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New Customer Assistance Inquiry Record (CAIR)#

VIN Model Year 2015 |Brand | JEEP
Body WKJH74 Vehicle JEEP GRAND CHEROKEE LAREDO 4X4
Customer Provided VIN | Line of Business CAC Customer Assistance Center [
Batch Case Information |
Open Date 09/26/2020 | CAIR Type Regular Status Closed
Close Date 09/29/2020 Origin Brand Site Reason assistance
Mileage 80,000 Miles Market U Language English I
Contact Email | Contact Phone | Contact Mobile |
Caller Address Source |
Caller City Alabaster | Caller Country | UsA Caller Postal Code ﬂ |
Customer [
Customer Address ]
ALABASTER AL I - |
Dealer 60502 | HENDRICK CHRYSLER DODGE JEEP RAM |Dealer Phone | 2058235220 |
Dealer Address 1624 MONTGOMERY HWY
HOOVER AL | 35216 4918 USA
|Dealer Zone | Southeast ||Sales District |Service District G
Subject Headrest problem
Synopsis Writer authorized replacement of the Passenger side active headrest parts and labor as goodwill. DM notes are entered on this file 9/29/20,
Customer Anomaly Interior
Seat Headrest
|Contact Reason |c105 | Technical Issue With Vehicle | |Customer Anomaly | 169 | Seat headrest issues

|Reason Code

| After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
09/26/2020 07:56 PM New
09/28/2020 05:08 PM Open
09/29/2020 06:16 PM Closed

Initial Description

1 was driving today and my passenger side headrest exploded outwards. It looks like there is some sort of clip mechanism in there that is broken to pieces. | read that this

is a known issue and there may be a recall related repair- can you help please?

Case Comments

Date

Contact one #:
09/28/2020 |phone number:

stomer states: he was driving today and
clip mechanism in there that is broken to pieces. Preferred Email Address

Comment

ation of vehicle: Customers home

the passenger sid
[

09/28/2020 |No Sl inspection required. Reassigned file to COE for review of goodwill repair.???????227222?2?222222222222?22222222222222222222222222222227

Location of vehicle
ike there is some sort of

09/29/2020

Writer called the customer and dealer on 9/29/20 authorized replacement of the Passenger side active headrest parts and labor as goodwill. DM notes are
lentered on this file.

09/29/2020 [Vehicle has arrived at dealership Hendrick Chrysler Dodge Jeep Ram and attended by dealer employee Alan Caldwell

Email(s)

Date  |09/26/2020

Subject

From |uscustomercare@fcagroup.com To

Jeep Brand: 877-426-533

Sincerely,

The Jeep Brand

Your inquiry has been received by the Jeep Customer Care. W

7

FCA Brand : 800-247-9753

To view the Jeep Privacy Policy, visit

https://www.chrysler.com/crossbrand_us/privacy

*****AUTOMATED RESPONSE - DO NOT REPLY TO THIS ADDRESS *****

|Sent Date/Time

|09/26/2020 19:56 PM

For any future communication related to this emalil, please refer to reference number_

look forward to getting back with you as soon as possible.
To ensure a prompt response, please add to your Safe Senders list, Address Book or Contact List, Please also monitor your Junk Mail or Spam Folder for our response.

Should this matter be urgent, or if you desire a quicker response, please contact us by phone to discuss your issue with one of our Jeep Advisors.




New Customer Assistance Inquii

Record (CAIR)#

VIN Model Year 2015 |Brand | JEEP
Body Vehicle JEEP GRAND CHEROKEE LIMITED 4X4 |
Customer Provided VIN | Line of Business CAC Customer Assistance Center |
Batch Case Information |
Open Date 09/27/2020 | CAIR Type Regular Status Closed
Close Date 10/02/2020 Origin Brand Site Reason assistance
Mileage 89,000 Miles Market U Language English I
Contact Email ontact Phone _ 'W_—l
Caller Address Source Customer |
Caller City uma | Caller Country | UsA Caller Postal ch |
Customer [
Customer Address ]
" I |
Dealer 99970 | US Test Dealer Dealer Phone 2487401541 |
Dealer Address 800 CHRYSLER DR.
AUBURN HILLS MI 48326 2757 USA
|Dealer Zone | Great Lakes ||Sales District |Service District A
Subject Passenger side headrest
Synopsis
Customer Anomaly Air Bag
Deployment Inadvertent
|Contact Reason |c105 | Technical Issue With Vehidle |[Customer Anomaly | 101 | Airbag Inadvertent Deployment

|Reason Code

| After Salles - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
09/27/2020 09:48 PM New
09/28/2020 03:48 AM Open
10/02/2020 03:55 AM Closed

Initial Description

While driving this morning my passenger side headrest deiloied. | am concerned the driver side will do the same. This is a serious safety concern for me. Please contact

me with details on how to get this corrected. \nThank yo

Email(s)
Date  [09/27/2020 |Subject
From |uscustomercare@fcagroup.com |To

Jeep Brand: 877-426-5337

FCA Brand : 800-247-9753

Sincerely,

The Jeep Brand

To view the Jeep Privacy Policy, visit

https://www.chrysler.com/crossbrand_us/privacy

N—

Your inquiry has been received by the Jeep Customer Care. We appreciate your contact wi

****AUTOMATED RESPONSE - DO NOT REPLY TO THIS ADDRESS *****

|Sent Date/Time

|09/27/2020 21:48 PM

To ensure a prompt response, please add to your Safe Senders list, Address Book or Contact List, Please also monitor your Junk Mail or Spam Folder for our response.

Should this matter be urgent, or if you desire a quicker response, please contact us by phone to discuss your issue with one of our Jeep Advisors.

For any future communication related to this email, please refer to reference number_

us and look forward to getting back with you as soon as possible.

AUTOMATED RESPONSE - DO NOT REPLY TO THIS ADDRESS *****

[Sent Date/Time [09/28/2020 03:51 AM |

|Date [09/28/2020 Subject|RE: *****
|me uscustomercare@fcagroup.com |To
















Tue Sep 29 00:00:00 GMT 2020 CAIR Data File CAIR _

Company:

Cust:

AD1:

AD2:
Primary Phone:
Business Phone:

Mobile Phone:

Home Phone:

Email:

Cty/SyZIP:

HOPEWELL JUNCTION, NY,-

Country:

USA

Co-own: NOT SURE

















































\New Customer Assistance Inquiry Record (CAIR)i#

VIN Model Year 2015 ||[Brand | JEEP
Body WKTT74 Vehicle JEEP GRAND CHEROKEE SUMMIT 4X2
Customer Provided VIN ||Line of Business CAC | Customer Assistance Center [
Batch Case Information |
Open Date 09/30/2020 CAIR Type Regular [ Status Closed
Close Date 10/01/2020 Origin Social ||Reason
Mileage 52,700 Miles Market vV ||Language English I
Contact Emall P o hone B -
Caller Address Source Customer
Caller City || Caller Country | Caller Postal Code
Customer
Customer Address
TAMPA [ | W
Dealer 60446 | JIM BROWNE CHRYSLER JEEP DODGE RAM | Dealer Phone | 8139354812
Dealer Address 10909 N FLORIDA AVE
TAMPA FL 33612 6633 USA
|Dealer Zone | Southeast ||Sales District |Service District D
Subject Active headrest deployment
Synopsis Writer authorized replacement of the Driver side active headrest parts and labor as goodwill. DM notes are entered on this file 10/1/20.
Customer Anomaly Interior
Seat Headrest
[Contact R | c105 | Technical Issue With Vehicle |[customer Anomaly | 169 | Seat headrest issues

|Reason Code

| After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
09/30/2020 06:23 PM New
09/30/2020 06:30 PM Open
10/01/2020 07:45 PM Closed

Initial Description

Customer states that his headrest deployed.

Case Comments

Date

Comment

09/30/2020

Custqeas

N#

09/30/2020

Preferred Email Address:

dal seeking assistance with his deployed headrest.

ileage: 52,700 Name|

ampa, FL

09/30/2020

ate of Inciden

ms out the active hsadra'st system deployed. Actually, it failed as the car was pa

ocation of the vehicle(including the address & phone number)

mmary of event(s): Got into car, noticed headrest looked out of position,
rked overnight in my driveway. There were broken plastic bits under it.
ervicing Dealer: Jim Browne Tampa (have not taken vehicle in yet)

10/01/2020

Writer called the customer and dealler on 10/1/20 authorized replacement of the Driver side active headrest parts and labor as goodwill. DM notes are
lentered on this file.













\New Customer Assistance Inquiry Record (CAIR)i# _

VIN Model Year 2015 |[Brand | JEEP
Body WKTH74 Vehicle JEEP GRAND CHEROKEE LAREDO 4X2
Customer Provided VIN Line of Business CAC | Customer Assistance Center |
Batch Case Information I
Open Date 09/30/2020 CAIR Type Regular | Status Closed
Close Date 10/08/2020 Origin Telephone |Reason
Mileage 40,000 Miles Market U [Language English |
Contact Email _ [Contact Phone | |[Contact Mobile [
Caller Address ||Source Customer
Caller City |Caller Country | |[caller Postal Code
Customer
Customer Address

GUAYNABO |PR - |usa
Dealer 13715 ALBERIC DODGE CHRYSLER CORP | Dealer Phone | 7932223
Dealer Address AVENIDA KENNEDY KM. 3.4MARGINAL BECHARA

SAN JUAN EX I 00921 PRI
|Dealer Zone | Puerto Rico |Sales District ||Service District A
Subject reimbursement
Synopsis Closing case. No response,
Customer Anomaly [
Contact Reason C169 Request For Rental Reimbursement HCustomefAnomaIy | I
|Reason Code | After Sales - Complaint - Product - Reimbursement request - Repair/Rental |

Case Status History

Create Date Status
09/30/2020 09:27 PM Open
09/30/2020 09:32 PM Suspended
09/30/2020 09:32 PM Open
10/01/2020 12:58 PM Suspended
10/08/2020 12:00 PM Closed
Initial Description
head rest deployed
Case Comments
Date Comment
Customer needs reimbursement for headrest deploy with no accident’ Agent advised the customer to reply to email with RO and proof of payment process
09/30/2020
may take up to 60 days
[The case is now being reviewed for possible reimbursement. If the customer calls in, please advise them that additional document/s - RO and proof of
10/01/2020 3 L
payment = is/are needed. Suspending till Oct.8.
10/08/2020 [Closing case on the seventh day due to the fact that the customer did not fumish needed/requested documents for possible reimbursement,

Email(s)
Date  |09/30/2020 |Subject Acknowledgemen
From__|uscustomercare@fcagroup.com |To Sent Date/Time 109/30/2020 21:28 PM

Thank you

Thank you for allowing Chrysler Customer Care an opportunity to address your concern, Our primary focus is your satisfaction.

'You may reply to this email with a copy of the receipt and proof of payment to submit for reimbursement.

Fiat Chrysler Automobiles Customer Care Specialist

The content of this message is confidential. If you have received it by mistake, please inform us by an email reply and then delete the message. The integrity and
security of this email cannot be guaranteed over the Internet. Therefore, the sender will not be held liable for any damages caused by the message. Finally, the opinions

rily reflect those of FCA US, therefore FCA US refuses to take any liability for any damages caused by the content of this email.

[Date 0973072020

|Subject  [Case Acknowledgemen

|From  |uscustomercare@fcagroup.com |To t Date/Time 109/30/2020 21:28 PM




Thank you for allowing Chrysler Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.

'You may reply to this HIEVYi py of the receipt and proof of payment to submit for reimbursement.
'Your case number ig

Thank you
Fiat Chrysler Automobiles Customer Care Specialist

The content of this message is confidential. If you have received it by mistake, please inform us by an email reply and then delete the message. The integrity and
security of this email cannot be guaranteed over the Internet. Therefore, the sender will not be held liable for any damages caused by the message. Finally, the opinions

disclosed bi the sender do not necessarili/ reflect those of FCA US, therefore FCA US refuses to take any liability for any damages caused by the content of this email.







New Customer Assistance Inquiry Record (CAIR)# -
VIN Model Year 2015 ||Brand | JEEP
Body WKJP74 ||Vehicle JEEP GRAND CHEROKEE LIMITED 4X4
Customer Provided VIN | Line of Business CAC | customer Assistance Center [
Batch Case Information |
Open Date 09/30/2020 ||CAIR Type Regular ||Status Closed
Close Date 10/01/2020 ||Origin Telephone ||Reason
Mileage 96,000 Miles || Market u ||Language English
Contact Email _ ||Contact Phone _ |[contact Mobile
Caller Address Source Customer
Caller City ||caller Country | Caller Postal Code
Customer
Customer Address
EATONTON [cA lm USA
Dealer 23955 | FIRKINS CHRYSLER JEEP DODGE RAM |[Dealer Phone 9417486510
Dealer Address 2700 1ST STREET
BRADENTON FL 34208 3859 USA
|Dealer Zone | Southeast ||Sales District |Service District D
Subject Air bag Deployed for no reason
Synopsis A
Customer Anomaly Air Bag [
Deployment Inadvertent
|contact R |c105 | Technical Issue With Vehicle  |[Customer Anomaly | 101 | Airbag Inadvertent Deployment

|Reason Code

| After Sales - Complaint - Product - Vehicle concern - Additional details |

Case Status History

Create Date

Status

09/30/2020 10:11 PM

Open

10/01/2020 10:53 AM

Closed

Initial Description

Customer states passenger headrest airbag went off for no reason

Case Comments

Date

Comment

09/30/2020

Customer states that back in June of 2020 he was sitting in passenger seat while girlfriend was driving vehicle and for no reason the passenger side air bag
deployed. Customer states vehicle is located at him home and has not been tak ived a letter in the mail about active head
restraint extended warranty and asked if this was related. Best call back humber

10/01/2020

No inspection required, extended warranty issued, email to be sen hank you for your recent contact to Fiat Chrysler Automobiles (FCA)
regarding your 2015 Jeep Grand Cherokee. We can inform you that the warranty period on your vehicle s Active Head Restraint has been extended from 3
years or 36,000 miles to 10 Years / Unlimited miles. This warranty extension on the Active Head Restraint applies to certain model year Dodge Durango and
lJeep Grand Cherokee vehicles. We are extending the Active Head Restraint warranty period because some of the vehicles within the referenced population
may experience inadvertent deployment on the front seat Active Head Restraint(s), Once deployed, it is unable to be reset due to internal damage of the
head restraint. If you are experiencing any of these conditions now, or if you experience them in the future, simply contact your dealer to have the
appropriate repairs performed. If you have already experienced this condition and previously paid for a repair, you may be eligible to receive a
reimbursement. Visit www.fcarecallreimbursement.com to submit an online reimbursement request. You may also send your original receipts, invoices
and/or repair order to the following address for reimbursement review: FCA US LLC Customer Center P.O. Box 21-8004 Auburn Hills, Ml 48321-8004 Attn:
Reimbursement If you have questions or need any assistance, please contact your dealer or the FCA US LLC Customer Care. FCA US LLC Customer Care
is available 24 hours a day / 7 days a week. They can be reached at: 1-800-992-1997. Thank you for allowing us the opportunity to review this matter with

you.







Company:

Cust:
AD1:

Primary Phone:

Business Phone:

Mobile Phone:

Home Phone:

Email:

Cty/St/ZIP:

Country:

USA

Co-own: NOT SURE

Thu Oct 01 00:00:00 GMT 2020  CAIR Data File CAIR-











































Barbie, the notice was sent to the correct addmss—hen will the check be sent out? Thx, Tom

> On Oct 5, 2020, at 1:40 PM, US Customer Care <uscustomercare@fcagroup.com> wrote:
>

> Hi Thomas,
>
> | have completed the reimbursement review. | would like to ask for your updated address since our record and the address on the repair order did not match. | just

want to make sure that the check will be set to the right address.
>

> Regards,
>

> Barbie
> FCA Reimbursement Specialist

Date [10/06/2020 |Subject [Re: Recall Reimbursement Request from Brandsi
FﬂMmercare@fcagroup.com |To |Sent Date/Time 10/06/2020 19:11 PM
Dear

Thank you for contacting JEEP Customer Care. We are happy to assist you with regards to your concem, Your satisfaction is important to us!

We are pleased to inform you that we have approved a total of $831.66 for the X88 extended warranty reimbursement. We will be sending the check to the mailing
address on file for you. Please allow 30 calendar days for the check to arrive.
Please don't hesitate to contact us for any other concerns, Thank you for your continued business with JEEP Automobiles.

Sincerely,

Barbie

FCA Reimbursement Siecialist
10/06/2020 |Subject |Re: Recall Reimbursement Request from Brandsite
|70 uscustomercare@fcagroup.com Sent Date/Time 10/06/2020 19:58 PM

Sent from my Verizon Motorola Droid
On Oct 6, 2020 3:11 PM, US Customer Care <uscustomercare@fcagroup.com> wrote:
Dear Thomas,

Thank you for contacting JEEP Customer Care. We are happy to assist you with regards to your concemn. Your satisfaction is important to us!

We are pleased to inform you that we have approved a total of $831.66 for the X88 extended warranty reimbursement. We will be sending the check to the mailing
address on file for you. Please allow 30 calendar days for the check to arrive.

Please don't hesitate fo contact us for any other concerns. Thank you for your continued business with JEEP Automobiles.

Sincerely,

Barbie
FCA Reimbursement Specialist

L







This investigation document contains the first fifty pages. You may request the full version through
NHTSA.ODI.CED@dot.gov. Requests are answered as resources allow and in the order they are
received.


Mary Kay McMahon
New Stamp




