AND ROAD 

TESTED VEHICLE PERFORM DEALER 
RECOMMENDED SERVICE AS DESCRIBED 

ABOVE ROTATE TIRES COULD NOT 
DUPLICATE CONCERN COMPLETED 

VISUAL INSPECTION, SEE INSPECTION 
REPORT COMPLETED TIRE INFLATION 

SERVICE, INCLUDING MEASURING FOR 
RECOMMENDED PRESSURE 

$ 

60257  8/7/2020 8/17/2020 11 23905 23905 W 

C/S after turning sharp or 
uphill service tire light, 4 
wd light and red lightning 

bolt came on 

Replaced steering angle sensor  709.04 

60257  7/8/2020 8/6/2020 33 23492 23492 W 
C/S fuel tank won’t take 

fuel/ check engine light is 
on, shifter light comes on 

Replaced fuel tank/ Replaced 
module of abs and it was 
programmed and all ok 

2144.48 



60257  5/18/2020 6/29/2020 43 23923 23293 W 

C/S hears chime then 
several lights engine 

flicker on dash service 
shifter  and some braking 
system  light came on was  

driving 50 mph   

HAS BEEN REPAIRED. WAS ABLE TO 
VERIFY CONCERN. DUE T O NATURE 

OF DTC'S DISCONNECTED SCCM 
AND CAN C BUS DTC'S WENT FROM 

ACTIVE TO ST ORED. REPLACED 
SCCM AND CLEARED ALL DTC'S. 
ROAD TEST VEHICLE AND TPMS 

LIGHT IS FLASHING FOLLOWED BY A 
CHIME. CHECKED DTC AND THE 
CLUSTER IS SAYING THAT BUS IS 
OFF. FOLLOWED PIN POINT TEST 

(U002-00) REPLACED CLUSTER AND 
TEST DROVE FOR SEVERAL MILES 
AND VERIFIED THAT CUSTOMER 

CONCERN 

2358.03 

           

 

Preparer:    Felicia  

Title:    LLQ 

Comments:    Concern – steering wheel locks up and the check engine light comes on 
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