INFORMATION REDACTED PURSUANT TO THE FREEDOM OF INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6)

[New Customer Assistance Inquiry Record (CAIR)# -

VN I | Model Year 2019 [Brand [— |
Body [ ] |Venicie I TED ‘
Customer Provided VIN | Line of Business CAC | Customer Assistance Center
Baich Case Information
Open Date [ ] |.CAIR Type Regular ||Status Closed |
Close Date [ | |[origin Telephone |[Reason |
Milcage E— U L English |
Contact Email [ |Contact Phone | |.Contact Mobite | ]
Caller Address Source Customer
Caller City |Caller Country | Caller Postal Code
Customer _——
Customer Address ]
— |ca | —° |usA
Dealer - | [Deater Phone | —
Dealer Address I |
— [ ] -T2 |UsA
|Dealer Zone | . ||Sales District Service District |J
Subject Stalling |
Synopsis customer traded vehicle |
Customer Anomaly Drivability |
Stalling f
|Contact Reason | c105 | Technical Issue With Vehicle |[Customer Anomaly |9 | Venicle Stalling |
|Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details
Case Status History
Create Date Status
Open
Closed
Initial Description
customer calling about stalling
Case Comments
Date | Comment
[l Il calling because while on vacation and driving an error message "service charging system" and vehicle shut down. Customer then costed to the side of the
highway, waited for 6 hours for a tow truck while travling with little kids. Customer now back home and vehicle is in another state. Customer has rental but unsure how hes
I |coing to get vehicle back. Customer highly upset and doesn't feel safe in his vehicle wanting to see what options and compensation can be provided. Agent attempted to
contact [l or 2 il multiple times, no one was available to get part number to | spcoke with [ in parts who stated no order for customer, [ijneeds
to put order in **Agent escalating case for GW and technical assistance with vehicle repair**
| I | **OUTBOUND CUSTOMER CONTACT*** Attempt 1/2 Phone rang once, then disconnected.
_ ICST called in to get in touch with CM. Agent advised -that CM is unavailable at the moment and will be sent intemal message to contact -
__[- looking to reach his CM as he has not hear from him and has been trying to do so for some time now . *Agent put in the call back request .

Customer called in stating they've been trying to speak to their CM but they haven't been able to get a callback & he's JJjij to speak to a supervisor or someone higher up.
IAgent advised the customer that a message would be sent to the CM & their supervisor to contact him

Customer has been waiting for a callback for a week and wants sup call today please He stated their are no missed calls and that Agent advised that he would get a
call back possibly today from sup but CM is not here at this time and if she is not coming in she will not be here until Monday

Customer calling in tq speak to H Agem advised customer- is not available, customer states his been w_aiﬁng for a c_allback _for a week now, customer requesting to
speak to -supemsor, Agent advised request for a supervisor callback have been submitted, follow up will occur within 1 business day

Customer is calling today stating he has not spoken to i at all regards to his concern. Agent advised Jjijwas not in the office today. He wanted to speak with Jijsup
which from the notes they have been alerted already for a call back.

(Current agent making outbound call to client for introduction and contact info for follow up. wants a resolution and before -oould Finnish call with client they
received another call from a agent named - who is already overseeing the case. Agent thanked -and verified before disconnecting

Agent contacted L wmwtes that they have on order a Pim Module that needs to be replaced. further provided part order information of :

Part: 68381781 rder. g Z ETA: Repair/Accessory: Repair Rental: Yes VOR: Yes Rental S ate: |Agent contacted customer -at
Agent advised customer on vehicle status and part situation. Customer stated they understood but did not want vehicle anymore.

has escalated case to external system with name ES-18914. Case was escalated successfully.
***PARTS UPDATE**** PART: _ETK Week of -Reaching out to PE Team for assistance with part.
***PARTS UPDATE**** PART: As of order REL TO PDC ETA: 3-5 Business days
Customer states they would like case reviewed by dispute resolution as they do not feel safe or comfortable with this vehicle any more. Agent advised this is not directly
filing for lemon law. Customer, stated they understood and provided best contact number of ] Customer thanked agent for time then disconnected.
Agent reassigning case to dispute resolution for review.

W R AR Review Case Escalated to I2R’ Reviewed Warranty History which determined this case

should be escalated to for case management.

**"*PARTS UPDATE™** PART. [ = TA: 3-5 Business days UPS TRACKING#

m to at the dealership and he stated that the part has come in and they will notify the customer later this week about repairs. The customer is seeking a buyback
informed him that at this time a buyback is not an option. The vehicle has to be repaired first. Will call him back on Wednesday to check in in regards to the buyback and

repair.

Dealer is currently working on vehicle and will notify me on my direct line once the vehicle is repaired so that | can setup shipment for vehicle to be transported from one

state to the home of the customer.

Called and left voicemail for service manager to retum my call on my direct line and please give me an update on customer's repair process of vehicle. Will try to reach
back out to dealership on tomorrow for an update if-does not retum my call on today.

Called and spoke with customer to inform them that | had not spoken with as of today but am looking to reach out again on Friday to see if he is able to provide me
with an update on the repair process. Will call customer back on tomorrow efully with great news of vehicle being repaired and ready for shipment to residence.

Called dealership to check on status update of customer’s vehicle. | stated that she would have -call me back with the update because he was with a customer.



sabrina.fleming
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Date Comment
Wi i OF EMAIL TO Sm’“""” IS THIS REQUEST URGENT? YES IF SO PLEASE EXPLAIN: WAS ON VACATION AND
VEH CLE ISSUI URRED WHILE | ER STATE. VEHICLE WAS TAKEN TO MOR R g ANY COMMITMENT BEEN
MADE TO @WITH AN ETA? NO IS THE VEHICLE READY TO BE SHIPPED? E BE READY? IS IN A RENTAL
VEH CLE? e CAIR# 59636895 VIN# FVehide Description Wﬂ Make N
Color: GREY Customer Name: -AND B -Customer o e

e: OO ICLE LOCATION:
mJEEP LLC ADDRI ] m WERSON: MOR CONTACT #Sﬁ
SION #3016 OR S DS TO BE SHIPPED S IN: n

ESS ADDRESS: CONTACT PERSON: CONTACT # m"‘""”“"" *e**+ Does the
vehicle have keys? YE S the venicle s M g venhicle roll? YES Does the vehicle sieer? YES Does the vehicle stop? YES Can the vehicle be driven to
load/unloaded under its own power? YES **********END OF EMAIL TO SHygg™***++=* * * *

09/03/2019

e e OF EMAIL FROM SHg@@Q™" Order in process. | will update you when this move is booked. *+++++"END OF EMAIL FROM
o -k _— " e '

** Email Received From Shipper ** This vehicle is scheduled for pick-up today, Friday, [ with delivery estimated for tomorrow. | will let you know if anything

Regards,

Thank you for allowing Chrysler Customer Care an opportunity to address your concem. Our primary focus is your satisfaction. As | told you, you can reach out to me
using my contact information below if you have any questions.

!!rysler Customer Care Specialist
I
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 Intemet Therefore, the sender will not be held liable for any damages caused by the message Finally, the opinions
disclosed by the sender do not necessarily reflect those of FCA US, therefore FCA US refuses to take any liability for any damages caused by the content of this email.

[ ] changes. ** **
** Email Received From Shipper ** This vehicle was delivered on Friday, SRS

| I |
Contacted customer to give me a call on my direct line conceming compensation.

| |
Vehicle has arrived at dealership Dodge Jeep Ram FIAT and attended by dealer employee

| I
Contacted customer and reached her husband He called his wife to get authorization to speak with him conceming the case. Customer is very upset because they
want to be compensated. | asked was the car repaired because | show it is at a DLR. Customer stated they have gotten rid of vehicle but still want compensation and the

I (oney they were out oc pocked for that the CM said they would be reimbursed. | informed him | can review but since he does not have the vehicle it is not a
guarantee. The customer is not happy because he states he should still be able to get compensated because he had the problems while he had the vehicle. | apologized
to the customer and informed him | will see what | can do but | can not make any guarantees.
Contacted customer to give me a call on my direct line.

| |
Contacted customer and informed him that since he has traded out of the vehicle there is not a way for me to still offer compensation. | informed him that | understand his
situation and inquired previously did he stay with the brand and was informed no. | informed him that | have nothing to go off of to offer compensation. Customer wanted

| my decision escalated . | informed him we are the highest of escalations but | can give him arbitration and he can see if they can assist. Customer stated he was going to
contact a lawyer. | informed him that was his right. Customer thanked me for my assistance

Email(s)

Date Subject  |Case] ]

] [ SeneDaaiTi e—

Dear [}

your email to

Thank you,
.

0" E— ! — 5/ Customer Care <

>

> -
> Hello, | am
> loaner vehi

>
> Thank you,

d | FCA Coordinator

vVvy

|

Date Subject  |Loaner vehicle documents [ ]

) L] [ — T — T —
L1

Hello, I am . VoUr FCA Coordinator. You can send me a copy of your loaner vehicle documents for possible compensation to this email.

Thank you, )

] FCA Coordinator

|

Date Subject [Re: Loaner vehicle documents [ ]

Efom o e oeTims ———
Hello ]

Attached you will find my receipt for out-of-pocket expenses for the rental

car | had while my car was being serviced and fransported fo me.

Also - Can you confirm the spelling of my name? You have it misspelled in

me. It should be-with a'K".

your FCA Coordinator. You can send me a copy of your
ments for possible compensation to this email.

mobile




Date |Subject

From |70

jie AT IW

ARBIT

Chrysler has extended its 3rd party Customer Arbitration Process. For more information on how to initiate arbitration, please call the National Center for Dispute

Setiement (NCOS) B N I I ' " ° " I " e vebste at

Original M ge

i —
o S
Hello [

Attached you will find my receipt for out-of-pocket expenses for the rental
car | had while my car was being serviced and transported to me.

Also - Can you confirm the spelling of my name? You have it misspelled in
your email to me. It should be-with a"K"

Thank you,

.

|

On I at . Chry;:gtreCustomer Care <

EIC
Hello, | am your FCA Coordinator You can send me a copy of your
loaner vethuments for possible compensation to this email

>
> Thank you,
FCA Coordinator
q |

vVvVvVVvVvyVvy

|




| New Customer Assistance Inquiry Record (CAIR)#

VIN e Model Year 2019 ||[Brand
Body rem— Vehicle
Customer Provided VIN |\Line of Business CAC Customer Assistance Center
Baich Case Information
Open Date — CAIR Type Regular ||Status Closed
Close Date pr— Origin Telephone ||Reason
Mieage S Y Language Engish
Contact Email S ||Contact Phone | — ||Contact Mobite
Caller Address ||Source Customer
Caller City ||catter Country | ||Calter Postal Code
Costomer I —
Customer Address —
1 | usa
— ‘- . —
. B | peserpEo | —
Dosler Address I
- 14424 8725 USA
|Dealer Zone | g!%asl ||Sales District |Service District |v
Subject RENTAL REIMBURSEMENT
Synopsis reimbursement has been processed
Customer Anomaly
Contact Reason c221 | Dispute Resolution - Buyback/Lemon Law |[Customer Anomaly |
}Reason Code | After Sales - Complaint - Product - Dispute Resolution - Buyback/Lemon Law Request
Case Status History
| Create Date Status
Open
'Suspended
Open
Closed

Initial Description

Buyback

Case Comments

Date

Comment

The customer is seeking buyback because the vehicle shut down on him on the interstate. The agent advised the customer that a case would be created. Customer has a

Call anytime Reference Case numbe|

recent diagnosis in the last 14 days Or Customer has an appointment at an FCA dealer for diagnosis - No Does the customer need a ren! - i cervicing dealer -
Confirm best contact method and time -
tory at customer request. Writer determiMould be handled by BC Specialist pe! dling guidelines.
oI, this CAIR to

Assigned CAIR to

does not offer any buymns time until custorM)n’ngs car to dealer to diagnosis issues/problem customer is stating he is having

rvice Date Original Owner YES Mileage Vehicle Purchase Loyalty 1 NEW Multiple Repairs/Previous Related Repairs MVP Plans
i RANTY 36 Months or 36,000 36 Months or 34,978 Miles POWERTRAIN WARRANTY 60 Months or 60,000 Miles
59 Months or 58,978 Miles LS - 000 CCS - 30 Other: I HYBRID TOURING
STOMER CONTACT - _qWING 3 confirmed contact info vehicle with
customer Wid to P. had to cross ! 3 lanes of fraffic to get to the
shoulder mave died That he has a lawyer on retainer and doesnt want to have to contact him. that he expects fca to buy the vehicle back.
regardless of repairs he will not take the vehicle back says that wife wont drive the vehicle Check engine light is on no appt for diagnosis. contacted the dealership where

I (e purchased the vehicle of the concems doesnt want the vehicle. left message with GM and Sales man, and Finance Manager to take the vehicle They had the service
manager contact him instead called him around and said that he would be reaching out to his FCA Area Manager to advise of the situation and buyback.
customer lives in and live rs from where ased the vehicle. customer will make an appt for diagnosis and email advised will reassign to the

for that area. -advised of BB decision. .
I!‘I‘BOUND CU'!)MER CONTACT - HYBRID TOURING . spoke to customer this date who
advised the appointment is set for mm wants it towed. to'vide the number for towing via
email customer wants rental custo“lis email concemming and rental addressed. advised customer that c. being reassigned to the for that
dealer and area Customer understood Customer does not want the vehicle. L L
discussed with ‘— reassigning to new
A AR *+=+ CASE REVI Y BC 32 In-Service Date: Original Owner: yes Mileage: Vehicle
purchase loyalty: 1 NEw Multiple Repairs/ Previous related repairs: no MVP plans: no Recalls: no seveereerses [ v e .
*****QUTBOUND CUSTOMER CONTACT***** | contacted customer to provide contact information. Let

customer know she would follow up on < madside for the customer informed customer
that at Customer Care our goal is to re;“cle as per terms of the warranty Customer rented a mini van through Avis and it wa: - plained we would
cover up to $45 a day for rental and customer said that we would be responsible for the entire bill for the rental because he rented a like vehicle. .tomer will be putting a
bulk email together, with the the selling dealer in the repairing dealer in and contact information for Customer is requesting a conference call with all 3 parties
to discuss buyback let customer know that ﬁgtep is getting the vehic'agnosed and that our goal i- repair the vehicle as per the terms of the warranty.

Customer claims th!is is no longer his vehicle in his eyes.
-med dealership to speak with service manager

Vehicle has arrived at dealership and attended by dealer employee
*****QUTBOUND DEALERSHIP | |
regarding the diagnosis on the vehicle. left am-mnm .
*****QUTBOUND DEALERSHIP CONTH“"" | |
regarding the customers request for a buyback “t_-

contacted dealership to speak with service manager

*****QUTBOUND DEALERSHIP CONTACT*** | | contacted Service Manager at dealership . Service
Manager states that there are no problems with Mm“ﬁ_.-dealership_ot found any problems with van. There
were no check engine lights on when vehicle came in, and no error messages The problems the customer were experiencing will not reproduce The vehicle is read for
pick up and the dealership has tried contacting the customer but it keeps going to voicemail. Service Manager advised that they can not continue to store vehicle as they

have a small lot.




vaws

LUIcI

*****OUTBOUND CUSTOMER CONTACT***** | contacted customer to advise him that the vehicle is ready
to be picked up. advised customer that the “ .en the vehicle and the vehicle is operating as designed. The
dealership was r-ble to duplicate the concems the customer was experiencing advised there were no check engine lights on or error messages which came up
advised that customer would need to pick up vehicle as it is ready. also advi stomer could submit final rental bill for reimbursement consideration Customer & i
explained he will not drive this vehicle again and put him and his f‘ life in danger. Customer stated the rental vehicle will be retumed tomorrow with the expectation of
100% reimbursement. Regardless if he went over the 45.00/day. Customer explained he purchased a luxury mini van and he rented a regular mini van. Customer stated
he will contact the dealership he purchased the vehicle from and they can deal witih the vehicle. Customer will not drive vehicle. Customer stated if the selling dealership
will not take the vehicle back he will have his attomey get involved and go through the lemon law process Customer wanted it set up that pick his vehicle up from
the dealership and tow it o his house as he refused to drive it | |

has reviewed case and waiting for a retum phone call from customer. will only authorize $45 per day for car rental and will not be authorizing a buyback.

—'OUTBOUND CUSTOMER CONTACT***** | 12019 contacted customer to advise him that as per the Area

Manager, only $45/day for the rental is being a“s owever_,eﬂ voicemail with contact information to be contacted back

*****OUTBOUND CUSTOMER CONTACT***** | 12019 contacted customer to advise him that as per the Area
Manager, only $45/day for the rental is being al“)l" a minit luxury mini van and he is expecting to be fully reimbursed
for the rental. Customer explained that $45 would have only gave him an economy sedan which would not have fit his entire family

Customer reached out on Facebook regarding vehicle concems. Customer provided phone number: Writer documented and advised will be in contact
as soon as possible for an update. Chrysler please see my comments on many of the posting about meone on your team asked me 1lnd my VIN so
they could look into it and my request is to put my family into a safe vehicle. Thanks. Reach me anytime Il at

Rz EMAIL - - Sent **** Good moming, Customer was told that we m a day and then proceeded to elect a
bigs . My deci“"e is ﬁnm NOT the area manager over this dealership. Please forward and follow up with the and let him
proceed with this customer has he see s for. His name is | reached out to this customer on Thursday after he left me a Voicemail. | let him kn e MVP
max care was requested to be added to his vin but -h-warranty manager, is on vacation. There is no reason for me to reach out again due to the fact it will
probably upset him further when | don t give into W ank you for reaching out to me. Let me know if | can help with anything further. Take care.

e EMAIL - Paul - Sent bz | am covering this dealership from another market as the area for has
retim. 1 did speak i a m sh-d the owners vehicle either stalled or would not start | can't ren.)er _he
dealership looked at the vehicle, cl codes and performed any applicable updates and was never able to verify the owners complaint. So the vehicle was retumed
to the owner as operating as designed with no abnormal vehicle operation experienced. also advised she was in direct contact with the owner and offered a
MVP max care plan at no charge to owner for any inconvenience. Beyond that unless th as a verifiable concern and owner wishes to bring it in or if needed

can tow in if vehicle has failed - there is nothing we can do that hasn't already been done. As far as rental assistance during repair the contract as well as goodwill

transportation has specific guidelines and rates. Now that | have a vin - | will contact the dealership ( r service dept to see if there is anything further
they can advise and | will notify you. Thank You

*****OUTBOUND CUSTOMER CONTACT***** 12019 contacted customer to advise him that as per the Area

|
Manager, only $45/day for the rental is being a“l wl day r"' is requesting direct follow up from Area Manager

T0O463BL has submitted RENTAL REIMBURSMENT request. Writer is suggesting reimbursement as a goodwill gesture per customer satisfaction. Customer s proof of
payment is: Rental Agreement/ Receipt Date: In-Service Date: Mileage: Amount per day $45 Number of days 11 Tax $39.60
Total $534.60 Writer is submitting check for am.so in-Service DN On‘gi-wner: yes Mileage: Vehicle purchase loyalty: 1
NEW, Multiple Repairs/ Previous related repairs: no MVP plans: no Recalls: no ) Authorized Chrysle-lership:

Chr)s-;e Jeep Dealer RENTAL option: Dealer did not have loaner for customer. ******** iz Customer accepts and verifies the cm
mailed to the following name and address;

*****DOCUMENT VERIFICATION***** D\

CLOSED LOOP UPDATE - no need for additional follow-up.

Thank you for speaking with me this evening to discuss your vehicle concems.
'When you schedule your appointment, if you could kindly let me know so that | may have the Case Manager, who works with that dealership reach out to you.

Please do not hesitate to reach out to me with any questions or concems.

Subject
To |

L L

Subject  |Re: CAS|
To ‘




I want to thank you for your time last night and want to emphasize again that my wife or | will never drive this car again as it is unsafe for my family as per our incident
yesterday.

I just spoke with and the earliest they can look at my vehicle is
The car will sit in my driveway until then as it is unsafe to drive and | will have to rent a similar vehicle until then.

If fact if you could set up a tow on to send it to the dealer that would be great. | or my wife will not drive an unsafe vehicle and she is still very
disturbed and anxious about the e[llhce.

Do you want to set up the rental or | can do it and how would | be reimbursed?

Sincerely,

I

Cell -

From: US Customer Care < >

Sent: . |

To: I B >

Sut {1 |
]

Good evening

Thank you for speaking with me this evening to discuss your vehicle concems
When you schedule your appointment, if you could kindly let me know so that | may have the Case Manager, who works with that dealership reach out fo you.

Please do not hesitate to reach out to me with any questions or concems.
< Manager
Phone:

_5003Zuo8AZ:ref

(I
Date Subject Re: CAS _5003ZuoB8AZ:ref |
|From To nt Date/Time |




Thank you again for confirming your appointment details.
'Your new Case Manager will reach out to you prior to your appointment.

The number for is
Have a great holiday weekend.

< Manager

Phone:

Original Message

I want to thank you for your time last night and want to emphasize again that my wife or | will never drive this car again as it is unsafe for my family as per our incident
yesterday.

I just spoke with and the earliest they can look at my vehicle is
The car will sit in my driveway until then as it is unsafe to drive and | will have to rent a similar vehicle until then.

If fact if you could set up a tow on to send it to the dealer that would be great. | or my wife will not drive an unsafe vehicle and she is still very
disturbed and anxious about the el ce.

Do you want to set up the rental or | can do it and how would | be reimbursed?

Sincerely,

From: US Customer Care < >
Sent ]
To: I =
Sut |

. |
Good evening

—
Thank you for speaking with me this evening to discuss your vehicle concems.
When you schedule your appointment, if you could kindly let me know so that | may have the Case Manager, who works with that dealership reach out fo you.

Please do not hesitate to reach out to me with any questions or concems.

< Manager

Phone

Date Subject |CASE [ ]
From To
Good Al

|
My name is and | have been assigned as your Case Manager. Here is some information that will be helpful for you to have:

Your case numgr 5}

The Chrysler Casi lephone number is:

My direct extensi m

My work hours ards Eastern Standard Time Monday-Friday.
L

The number for 1S

Please don't neng!e E make con!!! !you Lave any questions or concems. Thank you for your patience and co-operation!

| FCA Case Manager
| ext. 3021005
|—
|Date Subject |Re: CASE [ ]

|From

To [ ] :’ Date/Time | ‘




ank you for speaking with me today about this very traumatic experience my family has been dealing with regarding this unsafe vehicle we just purchased.

As we spoke | would please ask that you coordinate the towing of the vehicle from my home address next Monday to go to the Canandaigua dealership for|
the work you are asking to be done. | or my family will not be driving this unsafe vehicle. ] [ |
Also, please see the invoice total that | need to reimbursed for for a like vehicle that | had to rent from AVIS. Please mail a check to the home address, the total is $640
and that gets me until Monday 1 . The rental will most likely have to be extended with further cost.
I

[cid:e084e4ce-5715-4e1f-adbf-13cfI625dec5][cid:ca511a0a-35ad-4f40-8618-c80adf874ed9]
Sincerely,
] —

]
From: Chrysler Customer Care < >
Sent:
To:

o _ >
Sui 1

X |
Good Afternoon

My name is and | have been assigned as your Case Manager. Here is some information that will be helpful for you to have:

* Your case numgr is

* The Chrysler Case N_\t telephone number is:

* My direct extension: m

* My work hours are: | | Easten Standard Time Monday-Friday.
I

The number for IS

Please don't heng!e E make conlga |! you l\ave any questions or concems. Thank you for your patience and co-operation!

| FCA Case Manager

e
—— W

[
A
=

Date Subject Re: CASE [ ]

‘ From To ﬁ ﬁ!lme | ‘
| | I




I'herefore | have set up a reservation at AVIS to be picked up today. | will need to be reimbursed for this, where do | send the invoice?
Again, the unsafe hybrid is still sitting in my driveway and will not be driven.

I am disappointed in the communication and response regarding this new vehicle. My customer experience with Chrysler has previously been very positive. However, by
putting my family in danger and the giant lack of communication and every department passing the buck  this experience has been absolutely traumatic, painful and

Sincerely,

I
rios< >

From: US Customer >

SELE ]
o: ]
Suby

1
Good moming

Thank you agaMonﬁmﬂng your appointment details.
'Your new Case Manager will reach out to you prior to your appointment.

The number for is

Have a great homkef_
mse Manager

I
Original Mt je
From: [ >]
%" " I I

Suby

|

m thank you for your time last night and want to emphasize again that my wife or | will never drive this car again as it is unsafe for my family as per our incident
yesterday.

I just spoke with and the earliest they can look at my vehicle is

The car will sit inWMn as it is unsafe to drive and | will have to reanar vehicle until then.

If fact if you could set up a tow on to send it to the dealer that would be great. | or my wife will not drive an unsafe vehicle and she is still very

disturbed and anxious about the eﬂlce. I

Do you want to set up the rental or | can do it and how would | be reimbursed?

Sincerely,

From: US Customer Care < >>

E: - |
To: >>

Sul

Good evening

Thank you for ng with me this evening to discuss your vehicle concems
When you schedule your appointment, if you could kindly let me know so that | may have the Case Manager, who works with that dealership reach out to you.

Please do not hesitate to reach out to me with any questions or concems.

mse Manager [

Date | Subject  |Re: CASE 59747692 [ ]

From | p— 1 E——————— |

Good v ] [ ]

Thank you for gng back in touch with me. As per our conversation yesterday here at Customer Care we work with the dealership to repair the vehicle under the terms

of the warranty. The first step in that process will be getting the vehicle diagnosed at the dealership. You have an appointment scheduled at Chrysler
- —

Mrds to mm in our telephone conversation. Once the repair is completed on the vehicle, you would submit the rental receipt to this email
address as well as the repair order so we can submit for reimbursement approval.

1 will follow up with you as well as the dealership once the vehicle is at the dealership and diagnosed. Please don't hesitate to reach out to me if you have any questions
or concems prior to your appointment

Thank You,

| FCA Case Manager

— et
R




[fo I Iy DaTine |

|F

| I
Mered the tow with your roadside assistance group. They will be picking up the vehicle today and bringing it to for today’s appointment.

My rental with Avis ends today and with no communication on a loaner or permanent replacement | will have to extenmlryslers expense.
Please reach out to the repairing dealer for all of the paperwork you require and to start the process of retuming this unsafe vehicle.

Thanks,

From: Chrysler Customer Care < >
Sent:
To- . |

Good Evening |

Thank you for ang back in touch with me. As per our conversation yesterday here at Customer Care we work with the dealership to repair the vehicle under the terms
of the warranty. The first step in that process will be getting the vehicle diagnosed at the dealership. You have an appointment scheduled at Canandaigua Chrysler
Dodge Jeep for

In regards to thmd in our telephone conversation. Once the repair is completed on the vehicle, you would submit the rental receipt to this email
address as well as the repair order so we can submit for reimbursement approval.

1 will follow up with you as well as the dealership once the vehicle is at the dealership and diagnosed. Please don't hesitate to reach out to me if you have any questions
or concems prior to your appointment

Thank You,

| FCA Case Manager
| ext _

s|®

St i CA- ;
I

L L —— | 02 ¢/ Time

| I
mee attached invoice for my rental car extension.

The new total is now $1101.22 that must be reimbursed asap.

Thanks,

From: Chrysler Customer Care < >
Sent:
o . |

Good Evening |

=

Thank you for !ng back in touch with me. As per our conversation yesterday here at Customer Care we work with the dealership to repair the vehicle under the terms
of the warranty. The first step in that process will be getting the vehicle diagnosed at the dealership. You have an appointment scheduled at Canandaigua Chrysler
Dodge Jeep for

In regards to tth in our telephone conversation. Once the repair is completed on the vehicle, you would submit the rental receipt to this email
address as well as the repair order so we can submit for reimbursement approval.

1 will follow up with you as well as the dealership once the vehicle is at the dealership and diagnosed. Please don't hesitate to reach out to me if you have any questions
or concems prior to your appointment

Thank You,

| FCA Case Manager
| ext. 3021005

g
&
g
S
8

Re: CASE 59747692 [ 1

@

T i Pr—ee




1 will be reachin_the dealership this aftemoon to get the diagnosis on the vehicle. Once the vehicle is repaired we will be able to review and submit for approval
for the rental reimbursement.

(Once | have further information from the dealership | will follow up with you in regards to the vehicle repair.

Thank You,
| FCA Case Manager
| ext. 3021005
—
Dare | Subject 1
o i T — )

—( with the dealer yesterday? | want to again express my concem with the safety of the vehicle. My wife asks me everyday what the status is on replacing the
vehicle with a safe one.

'She continues to read online all of the exact same issues and safety concems hundreds of people are having with the same type of vehicle.

I will ask again to expedite this concem and expect a replacement or buyback ASAP. This is giving me and my family tremendous anxiety and cannot afford to simply
"throw away”™ a new vehicle we paid for upfront in full with cash. We will not driver this unsafe vehicle again.

i
Cell -
—

From: Chrysler Customer Care < >
Sent:
To: . |

Good Aftemoon |

1 will be reachin_the dealership this aftemoon fo get the diagnosis on the vehicle. Once the vehicle is repaired we will be able to review and submit for approval
for the rental reimbursement

(Once | have further information from the dealership | will follow up with you in regards to the vehicle repair.

Thank You,

o —

—
E—
——
Date | Subject |Re: CASE- 1
LEC F— 1o — 02|
—— — ——

I o for calling me this aftemoon. | regret that Chrysler did not find the issue that put my family in harms way. Maybe they should have googled the issue that was
fully communicated to them.

'Thank you for setting up the tow back to my house because we will not be driving that vehicle ever again.
1 will now call BZ about the current status and give them one more chance to make the situation right.
Otherwise, my atllllvill be handling this.

Please see the attached final invoice for the non-luxury mini van that | had to rent that had to replace the luxury mini van | purchased.

PﬁﬂaLﬁix

Cell -
rcid: 1 SN 1 13c-8d56-4deffc7205d8]

From: Chrysler Customer Care < >
Sent:

1 will be reachin_the dealership this afternoon to get the diagnosis on the vehicle. Once the vehicle is repaired we will be able to review and submit for approval
for the rental reimbursement.

Once | have further information from the dealership 1 will follow up with you in regards fo the vehicle repair.
Thank You,

| FCA Case Manager
| ext. 3021005




s )

— - 2 A - E——

. | | I
I the status on my reimbursement for the Avis rental car?
Jeff

|
Cell -
]

From: Chrysler Customer Care < >
Sent
To P o]

Sub‘le_- 1

Good Aftemoon NN I

1 will be reachindiillll the dealership this aftemoon to get the diagnosis on the vehicle. Once the vehicle is repaired we will be able to review and submit for approval
for the rental reimbursement.

Once | have further information from the dealership | will follow up with you in regards to the vehicle repair.
Thank You,

| FCA Case Manager
| ext. 3021005

|

Date Subject  |Re: CASE [ ]
from | = A ——rrrE—
oo e —
— P— —

Thank you for {lllllo out to me, | do see a note in the file here that the Area Manager was waiting for a retumn call from you. Has this call occured?
Please get back to me at your earliest convenience.
Thank You,

| FCA Case Manager
-
Subject |Re: CASE ]

Date | [
From To t Date/Time
!_ _H l

-a manager is then | spoke with her once and she communicated my options. | have tried to contact her twice since then with no response. Also, on
the original phone call | asked for her email and she still has not given that to me either.

Please call my cell tomorrow at

Thanks, ]
Get Outlook for iOS

From Chrysler Custdi N

Sent:

To: - |

Subje I B ]
|

Good Evening  [HENEEEEN
Thank you for {Jllllfo out to me, | do see a note in the file here that the Area Manager was waiting for a retum call from you. Has this call occured?

Please get back to me at your earliest convenience.
Thank You,

| FCA Case Manager
| ext. 3555&3

g

e Subject |Re: CASE [ ]

From | T0 |Sent Date/Time |
]




I -<ived your VM and left you a VM back. Here is another copy of the invoice for the reimbursement and our records.

Thanks, ]

From: Chrysler Customer Care < >
Sent:

To T —
Subic N N ]

7
GoodEvening [N M

Thank you for {Jilijo out to me, | do see a note in the file here that the Area Manager was waiting for a retum call from you. Has this call occured?
Please get back to me at your earliest convenience.
Thank You,

| FCA Case Manager

“

Date | [Subject [Fw: CASE T ]

From | |70 | |Sem Date/Time |

I ouid | expect my reimbursement for the minivan | rented from Avis. Did you hear back from Stephanie yet?

Please let me know ASAP.

-eived your VM and left you a VM back. Here is another copy of the invoice for the reimbursement and our records.

Thanks, [ ]

a_

From: Chrysler Customer Care < >
Sent:

To I——
Subj _—
Sy

Thank you for out to me, | do see a note in the file here that the Area Manager was waiting for a retum call from you. Has this call occured?
Please get back to me at your earliest convenience.
Thank You,

| FCA Case Manager
| ext. 3021005

To ISem Date/Time |

Date | Subject |Re: CASE [ ]
From |

|

|




-out the delay on sending you the service ticket last night. | had a couple of sick kids to take care of.
Please see the attached document and let me know if you have any more questions.

Thanks,

) —

From: Chrysler Customer Care < >
Sent:

[0
Subje S N !
N ..

Thank you for g out to me, | do see a note in the file here that the Area Manager was waiting for a retumn call from you. Has this call occured?
Please get back 10 me at your earliest convenience.
Thank You,

=

| FCA Case Manager
| ext. 3021005

|

- s ]

To |Sem Date/Time | 16:46 PM
I I |

Thank you very -h for sending that in for me. | have submitted the check request and will notify you once | get notified of approval.

1

Thanks again,

| FCA Case Manager
| ext. 3021005

F

Date Subject Re: CASE- 1
From | To Sent Date/Time |
Hetio I

Iam 'Img you this email regarding the closure of your Case with FCA Case Management. You should receive your reimbursement check in 7-10 business days

I would like to provide you with my contact information should you have any questions or concems in the future.

'Your Case Number is: _

The FCA Case Management Telephone Number is:

My Direct Extension is: 3021005 I

Thank you for allowing FIAT Chrysler Automobiles Customer Care the opportunity to address your concemn and as stated in our telephone conversation, if your vehicle
experiences any further issues and you are able fo get it diagnosed certainly give us a call back so we may re-open your case. We wanted to let you know that we
attempt to conduct a satisfaction survey upon the close of a case; therefore, you could potentially receive an email or telephone survey. We d ask that you take the time
to complete the survey so we |l know how we re doing and what improvements we can make to enhance the customer experience. Thank you for your time and
participation and for being a FCA customer.

It has been a pleasure working with you, all the best

| FCA Case Manager
| ext. 3021005

‘F



VIN Model Year 2019 ||Brand | |
Body Vehicle LIMITED |
Customer Provided VIN | — ||Line of Business CAC Customer Assistance Ce__
Batch Case Information __| N ‘
Open Date CAIR Type Regular \ Status Closed
Close Date Origin Telephone R
Mileage | 7 U Language English
_ | | ; _
Contact Email —t Phone | ||Contact Mobile |
Caller Address ||Source Customer |
Caller City | — |Caller Counury |_ ||Caller Postal Code L
Customer
Customer Address
1] 1 ] 99 USA
|

# | - Goseniieaye |
Dealer Address

| | 5680 ..
Dealer Zone L —— i T Service District | K ‘
||
Subject recall |
Synopsis No response from customer. |
Customer Anomaly Drivability
Stalling
lContact Reason | c221 Dispute Resolution - Buyback/Lemon Law HCustomer Anomaly | 9 Vehicle Stalling
{Reason Code | After Sales - Complaint - Product - Dispute Resolution - Buyback/Lemon Law Request
Case Status History
Create Date Status
Open
Closed
inquired about open recalls
Case Comments
Date Comment
(Customer: required about recalls due to driveability concems. Vehicle stalled on while driving then it stalled and had no brakes on highway 16 going  miles/hr
in . Had vehicle towed to Customer: purchased package for interior and exterior protection from dealership
Sales Type 1 - DIRECT RETAIL Province_ Country_ US and customer commented on hy yrty the
s and the delivery drivg gger that he tmc h lt because it is going to get dirty aga n. Customer called s a8 and
Sl il Sl L S dlly applied 5 alled selling dM SOUTH COUNTY -
Customer posted on Facebook Y all sold us a complete lemon. We refuse to place our family in danger and have your vehiclemEQUESTlNG A
BUY BACK FOR OUR VEHICLE!N!N PL EASE BEWARE: We bought a 2019 Hybrid Pacific we had to evacuate and drove it for the Tirst ime to Atlanta and on
our retumn travels home, our vehicle s on us, going over 70 mph, and the es went out. Long story short, we our vehicle towed to the dealership; we receiv
09/16/2019 etumn t Is hoi hicle stalled 70 mph, and the brak it out. L 1 hort had ehicle towed to the dealershi| ived
a report that ran a test and our vehicle came back with over 117 errors on i ory have to replace the transmission and ABS system. That vehicle place me
and my family in danger and | do not want it any longer " EE———_-—_—-c 7 Il Incident happened 6 September 2019!_
Purchase frogas utomall Dr, Gilroy, CA 95020. Vehicle has been towed to: Stateshoro, 3
Customer called in requesting lemon law. Customer states they have to replace the transmission, faulty abs control module. Customer states there was 113 error codes

that came up once the vehicle was at the dealership . Customer states all of the lights cam-tne vehicle s_stomer then got a message advising
that he should stop shortly as vehicle was about to shut off

**Dispute Resolution Review** Reviewed warranty history at customer request Writer determined this case should be handled by BC Specialist per normal case handling
guidelines Do not retumn this CAIR to Dispute Resolution Assigned CAIR to

s contacted in Service for further information. SA advised there is an open star case, vehicle came in for internal failure in the
transmission, when towed inihad 120 DTC codes and both batteries werm vehicle was towed in Saturday. SA advised they have replaced ABS module, start sent
ission was“ages so they are curr aiting on new transmission.

Mr/ . [ ] attempted to contact customer to advise of information, unable to leave VM, VM full.

LL

Customer called in stating he missed a call and was calling back. Agent got into contact with case manager and warm transferred customer over.

I
come in. Customer advised he does not plan on picking up vehicle as vehicle is not safe for his family. advised we can not assist with repurchase of the vehicle at this

ent to for MIW vehicle. Customer i“ired Iﬁ)nlamitmtion provided contact information, customer tanked and

Customer posting on Facebool SE BEWARE: We bought a 2019 Hybrid Pacific we hamevamand drove it for the first time to Atlanta and on our
retum fravels home, our vehicl lled on us, going over 70 mph, and the brakes went out. Long story short, we our vehicle towed to the dealership; we received a
report that ran a test and our vehicle came back with over 117 errors (ﬂ factory have to replace the transmission and ABS system. That vehicle place me
and my family in danger and | do not want it any longer.

I
I
| I
] CALL™Mr/ HH Jiliirer retuming  call.  advise of update by dealer arjjjjijey are currently waiting on part to
I
[T
[T

Customer g iNg: PLEASE BEWARE: We bought a 2019 Hybrid Pacific we had to evacuate and drove it for the first time to Atlanta and on our retum travels
home, our talled on us, going over 70 mph, and the brakes went out. Long story short, we had our vehicle towed fo the dealership; we received a report that

ran a test and our vehicle came back with over 117 errors Wctory have to replace the transmission and ABS system. That vehicle place me and my
famiy in danger and | do not want it any longer.

L | == contacted advised new transmission came in today from __ but it has the incorrect oil cooler filling and they are
M communicating with on how they need to handle.

advise part has arrived and dealer is working -ehicle, unable to leave VM, VM full.

referred to open . Dealer continuing working wit on concems.

OUTBOUND CUSTOMER CALL *** -contacted customer to follow and advise dealer is continuing working with our injjjjijal tech team on concems,  unable to leave
VM full.

!
(OUTBOUND CUSTOMER C, contacted customer to follow and advise dealer is continuing working with our intemal tech team on concemns, | unable to leave
I |\, VM full, 3rd attempt. closng

A - = -
Date Subject |Questions for [ ]
From To |Sent Date/Time |

. I




| just m ask a few questions: on Friday when vehicle broke down and when you had vehicle towed, what city in
Dealership your was towed to.

Was the \Ihicle WOW they pulled many codes) and where is the vehicle now? L

vour case # SN

Thank you,

customer car

was it towed, and if you can name of




- j—— . on— ' |
Body |[venicle LIMITED [
Customer Provided VIN I |[Line of Business CAC Customer Assistance Center [N |
Batch Case Information ] 1 [
Open Date CAIR Type Regular ||Status Closed
Close Date Origin Dealer |Reason
Mileage | ] || Market u |[Language |
Contact Email __ |[Contact Phone | Contact Mobile ]
Caller Address Source |
Caller City I |[Calter Country | I Caller Postal Code 1IN
Customer |
Customer Address |
I | |usa |
] 0
! L ! *
ress |
|
|Dealer Zone | |[Sales District |Service District |
Subject |
Synopsis Batch closing - queue owned aging case |
Customer Anomaly |
Coniact Reason | |[customer Anomaly | |
R Code | - - - Corporate - Contacts |
Case Status History
Create Date Status
Open
Closed

customer was traveling and vehicle stopped and wouldn't move. the vehicle is a hybrid and both battery's were dead. tech charged battery's. Once vehicle had enough
power tech pulled dtc codes, vehicle had 129 active DTC codes. Tech started star case and per star we are to replace the transmission and ABS module. We called the

customer and

provided an update and they advised that they don't want the vehicle and they advised that they will be calling FCA to review what the options are since the

vehicle has less then 1k. Case opened due to customers comments.

Case Comments

Date

Comment

Customer posted on Facebook: Y all sold us a complete lemon. We refuse to place our family in danger and you can have your vehicle back. | AM REQUESTING A
our retum travels home, our vehicle stalled on us, going over 70 mph, and the brakes went out. Long story short, we had our vehicle towed to the dealership; we received
a report that Chrysler ran a test and our vehicle came back with over 117 errors on it. The factory have to replace the transmission and ABS system. That vehicle place me
and my family in danger and | do not want it any longer. Our vehicle only have 736 miles on itillill Incident happened 6 September 201911}

Purchase from: 455 Automall Dr, Gilroy, CA 95020. Vehicle has been towed to: Jimmy Britt Chrysler, Statesboro, GA,

| E——
122112019

Vehicle has qualified for Enhanced Customer Satisfaction (ECS) program. Refer to Knowledge Article for handling procedures

12/28/2019

Vehicle has qualified for Enhanced Customer Satisfaction (ECS) program. Refer to Knowledge Article for handling prh




Body Vehicle
Customer Provided VIN I Line of Business | | | customer Assistance CentN |
Batch Case Information | [N I
Open Date ||CAIR Type Regular ||Status Closed
Close Date Origin Telephone \ Reason
Mileage [ ] u L English
Contact Email — |Contact Phone | Contact Mobile
]
Caller Address Source Customer
Caller City PN | Calier County | — Caller Postal Code | I |
Customer
Customer Address
I — 1 ] UsA
Dealer OF |[Dealer Phone
Dealer Address
. | .
|Dealer Zone | |[Sales Disuict |Service Diswict |F '
Subject Wn asking for rental I
Synopsis Vehicle repaired and confirmed.
Customer Anomaly Battery
Additional details
|Contact Reason | c105 Technical Issue With Vehicle ||Customer Anomaly | 102 Battery Issues
IR Code | After Sales - Complaint - Product - Vehicle concem - Additional details
Case Status History
Create Date Status
06:15 PM Closed
06:26 PM Closed
10:11 PM Open
|= 11:21 PM Closed
i tion

Customer was driving vehicle. Vehicle stopped and will not move.

Case Comments

Date | Comment
Customer seeking tow assistance Customer was driving

light saying battery needs charging. Agent transferred customer to towing.

vehicle stopped would not move Battery is at 99% Charging

Cx states vehicle has message "service charging system” and Vehicle St running (but there is 99% charge on battery and ? full gas) (vehicle was at
I dealership but that that dealership does not have Hybrid %lership) Vehicle Towed to:
OF 1 Appoin ate & time: at Cx Phone Number: ! Cx
Email: 2372 Customer asking for Rental Vehicle. Agent advised that if she must she coll N of
pocket and talk to about Potential reimbursement; however Nfjuarantee. Agent asked if needing any further assistance, brand
Agent. [ ]

ca at the dealer can not see her until Monday and she will be with ehicle. | offered the 3
days @ 355 a daylllrental. [ ]

contacted customer, she stated will have engineers to look at vehicle Monday. Customer has rental that was provided by level 1 agent, she stated she will

- rental tomorrow, advice will follow up Monday and get any updated info.

contacted no answer did not LVM. contacted customer no answer left detailed VM.
tomer called ba d stated a part for battery module but did not tell her what was causing this issue, advice will get that info and status on her vehicle
and follow up with he¥® contacted Parts spoke to he stated module and wiring arrived for this vehicle today, got connected to no answer did not leave vm,

Ml an email Il I d aiso an email to custol ith updated info.
contacted 'was not MIlDIc left vm to call back with any status updates.
I |and sent email, ]
Customer calle“ stated she picked vehicle up yesterday  advice will leave case o and follow up on Monday to see how vehicle is doing.
_ I- contacted Mne stated she received vehicle and it's driving fine, only want: stions sent by email answered by

contacted he stated for question 3 to have custﬁr not worry since she's still under warranty 31 Months or 33,668 Miles and since she already had a repair|
] under warranty it's documented and she can contact us back t rify if any assistance can be provided. Question 4 It's covered under Basic but she also has High Voltage|
] ty 120 months 150,000 which ever comes first.  contacted customer no answer left vm. [ |

contacted _m)vided answers and she stated vehicle is driving fine and received check yesterday, advice will close out case.

contacted customer no answer left vm to call back if any updates are available

Email(s) || ||
Date Subject  |Vehicle Concem, asking for rental [ ]
From | To |Sent Date/Time |

Hello

So | did d contact the parts department and they confirmed module and wiring amived tmmwed back to service to
speak yManswer, 1 will send him arﬂ and follow up with you once | have an, NN I | il

aiso tlore info as to why you are having this issue and get back to you on that.

Like stated in previous call, Jlillhave any questions or concems, you can reply to this email or contact me directly at 1- EXT 4060773. ]
Thank you,
Leslie-FCA Customer Care. ]
Subject |RE Vehicle Concemn, asking for rental [ 1
|From | To |Sent Date/Time | 2051 PM
I ]
I I I




ready [

Thank you so much and have a great day,
Leslie FCA Customer Care

|_ Subject  |Re: Vehicle Concemn, asking for rental [ ]

From | To |Sent Date/Time |
Should Morrow_
I
on I US Customer Care < I I
|| > wrote:

- 20 N

> Hello
> Just reaching out to get more info on Chrysler
> . She stated it was an issue with her battery showing it needed

> chargjjjiilijen it was on 99%. Can you let me know the status and what caused

> the issue. And also | am aware part dj N I o\ 2" ETA
> e vehicle showed  ready.
>

> Thank you so much and have a great day,
> Leslie-FCA Customer Care i

>

>

>

Date |10I16/ Subject |Re: Vehicle Concem, asking for rental [ ]

From | To [Sent Date/Time [io/16r 0635 AM
Hello Leslie,
] |
1 was bil I rom chry |
Jeep RAM SRT at \ ) to
Chrysler Jeep Dodge at See

invoice here: | ]

As | mentioned previous/EEG_G_G_G- S
Chrysler Dodge Jeep RAM SRT upon the recommendation of Roadside Assistance

However, upon arrival in , itwas discovered th R C
hybrid technician available at the location anymore, and as
such, the vehicle would needto  transferred to an altemate dealership.
Thus, the vehicle was to\JEEEEN to , which exceeded
the 11 miles of tow coverage by SR s the initial tow to

was only 7 miles and within the 11 mile coverage provided Any
assistance that you can offer in re CF{ from
to would  greatly appreciated. [ |

g we continue to work on resolving this issue, it would  greatly
-te-d help [ ] gain an understanding of the following:

1. What exactly happened that | suddenly lost propulsio.nd power
steering? Is there a chance of re-occurrence? | am concemed about
experiencing a loss of propulsion and power steering on a highway at a
higher speed with my 4 week old and 3 year old in the vehicle. | purchased
this vehicle to have a safe, reliable, and fuel efficient means of
transportation for my family. As of right now, | am concemed about the
safety and reliability of the Chrysler Hybrid.

2. In the event of a re-occurrence of loss of propulsion and power
steering, what is the best way to proceed? Is there a way to "reboot” the
vehicle and regain power steering a-.llsion, at least long enough to
move the car to a safe place?

3. What is the total cost of the repairs? It is my understanding that

the repairs are covered under warranty, but it would  helpful to know
what the total cost of the repairs would i this wasn't covered under
the warranty.

4. Which aspect of the warranty covers these repair'owemain, hybrid
system, high voltage battery, basic)? ]

'Thank you in advance for your help.

Sincerely,
On at US Customer Care <
I > wrote:

> id go ahead and con the parts department and they confirmed

> module and wiring arrived today for your vehicle, asked to get connected
> back Fo speak your service adviser but no answer, | will
> send him an email requested status update and follow up with you once |
> have any updated info from 1 will also try to get more info as to

> why you are having this issue and get back to-1 that.

>

Like stated in previous call,

ave any questions or concems, you
e directly at 1 EXT




sent in t

Thank you,
-FCA Customer Care.

Original Message
[

el —

Jeep RT at 5
Chrysler Jeep Dodge at

invoice here
As | mentioned preVviol
Chwsler Dodge Jeep

hybnd techmman avallable atthe

move the car to a safe place?

the warranty.
system, high voltage battery, basic)?
'Thank you in advance for your help.

Sincerely,

I — s
—

> can reply to this email or c

>

> Thank you,

~A Customer Care.

>

" -

I was billed $90 on for the tow from

Sume‘ﬂ—'_

to

On at US Customer Care <

Like sta B il, your service adviser was not in for the day when we last spoke he was really sidii N 1 questions that were

at.
As fo* reimbursement | will definitely take a look at it but did not receive the receipt in your case, can you re send it back through this email and send it as an
attachment, It you have any updates from dealership, do let me know either through this email or call me back at . Once | get more

information from your service adviser | will contact you.

Hrys!er l@

to

. See

such, the vehicle would need to be transferred to an altemate dealershlp

Thus, the vehicle was to
the 11 miles of tow cove:
was only 7 miles and wel

1 mile coverage provided. Any
assistance that you can offer in rew c“
to would be g att

mmlnue to work on resolving this issue, it would be greatly
eud help me gain an understanding of the fol

1. What exactly happened that | suddenly lost propuision and power
steering? Is there a chance of re-occurrence? | am concemed about
experiencing a loss of propulsion and power steering on a highway at a
higher speed with my 4 week old and 3 year old in the vehicle. | purchased
this vehicle to have a safe, reliable, and fuel efficient means of
transportation for my family. As of right now, | am concemed about the
safety and reliability of the Chrysler Pacifica Hybrid.
2. In the event of a re-occurrence of loss of propulsion and power
steering, what is the best way to proceed? Is there a way to "reboot” the
vehicle and regain power steering and propulsion, at least long enough to

, which exceeded
as the initial tow to

from

3. What is the total cost of the repairs? It is my understanding that
the repairs are covered under warranty, but it would be helpful to know
what the total cost of the repairs would be if this wasn't covered under

4. Which aspect of the warranty covers these repairs (powertrain, hybrid

the parts department and they confirmed
> module and wiring arrived today for your vehicle, asked to get connected

but no answer, | will

> back m:.) speak your service adviser L L wi
> send lail requested status update and follow up with you once |
> have any updated info from 1 will also fry to get more info as to

> why you are having this issue and get back to” that.
>

> Like stated in previous calMave any questions or concems, you
e directly at

Date |

Subject

Re: Vehicle Concem, asking for rental [ 1

From |

To

[Sent Date/Time I 21:33PM




As to - and her Pacifica Hybnd having battery issues she had a couple questions was wondering it you can help me answer them for her..

1. What exactly happened that | suddenly lost propulsion and power
steeri e a cha ence? | am concemed about
expel of pr steering on a highway at a
higher speed with my 4 week old and 3 year old in the vehicle. | purchased
this vehicle to have a safe, reliable, and fuel efficient means of
transportation for my family. As of right now, | am concemed about the
safety and reliability of the Chrysler Pacifica Hybrid.

2. In the event of a re-occurmrence of loss of propulsion and power
steering, what is the best way to proceed? Is there a way to "reboot” the
vehicle and regain power steering and propulsion, at least long enough to
move the car to a safe place?

3. What is the total cost of the repairs? It is my understanding that

the repairs are covered under warranty, but it would be helpful to know
what the total cost of the repairs would be if this wasn't covered under
the warranty

4 Which aspect of the warmranty covers these repairs (powertrain, hybrid
system, high voltage battery, basic)?

Thank you,
Leslie-FCA Customer Care

|Dale Subject |Re: Vehicle Concemn, asking fo
- e 21:56 PM




>0On ,at , US Customer Care < > wrote:

>

x|

> Hell

> Likoenm service adviser was me he was really sick, I'll recontact him Monday and ask the questions that were
sent in the email and get back to you on that.

> As fom reimbursement | will definitely take a look at it but did not receive the receipt in your case, can you re send it back through this email and send it as
an attal mou have any updates from dealership, do let me know either through this email or call me back at . Once | get more
information from your service adviser | will contact you.

>

> Thank you,

> -FCA Customer Care. _
>

> Original M je

= - 1

>

> To:

> Hel I B
>
> | was billed $90 on for the tow from m

> Jeep RT at : a to

> Chi Dodge at s . See
> invoice here:

> | ] | ]

> As | mentioned preress
> Chrysler Dodge Jeep R
> ag jf gsoct doal
> hybrid technician available at the location any e

> such, the vehicle would need to be transferred to an altemnate dealership.

Thus, the vehicle was t to , which exceeded
the 11 miles of tow cove: as the initial tow to
was only 7 miles and mile coverage provided. Any
> assistance that you can offer in rej i [ from
to would be gmaw
> |
“ntinue to work on resolving this issue, it would be greatly

Mtemd help me gain an understanding of the foll L

> 1. What exactly happened that | suddenly lost propulsion and power

> steering? Is there a chance of re-occurrence? | am concemed about

> experiencing a loss of propulsion and power steering on a highway at a

> higher speed with my 4 week old and 3 year old in the vehicle. | purchased
> this vehicle to have a safe, reliable, and fuel efficient means of

> transportation for my family. As of right now, | am concemed about the

> safety and reliability of the Chrysler Pacifica Hybrid.

> 2_In the event of a re-occurrence of loss of propulsion and power

> steering, what is the best way to proceed? Is there a way to "reboot” the
> vehicle and regain power steering and propulsion, at least long enough to
> move the car to a safe place?

> 3. What is the total cost of the repairs? It is my understanding that

> the repairs are covered under warranty, but it would be helpful to know

> what the total cost of the repairs would be if this wasn't covered under

> the warranty.

> 4. Which aspect of the warranty covers these repairs (powertrain, hybrid
> system, high volitage battery, basic)?

>

> Thank you in advance for your help.

>

> Sincerely,
>
>
>
>0On at US Customer Care <
> > wrote:
- I
> >
> i1
> the parts department and they confirmed
> > module and wiring arrived today for your vehicle, asked to get connected
> > back mg speak your service adviser but no answer, | will
> > send il requested status update and follow up with you once |
> > have any updated info from 1 will also try to get more info as to
> > why you are having this issue and get back toM that.
Like stated in previous call, { ave any questions or concems, you
> > can reply to this email or col e directly at
> > ’
> > Thank you,
H;A Customer Care. |
> >
> >
>




Body ||Vehicle | LIMITED |
Customer Provided VIN ||Line of Business | cAC | Customer Assistance Center |
= L
Batch Case Information |
L |
Open Date CAIR Type Regular Status Closed
Close Date Origin Telephone Reason
Mileage U L English
||
Contact Email —— ||Contact Phone | ||Contact Mobile \
Caller Address Source Customer |
Caller City |\Caller Country | Caller Postal Code \
| || T
Customer |
Customer Address |
| | | usa |
T
Dealer |[Deater Phone | |
Dealer Address |
USA |
|Dealer Zone | : |Service District |
Subject [r————r ] — |
Synopsis Vehicle repaired- customer refusing to pick vehicle up. |
Customer Anomaly \'
Contact Reason c221 | Dispute Resolution - Buyback/Lemon Law |[Customer Anomaly | | |
|Reason Code | After Sales - Complaint - Product - Dispute Resolution - Buyback/Lemon Law Request |
Case Status History
Create Date Status
Open
Closed
. I onth
Case Comments
Date Comment

Customer states his vehicle shut off while driving last month. Towed to dealer, dealer found 112 codes. They could only identify 2 issues: Transmission and Anti Lock Brake
system error, couldn't tell the customer what the other codes mean. Had to open a Star Case. Customer read aboutthe  and is requesting a buyback Vehicle has been
at the dealer since Currently at dealer Rental: Yes Servicing Dealer: Contact: 3
i nty history at customer request. Writer determined this case should be handled by BC Specialist per normal case handling guidelines.
ssigned CAIR to
contacted dealer for further informatiotm repairs ; t!/ had replace multiple things like battery, ABS
and transmission al ing within the grounds. Vehicle was test driven aft d vehicl £ customer has been notified and he advised he will
| I |contact them back once he speaks with FCA.
ER CALLZ=* contacted CUMIEI’ for further infogation. Customer advised he is seeking buyback due to concems on vehicle. Customer
the hig y when vehicle stalled and braking syste®™™vent out as well. Custome; tes vehicle was towed into dealer for DTC codes and
I |.,tipie things wrong with it.  advised at this time FCA is unable to assist with buyback and we do havBlassist with repairing vehicle.  advised dealer advised
vehicle was ready for pick up, customer requested arbitration and advised he will NOT be picking up vehicle from dealer. Customer advised he will be contacting who he
ct so vehicle can be bt back but he is refusing to pickup vehicle,.  advised customer can call back in if he has any further questions or concems.
|customer thanked and disconn-ected. -




Bsoay | venicie | LIMIIED
Customer Provided VIN iLine of Business | CAC | Customer Assistance Center
Batch Case Information e——
|| | .
Open Date CAIR Type Regular Status Closed
Close Date Origin Telephone Reason
Mileage 400 Market U L English
Contact Email r— |Contact Phone | Contact Mobile
Caller Address - Source Customer
Caller City |[Caller Country | ||Caller Postal Code |
| | | | =
Customer
Customer Address
| | |USA
| |
| Phone
Address
1947 |usa
W Disuict | T
Offered a service confract for the vehicle as well as the previously offered cash and keep for $4,000.00.
Customer Anomaly
Contact R o] ] Dispute Resolution - Buyback/ Law |[Customer Anomaly |
IR Code | After Sales - Complaint - Product - Dispute Resolution - Buyback/ Law Request
Case Status History T
Create Date | Status
Open
Closed
[
|
Case Comments
Eﬁe Comment

Customer states that vehicle is dangerous because in stooped on the road with his wife driving. Customer states vehicle has been in the shop twice for the same issue
which is the battery. And now that's on b/o. Customer wants a new car.

e IZR Review Case Escalated to I12R Revi d Warranty History which determined this
case should be escalated fo I2R for case management.

- User Comment by - Called Customer informing the customer that the case has been escalated up to for special
and | will be the Case Manager that will assist them while the vehicle is going through the diagnosis/repair process up to, if applicable, the resolution process.
Provided customer with case- and phone number to retumn my call at their earliest convenience. ———

- User Comment by - Called # regarding the back ordered battery. Spoke with
- This veriEE I in for repair - T <\ Valley says yes this battery is on back-order. There is one 30
ay and they are having a hard time getting the part. Star has order this part and is noted in the case. | called the dealership back to get a special #to

try and expedite the part.
3 order part. | do believe that ordered this part.
68307396, shows to have been shipped to as of to fol with customer on to complete Initial call

Called dealership the part has not come in today. Parts will give me a call tomorrow when and if it s . Gave him my direct number. If not my follow up v.m_
. Called ¢ mer @ ing the Parts has not arrived will follow up no later than 5 -

>> Parts Specialist to ifa ing num| n the Banmﬂm customer on regardinﬁstatus

Customer does not want to wa battery anymore, its been over and wait possibly another month ttery to come. He wants to tthe
lemon for the veW Customer wants to call back and hasn't been spoken to sWeeks. Customer wants you to call him back
ber{ L

Phones are down..Emailed for a status if He has one on the Part avang on response from dealMat this time. Follow up ,

>
N
2
o

I

- User Comment by - Spoke with arts manager at the dealership. There has been not movement on the shipment, how!' the
part has been im time as of - No ETA as of toda¥™ill call customer and give status. ******* Called customer at @ for a retum
call regarding b ial battery. Follow up E 11:29:10 AM: User Comment b - Called
Simi Valley LVM for SA led to find out if the exchange order has been received and if so has the vehicle been repaired. Awaiting _ship to retumn call.

ill waiting to hear b-Parts Expedi_eam regarding Tracking information for Battery ** to follow-up with customer on regarding

Parts status

Called Customer regarding the exc“r on the Battery. LVM and will follow Malership on L] L

>> Called and spoke to ‘Advisor Tom at who advised that the Battery has arrived. Writer has notified and Parts Specialist JN1068. 2= to follow-
up with customer today regarding paris status . .

Called Customer dﬁnd out if the vehicle has been repaired. | am unable to get the SA on the phone. LVM W to return call. Follow up will be

Called ship vehi e with mmm be ready for pick up today. Called customer LVM regarding‘s information. Awaiting a call bac!)m the
customer. Once Ro is the dealership will send me the RO. Follow up on 2

Mer m vehicle seems to be working fine, however he just picked it up on . He would like to drive the vehicle awhile in order to verify
. t for Compensation status. Follow up will be 11/22/2019.

Called to speak with S. regarding the updated RO on thismeding to update with the correct dates and the amount of the warranty/exchange
battery. is sending the closed RO for me to update the history. Once his lete then send back to CRO review.

Called Customer @ for a retum call regarding the final resolution at this time on =il follow up with customer on

2116, CST, FAXis , Thank you. ***

= i R Customer Resﬂ Team is now responsible for this CAIR. If the customer should call, please direct them to contact directly at 214-583-
ATTN:
er at

Called m advising case has been re-assigned to me, provide my name and phone# for questions. AdviW proceed with his|
case and to reach sistance.

VMSM&G callbal o discuss compensation. ********* Called customer at phone# L following up on case

and VM. Advi i reiair sati visit e order to proceed with Monetary compensation and to let me know what is the best time to reach him.
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r_etu‘r;;ed to me, after which should ;Ilc;w ;bmn 3 weeks to get his check in the mail. Customer understood and verified v?zhic?é |s registered under . States
middle name is but will send me copy of the registration to make sure the offer letter is made under the appropriate name.

Called customer at = following up on sending in proof of ownership.
Called following up on sending in proof of ownership. Customer requested to remove E WI again to

. Customer confirmed to have received it states will send me the needed document today.

L1
Called customeMe#ﬁving up on E-mailed offer letter and VM with request to call him back to answer more questions regarding the offer letter.
m (Customer wanted to know hold Chrysler liable if he signed this and a few months later he's involved in an accident due to previously mentioned
I |} chice issues. Advised for [NE- tion as he describes he might wants to seek legal counseling however; the oﬁde
I (- ctter more and should have a response for me by tomorrow.

warranty of the vehicle.

Called customer at phone_ following up on received E-mail. Advised to retum my call to further discuss what can be done for him. (Verified if an
attorney has been hired for this case. If not, advise the case can be reviewed for the best possibly available extended warranty but the amount to be offered remains the
same. If not willing to compromise on the offer verify if not looking to keep the vehicle as the case may still be reviewed for possible Buyback.)

Called customer at phone# following up on case. Advised to contact me for further assistance.

Called customer at phm_ advised in an effort to further address his case a new CM will be reaching out to him within 1-2 business days.

**91L/96Q Review** **Case Escalated to CRT** Reviewed warranty history at customer request. Writer determined this should be escalated to CRT for case management.
Assigned CAIR to CRT.

Nissani Bros. Chrysler Dodge Jeep Ram is suppose to call me back to send me RO's. Simi Valley is sending me the customers RO's.

Cal stomer and to have them give me a call back regarding whether or not they have accepted the previous offer for a $4000 cash and keep. | would like to re-
offe amount alo ith a service contract if the customer would be willing to accept.

Called customer ba r he emailed me and | extended the offer for the $4000 cash and keep and | also told him i would add a maxcare service contract to his vehicle
as well for peace of mind moving forward. He asked if | could email him and then he would like to speak with his wife and then he will reach back out to me.

-

] per the vehicles had 2 e same concem and issues still exist. VOR 87 days.

h— Called customer and I ow that | will be handling his case. | left my contact information for a call back.
I
12/26/2019

(Customer accepted t.OOO cash and keep and the service contract. | will add the service contract to their VIN and then we will do the cash and keep the week of
when the customer retums home.

Called customer and asking if all is good for me to submit his cash and keep. Let him know the service contract has been added to his vehicle and asked for a
confirmation call back.

1 W template approved. Case okay to close.

Email(s) | ]

Date 11/04/2019 Subject Lemon law [ ref._00Dj01gsDF._5003ZxCayp:ref ]
From To |Sent Date/Time |11/04/2019 21:04 PM

This is gr case manaﬁer. | have left a voice mail for you to retum mi call rﬁardinﬂ the back-order part. Our phone system is down and | will reach out to you on

'Thank you,

Chrysler Resolution Team
Direct

Dat Subject Caseﬁ for 2019 Chrysler Pacifica [ ref._00Dj01qsDF._5003ZxCayp:ref ]
From To |Sent Date/Time |
Hello,

Please —ocuments we discussed by replying to this E-mail.
| | |
Thank you,

FCA Resolution Team
Phone:

Dat [Subject_|Casc]ji for 2019 Chrysler Pacifica [ ref._00Dj01qsDF_5003ZxCayp:ref]
From |70 | |Sent Date/Time
Hello,

Please “ocuments we discussed by replying to this E-mail.
|
Thank you,

FCA Resolution Team
Phone:

Dar [ ] Subject |Re: Case- for 2019 Chrysler Pacifica [ ref._00Dj01qsDF._5003ZxCayp:ref ]
From To |Sent Date/Time | 17:30 PM

I just re“parate email string. Can you please confirm receipt of that email.
|

TH

Brad

'Sent from my iPhone

> On Dec 3, 2019, at 9:20 AM, Chrysler Customer Care < > wrote:

>

Date |12/04/2019 Si I rysler Pacifica [ ref._00Dj01qsDF._5003ZxCayp:ref ]
From To |Sent Date/Time [12/04/2019 22:49 PM




Thank you,

Original M ge
From: [ 1
Sent:
!u!]ec‘: Re: Case- for 2019 Chrysler Pacifica [ ]
- ! r |
H O E—
Ijusl rep |g ona separale emall sEng. !an you please “
T

Sent from my iPhone

> !!n ,at , Chrysler Customer Care < > wrote:

>

e — — TrEmE | gEE 1

From To |Sent Date/Time |

Attached is the registration. Please confirm receipt.

>0n ,at , Chrysler Customer Care < > wrote:
>

> Hello,

>
- 1 o dscussed documents pppal e —
= L

> Thank you,
>

> Original M je
> From: [ =]
> Sent:

>
> M: Re: Case- for 2019 Chrysler Pacifica [ |
2 i ! r |

7 I

v

> Sent from my iPhone
>

-

> >

,at , Chrysler Customer Care < >> wrote:

>

Date Subject |Case| for 2019 Chrysler Pacifica [ ]

From To | |Sent Date/Time |




lemail. It you are unable to scan, please tax the signed form to my attention at . Please note that we cannot accept an klectronic Signature.
I m glad that you re satisfied with your vehicle repair and it s been my pleasure to assist you.

Respecm; I
FCA Resolution Team
Phone:
Fax: ATTN:
mMonday - Friday - CST
Front- [ ]
Sent:
o B
Subject: Re: Case- for 2019 Chrysler Pacifica [ ]
- ———

|

|

>0On ,at , Chrysler Customer Care < > wrote:
>
> Hello,
>
U v W e s —
& B
> Thank you,
>
> Original M ge
> From: [ >]
> Sent:

!
> - Re: Case for 2019 Chrysler Pacifica [
: .
. r r |
| T ]

>
> Sent from my iPhone

>

> H Dec 3, 2019, at 9:20 AM, Chrysler Customer Care < >> wrote:

> >

>

Date |12/05/2019 Subject |Re: Case or rysler Paciica

From To |Sent Date/Time [12/05/2019 22:08 PM
|




Ulm WIHINE DU UIHIUST walldalily ¢ 1111 d DIL LULITUDEU WIHETT IL Ddaied>
"h bove parties harmless from all further claims relating to this
claim on the subject vehicle".

Thanks,

at Chrysler Customer Care <
i — Y
> Hello,

>

WAgreememIMonetary Compensation Offer

> as we discussed. Please review carefully before signing and retuming it to
> me via this email. If you are unable to scan, please fax the signed form to
> my attention at . *Please note that we cannot

> accept an Electronic Signature*. | m glad that you re satisfied with

> your vehicle repair and it s been my pleasure to assist you.

>

>
> Respectrully, [ N
>

>

> Resolution Team

> Phone:

> Fax: ATTN:

>

S :

> Sent! -

> To: _'

> Subject: Re: Case- Zm:aciﬁca [
@ —

> [ [ ]

" T

>

>

- I

>>0n , at 2:49 PM, Chrysler Customer Care <
> > wrote:

> >

> > Hello,

> >

Ry~ """
> a

> >

> > Thank you,

> >

> > ——————— Original Message

> > From: [ <mailto:
> >]

> > Sent- 019 12:30 PM

>> WBIZ <mailto:

> >
R PO OO i
> 1

> >
> > Hi

|

>

> Wsﬂing. Can you please confirm
>

> >

> > ThilE

> >

> >

> >

> >

> > Sent from my iPhone

> >

> > I Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <

> <mailto:

> >> wrote:

>>>

> >

>
>

Date [12/09/2019 Subject |Re: Casei for 2019 Chrysler Pacifica [ ]

Fi To

g

|Sent Date/Time [12/09/2019 21:53 PM




Original N ge
From: [ ]
Sent: 12/5/2019 5:08 PM

To:
Subject: Re: Case- for 2019 Chrysler Pacifica [ 1
Hi ere TN I

Carl SN in the releas; ﬁﬁiﬂ -i
saying that if the new battery stops working that | can't h

or replaced while still under warranty? I'm a bit confused when it sates
"hold the above parties harmless from all further claims relating to this
claim on the subject vehicle".

Thanks,

Robert

On Th . 2019 at 11:32 AM Chrysler Customer Care <
> wrote:

> Hello,

>
>
greement/Monetary Compensation Offer
> as we discussed. Please review carefully before signing and retuming it to
> me via this email. If you are unable to scan, please fax the signed form to
> my attention Brenda at . *Please note that we cannot
> accept an Electronic Signature*. | m glad that you re satisfied with
> your vehicle repair and it s been my pleasure to assist you.
>

2
> Respectfully, |
>

> Brenda

> FCA Resolution Team

> Phone:

> Fax: ATTN: Brenda

>

> Hours: Monday - Friday 9:30 am - 6:00 pm CST

> —————— Original Message

> From: ]

> Sent IR 7 PM

> To:

> Subject: Re: Case for 2019 Chrysler Pacifica
> Sub ] % [

> L]

> Attached is the rﬁistration Please confirm receipt.
>
>
- I
> > 0n Dec 4, 2019, at 2:49 PM, Chrysler Customer Care <
> > wrote:
> >
> > Hello,
> >
> > | did not receive it. Please submit discussed documents by replying to
>
|
> >
> > Thank you,
> > Brenda
> > ————— Original Message
> > From:

> > Sent:
>>To: <

]
> > | just replied on a separate email string. Can you please confirm
> %

> >

> > Thanks
> >

> >
> >
> >
> > Sent from my iPhone

> >
> >l Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <

> < %
> >> wrote:
>>>

> >

>
- I .

Date [12/13/2019 Subject |Re: Case- for 2019 Chrysler Pacifica [ ]

From To |Sent Date/Time [12/13/2019 17:12 PM




2. I of extended basic warranty on the car to 10 years/120,000 miles

Thanks,

>0On at < > wrote:

> Hi

I

> Can you please tell me if the 3rd paragraph in the release agreement is saying that if the new battery stops working that | can't have it repaired or replaced while still
under warranty? I'm a bit confused when it sates "hold the above parties harmless from all further claims relating to this claim on the subject vehicle”.

vVvVvVVVvVYVYyY

>>0n at 11:32 AM Chrysler Customer Care < > wrote:

s 1 |

>>

>>

>> Attached you will find your Release Agreement/Monetary Compensation Offer as we discussed. Please review carefully before signing and retuming it to me via this
email. IR  scan, please fax the signed form to ni I _ Fiease note that we cannot accept an Electronic Signature.

I m glad that you re satisfied with your vehicle repair and it s been my pleasure to assist you.

>>

>>

>> Respectfully,

>> N
>> FCA Resolution Team

>> Phone:

>> Fax: ATTN:

>> Hours: Monday - Friday -
>> [l — Original Message
X [

| ] o]
>> Subject: Re: Case- - cifica 1
>>
>> AttachiEE I -
>> I

>

>> ]
>>>0n ,at , Chrysler Customer Care < > wrote:
>> >

>> > Hello,

>> >

>> > | did not receive it. Please submit discussed documents by replying to this E-mail.

>> >

>> > Thank you,

>> >

>>> ——— Original Message

>> > From: [ <mailto: =]

>> > Sent: 12/3/2019 12:30 PM

>> > To: <mailto: >

>> > I Re: Case- for 2019 Chrysler Pacifica [ 1

>> >

=>>Hi . N

>> >

>> > | ju N - vou [
>> > Thanks

>> >

>> >

>> >

>> >

>> > Sent from my iPhone

>> >

>> > [l Dec 3, 2019, at 9:20 AM, Chrysler Customer Care < <mailto: >> wrote:
>> > >
>> >
>>
Date Subject |Re: Case- for 2019 Chrysler Pacifica [ ]
From To |Sent Date/Time |
Hi z
I was CW if you received my last email. | am out of the country on business and forgot my cWimte until Friday is via
email.
| | I
Th

Sent from my iPhone
>0On ,at , Chrysler Customer Care < > wrote:

> The offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.

>
> Best Regards,

- I . |
>

> Original M ge

> From: [ ]

.




>

> Cal h in the release agreement is
> saying that if the new battery stops working that | can't have it repaired
> or replaced while still under warranty? I'm a bit confused when it sates
> "hqiillbove parties harmless from all further claims relating to this
> claim on the subject vehicle”.

>

> Thanks,

>

> Robert

>

>

>

> On at Chrysler Customer Care <

> ] > wrote:

>

> > Hello,

> >

>> I S

> greement/Monetary Compensation Offer
> > as we discussed. Please review carefully before signing and retuming it to
> > me via this email. If you are unable to scan, please fax the signed form to
> > my attention at . *Please note that we cannot

> > accept an Electronic Signature*. | m glad that you re satisfied with

> > your vehicle repair and it s been my pleasure to assist you.

> >

> >

> > Respectuly, [N I

> >

> >

> > FCA Resolution Team

> > Phone:

> > Fax: ATTN:

> >

> > M onday - Friday 9:30 am - 6:00 pm CST
> > ———— Original Message

> > From: ]
> > Sent I | P .

>>To:

Chrysler Pacifica [

> >

> > > 0On Dec 4, 2019, at 2:49 PM, Chrysler Customer Care <
> > > wrote:

>>>

> > > Hello,

> > >

> > > | did not receive it. Please submit discussed documents by replying to
> >

>>>

> > > Thank you,

>>>

>>>——— QOriginal Message

> > > From: [ <mailto:
> > >

>>> Sent: 12/3/2019 12:30 PM

>>> <mailto:

> > >

> > > Subj acifica [
>> ayp:re

>>>
>> > Hi

> >
>>> | |us! rep'lg ona separa!e emall s!ingA Can you please confirm

> > receipt of that email.

>>>

> > > Thi

> > > Th

>>>

>>>

> > >

> > > Sent from my iPhone

>>>

> >> il Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <
> > <mailto:
>> >> wrote:
>>>>

>>>

> >

-~
>

Date Subject Casei for 2019 Chrysler Pacifi
From To

Hello,

The case can be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be offered
remaindBN |f that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.
|

I
Best Regards,

Original M Je
From: [ 1
Sent: 12/16/2019 3:59 PM




I W_GSI email. | am out of the country on business and forgot my cell phone so the only way to communicate untl Fnday Is via
emal. ——

'Sent from my iPhone
>0n ,at , Chrysler Customer Care < > wrote:

> He offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.
>

> Best Regards,
- I . |
>
> Original je
> From: Brad 1
wslzmg 5 08 PM
> Sub)ect Re: Case- for 2019 Chrysler Pacifica [ |
- E—
i - -
> h in the release agreement is
> sa g that | can't h:
> or replaced while still under warranty? I'm a bit confused
=5 bove parties harmless from all further claims relating to this
> clk e subject vehicle”.
>
> Thanks,
>
>
>
>
>
> 0On at Chrysler Customer Care <
~ I Tote:
> > Hello,
> >
> >

Agreement/Monetary Compensation Offer
3 efully before signing and retuming it to

> > me via this emall If you are unable to scan, please fax the signed form to

> > my attention at . *Please note that we cannot

> > accept an Electronic Signature*. | m glad that you re satisfied with

> > your vehicle repair and it s been my pleasure to assist you.
> >

> >
> e —
e —

> >

> > FCA Resolution Team

> > Phone:

> > Fax: ATTN:

>

> > gMionday - Friday 9:30 am - 6:00 pm CST
w Original Message

> > From: 1

> > Senty M

g |

> > Subject: Re: Case) for 2019 Chrysler Pacifica [

-> -

> >
> > Attached is T FOGVRNRRRN
> >

_ . I

> >

> > msler Customer Care <
>> > wrote:

>>>

> > > Hello,

>>>

> > > | did not receive it. Please submit discussed documents by replying to
>
> >

> > > Thank you,

>>>

>>>——— Original Message

> > > From: Brad [ <mailto:
> > >]

>>> Sent: 12/3/2019 12:30 PM

>>> _ <mailto:

> > >

> > > Subject: Rej acifica [
> >

_ - I

el 220000009090

> >
> >Wn§. Can you please confirm
>>>T

> > > Brad
>>>
>>>

> > > Sent from my iPhone




Date Subject |Re: Case- for 2019 Pacifica [ ]
From To |Sent Date/Time |

Hi

| wanted to let you know that we had also contracted the National Center

for Disp{ Nt back in early November regarding the possible need I |

etk e
mrma mel ion. 1he board met on and rul

uest for replacement as been awarded.

\While the car has been repaired and is functioning properly it has put a

bad taste in my mouth regarding wave always owned Honda's but
decided to take a chance on we ' e look and

the technology of the car. We were also very intere;mr;ng a

hybrid and was the only manufacturer that has a hybrid minivan.

| was unhappy with the level of cWewice | received for the

following reasons:
| was extremely unhappy wnmrormance of 's customer service
for the folIoMsons:

1. The original Stericyde rep was very unresponsive. She would call
my house phone only. | left multiple messages for her to call my cell

phone because she would only call during the da (like most
people). There would be weeks that would go by id not receive any
phone calls back. Even when she did leave messages (on my house phone)
there was not any helpful in;mon regarding the status of the repair.

| even called the main numl told them to remove my house phone number
from my file and that still didn't do anything.

2. When the dealership "worked" on my car the first time they didn't even
charge the battery and drive the car on the battery even though they were
told from the beginning that the error message was "Service Charging
System™. They reset the car and test drove it only using the gas engine.

I charged it the same day | received it back and had the exact same issue
as what is was sent to them previously to fix.

3. When | retumed the vehicle it took them another 2 weeks to even figure
lout what the problem was.

4. | called and visited the dealership multiple times and no one could

tell me where the replacement battery was or when it would arrive. This
went on for 3 weeks.

5. Finally once the battery did arrive it took almost an additional 2

weeks to get the car back because parts were missing.

All of these things are not something a customer should experience with a 2
week old car. Based on this and the fact that the NCDS board has ruled in
our favor to have the car replaced | would prefer the following settlement

to this dispute:

1. Monetary compensation of $10,000 which would still be cheaper for
vs. replacing the car. | don't feel the current offer reflects
FCA taking responsibility for the level of inconvenience and lack of
customer service | experienced. | would be extremely reluctant to by
another car from FCA given my current experience unless | am compensated to
my satisfaction.

Wended Basic Warranty.

| look forward to your response.

Regards,

On Tu 7,2019 at 9:17 AM Customer Care <
“aiinl -

> Hello,

>

> The case can be reviewed for th ibly available extended warranty
L v 2 'warranty you seek, and the amount
. at doesn't work for you and you're

> not looking to keep the vehicle the case may still be reviewed for possible
> Buyback.
>

> Best Regards,

>

> Original M je

> From: [ 1
> Sent:

> To:

> iaci- Re: Case)| for 2019 Pacifica [
" i < o= I o !

>
e 1 |
. 00 [ |

> ww:ﬂl. 1 am out of the
> MWI the only way to communicate

vvVvyVvy




> >
> > ? The offer does not affect the warranty of the vehicle and it is
> referring to thus far addressing your issues with the vehicle.

> >

>

> >

> >

> > —————— Original Message

> > From: Brad Graves [ ]

>> 212/5/2019 5:08 PM

>>0r while still under warranty? I'm a bit confused when it sates
> > "hy bove parties harmless from all further claims relating to this
> > claim on the subject vehicle™.

>>0n Thu, Dec 5, 2019 at 11:32 AM Chrysler Customer Care <

> > > wrote:

> >

> > > Hello,

>>>

> > >

> > > il greement/Monetary Compensation
>0

> > > as we discussed. Please review carefully before signing and retuming
>itto

> > > me via this email. If you are unable to scan, please fax the signed

> form to

> > > my attention at . *Please note that we cannot
> > > accept an Electronic Signature*. | m glad that you re satisfied with

> > > your vehicle repair and it s been my pleasure to assist you.

>>>

>>>

> > > Respectfully,
>>> I

>>>
> > > FCA Resolution Team
> >> Phone:
ATTN:

>>>

>>> londay - Friday -
mM— Original Message ——————

> > > Attached is the reqisTTNEUEUUNTN,

>>>

>>> [

>>>

>>>>0n Dec 4, 2019, at 2:49 PM, Chrysler Customer Care <
>>> > wrote:

>>>>

>>>> Hello,

>>>>

> > > > | did not receive it. Please submit discussed documents by replying
>to

. ]

>>>>

> > > > Thank you,

>>>>

>>>> ol ssage

>>>> From <mailto:
> > > >]

>>>> Sent: 12/3/2019 12:30 PM

>>>> Ii <mailto:
>>> >

>5>> ject- Re: Pacifica [
> >
> >

>>>>Hj

> > > > [
>>>mmg, Can you please confirm
> > > receipt of that email.

>>>>

>>>>

>>>>W

>>>

>>>

> > >

> >>> Sent from my iPhone

>>>>

>>>>>0n Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <




Date |12/19/2019 Subject |Re: Case- for 2019 Chrysler Pacifica [ ]
From To |Sent Date/Time [12/19/2019 21:52 PM
Hi
Can you forward this email to the new representative Eric?
|
T |
.

Sent from my iPhone

Wec 19, 2019, at 10:41 AM, < > wrote:

>

> Hi

>

> | wanted to let you know that we had also contracted the National Center for Dispute Settlement back in early November regarding the possible need to seek
replacement of our car due to Chi I I - in 2 timely fashion. The board met on Dec 12th and ruled that our request for
replacement as been awarded.

>

> Wl car has been repaired and is functioning it has put a bad taste in my mouth regarding Chrysler. We have always owned Honda's but decided to take

a chance on Chrysler because we really like the look and the technology of the car. We were also very interested in getting a hybrid and Chrysler was the only
manufacturer that has a hybrid minivan.

>

> | was unhappy with the level of customer service | received for the following reasons:

> | was extremely unhappy with the performance of Chﬁlers customer service for the following reasons:

>

> 1. The original Stericycle rep was very unresponsive. She would call my house phone only. | left multiple messages for her to call my cell phone because she
would only call during the day and | work (like most people). There would be weeks that would go by where | did not receive any phone calls back. Even when she did
leave messages (on my house phone) there was not any helpful information regarding the status of the repair. | even called the main number and told them to remove
my house phone number from my file and that still didn't do anything.

> 2. When the dealership “worked"” on my car the first time they didn't even charge the battery and drive the car on the battery even though they were told from the
beginning that the error messaﬂa; "Service Charging System". They reset the car and test drove it only using the gas engine. | charged it the same day | received it
back and had the exact same i s what is was sent to them previously to fix.

> 3. When | retumed the vehicle it took them another 2 weeks to even figure out what the problem was.

> 4_| called and visited the dealership multiple times and no one could tell me where the replacement battery was or when it would arrive. This went on for 3 weeks.

> 5. Finally once the battery did arrive it took almost an additional 2 weeks to get the car back because parts were missing.

>

> All of these things are not something a customer should experience with a 2 week old car. Based on this and the fact that the NCDS board has ruled in our favor to
have the car replaced | would prefer the following settiement to this dispute:

>

> 1. Monetary compensation of $10,000 which would still be cheaper for Chrysler vs. replacing the car. | don't feel the current offer reflects FCA taking responsibility for
the level of inconvenience and lack of customer service | experienced. | would be extremely reluctant to by another car from FCA given my current experience unless |
am compensated to my satisfaction.

> 2. An extended Basic Warranty.

>

> | look forward to your response.

>
> Regards,
>

vVvVvvyvy

>>0On at Chrysler Customer Care < > wrote:

= | |

>>

>> The case can be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be
offered remains the same. If that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.

[>>

>> s |
>>

>> —————— Original Message

>> From: [ 1

>> Sent:

>> To:

>> Subject: Re: Case for 2019 Chrysler Pacifica

> Suect Re: Cosc N y [ ]
>> Hi 2

>> I

>> | was I rcceived my last email. | am out of the country on business and forgot my cell phone so the only way to communicate until Friday is via
email.

>> |

>> Thanks

> -

>>

>>

>> Sent from my iPhone
>>

>> > 0On
>> >

>> Il offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.

>> >

,at , Chrysler Customer Care < > wrote:

>> > Best Regards,

>> >

->> [ |
>> >

>>> ———— QOriginal Message

>> > From: [ ]

>>> Sent: 12/5/2019 5:08 PM
.




>> > say [ o that | can't have it repaired
>> > or replaced while still under warranty? I'm a bit confused
>> > "hold the above parties harmless from all further claims relating to this
>> > cijllhe subject vehicle".
>> >
>> > Thanks,
>> >
>> >
>> >
>> >
>> >
>>>0n at Chrysler Customer Care <
>>> > wrote:
>> > > Hello,
>> > >
>> > >
>> > > AlIIIIIIEGEGEGEGE : Bl /oreement/Monetary Compensation Offer
>> > [ - !y before signing and retuming it to
>> > > me via this email. If you are unable to scan, please fax the signed form to
>> > > my attention at . *Please note that we cannot
>> > > accept an Electronic Signature*. | m glad that you re satisfied with
>> > > your vehicle repair and it s been my pleasure to assist you.
>> > >
>> > >
>> > > Respectfully,
>> > >
>> > > FCA Resolution Team
>> > > Phone:
ATTN:
>> > >
>> > > Hours: Monday - Friday -
>> > > [l — Original Message
>> > > From: [ ]

>> > > Sent: I

L ] ]
>> > > Subject: Re: C. for 2019 Chrysler Pacifica [

>> > >

>> > > Attach N I - '

>> > >

>> > >

>> > > [ s < Customer Care <

>>>> > wrote:

>> > > >

>>>> > Hello,

>> > > >

>> > > > | did not receive it. Please submit discussed documents by replying to

>>> > this EN

>>>>

>> > > > Thank you,

>>>>>

>>>>> Original M ge

>>>>> From: [ <mailto:
>> > > =]

>>>>> Sent: 12/3/2019 12:30 PM

>>>>>To: <mailto:

>> > >

| >
>> > > > Subject: Re: Case for 2019 Chrysler Pacifica [
>> > > -

>> > > > Hj
5> 5> >

>> > >
>> > > receipt of that email.
>> > >

>> > > > Thanks
>>>>>

ing. Can you please confirm

>> > > >
>> > > >
>> > > >
>> > > > Sent from my iPhone
>> > > >
>>>>>>0n Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <
>>>> |l <mailto:
S>> > > >> wrote:
>>>>>>
>> > > >
>> > >
>> > >
|

>>

Date [12/19/2019 Subject |Re: Casei for 2019 Chrysler Pacifica [ 1

From To |Sent Date/Time [12/19/2019 22:06 PM

Now that your case has been escalated up to me, all emails through this account will be coming to me. | have briefly reviewed your case before | left you the voicemail. |
can assure you that | will do everything in my power to settle your case in the most suitable way. [ .,

1 would I = vehicle and if it I | issues? If the vehicle is in your procession and operating as designed, |
Il:view your case documents and get back with you in a day or two in regards to what we can do for you in terms of goodwill.

If you have any questions or concems please feel free to send me an email or call me at ( and your case number is- Please be mindful the
holidays are upon us this coming week but I will still be checking emails and cases and working periodically.




From: 1
Sent:

;%bject: Re: Case- for 2019 Chrysler [ ]

Hi

Can T e v oo aive Erc?

e . e—
.

'Sent from my iPhone

>0n ,at i < > wrote:
-
>
> Hi
>
> | wanted to let you know that we had also contracted the National Center for Dispute Settlement back in early November regarding the possible need to seek
repla (I c= T T D S car in a timely fashion. The board met on and ruled that our request for
replacement as been awarded.
>
r has been repaired and is functioning properly it has put a bad taste in my mouth regarding Chrysler. We have always owned Honda's but decided to take
a cnance on Chrysler because we really like the look and the technology of the car. We were also very interested in getting a hybrid and Chrysler was the only
manufacturer that has a hybrid minivan.
id I
> | was unhappy with the level of customer service | received for the following reasons:
> | was extremely unhappy with the performance of Chrysler's customer service for the following reasons:
>

> 1. The original Stericycle rep was very unresponsive. She would call my house phone only. | left multiple messages for her to call my cell phone because she
would only call during the day and | work (like most people). There would be weeks that would go by where | did not receive any phone calls back. Even when she did
leave messages (on my house phone) there was not any helpful information regarding the status of the repair. | even called the main number and told them to remove
my house phone number from my file and that still didn't do anything.

> 2. When the dealership "worked" on my car the first time they didn't even charge the battery and drive the car on the battery even though they were told from the
beginning that the error message was "Service Charging System". They reset the car and test drove it only using the gas engine. | charged it the same day | received it
back and had the exact same i s what is was sent to them previously to fix.

> 3. When | retumed the vehicle it took them another 2 weeks to even figure out what the problem was.

> 4_| called and visited the dealership multiple times and no one could tell me where the replacement battery was or when it would arrive. This went on for 3 weeks.

> 5. Finally once the battery did arrive it took almost an additional 2 weeks to get the car back because parts were missing.

>

> All of these things are not something a customer should experience with a 2 week old car. Based on this and the fact that the NCDS board has ruled in our favor to
have the car replaced | would prefer the following settiement to this dispute:

>

> 1. Monetary compensation of $10,000 which would still be cheaper for Chrysler vs. replacing the car. | don't feel the current offer reflects FCA taking responsibility for
the level of inconvenience and lack of customer service | experienced. | would be extremely reluctant to by another car from FCA given my current experience unless |
am compensated to my satisfaction.

> 2. An extended Basic Warranty.

>

> | look forward to your response.

>
> Regards,

vVVvVVVvVVYy

>>0On at Chrysler Customer Care < > wrote:
;--
>> The case can be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be
offered remains the same. If that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.
>

>> Be |
0% ||

>> Original M e

>> From: ]

>> Sent:

>> To:

>> Subject: Re: Case|JJJjij for 2019 Chrysler [ 1

>>
>> Hj

>>
>> | was mmyasemail. | am out of the country on business and forgot my cell phone so the only way to communicate until Friday is via

email.

= I
>> Thanks
-

>>

>>

>> Sent from my iPhone

>>

>>>0n ,at , Chrysler Customer Care < > wrote:
>> >

>> ﬁ offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.

>> >

>> > Best Regards,
>> >
e |
. I .
>> > ——— Original Message
>> > From: 1
>> > Sent: 5:08 PM
>> >
>> > gugjea' Re: Case- for 2019 Chrysler [ |
>> >

|

| ]

|




>> > ClJuune subject venicie™.

>> >

>> > Thanks,

>> >

>> >

>> >

>> >

>> >

>>>0n at Ch Customer Care <
>> > > wrote:

>> >

>> > >

>> > >

>> > > A

>> >
>> > ev -

ement/Monetary Compensation Offer
E1Ully before signing and retuming it to
3 a. ale uhabie to scan, please fax the signed form to
>> > > my attention at . *Please note that we cannot
>> > > accept an Electronic Signature*. | m glad that you re satisfied with
>> > > your vehicle repair and it s been my pleasure to assist you.
>> > >
>> > >

>> > > Respectfully,
e I

>> > >

>> > > FCA Resolution Team

>> > > Phone:

>>>> Fax: ATTN:

>> > >

>> > > Hours: Monday - Friday -

>>>> m— Original Message ——————
X [

>> > >

22> St p—

>>>>To:
>>>> SubjMw ch Pacifica [

Kty — N

5> > >

e | L
Pl— p—

>> > >
>> > >
>> > >

> > > e care <

>>>> > wrote:

>> > > >

>> > > > Hello,

>> > > >

>> > > > | did not receive it. Please submit discussed documents by replying to

rroiSEaE

>> > >

- F
>> > > >

>>>>> Original M ge

>> > > > From: [ <mailto:
>> > > >]

>>>> > Sent: 12/3/2019 12:30 PM

>>>>>To: <mailto:

>> > > >

>>>>> ML Re: Case_ for 2019 Ch Pacifica [
IS I

>>>>

— - -

>> > > >
>> > > e 10. an you please confirm
>> > > TeCelpl U d dil.

>> > > -

— - - I

>>>>>

>>>>> -

>> > > >

>>>>>

>> > > > Sent from my iPhone

>>>>>

>>>>>>0n Dec 3, 2019, at 9:20 AM, Ch Customer Care <
>>>> [ <mailto:

>>>> >> wrote:

>>>>>>

>>>>>

>> > >

5> > >
>> >
>>

Date Subject |Re: Case- for 2019 Ch Pacifica [ ]

From To |Sent Date/Time |

Hi

The car is in my possession and is currently functioning as expected and | am not experiencing any issues. The only thing is just the bit of anxiety that my wife and | still
experience while driving the car thinking will the car shutdown on us or anytime an unexpected noise happens we think oh oh what s wrong now

Thanks I I I —
-

Sent from my iPhone

>0On
L]

,at ,Ch Customer Care < > wrote:




< 1 WUUIU JUDL IINE WU RTIUW 11 YUU LUTTETIUY HdVE UIE VETILIE diiu 11 LIS LUTTETIUY SAPEIICTILIIY dily IDDUED 7 1 UIE VELILIE 1D 11 YUUI PIULEDDIVI di iU UPETdUIy dd> uediyliey, |

will W your case documents and get back with you in a day or two in regards o what we can do for you in terms of goodwill.
>

> If you have any questions or concems please feel free to send me an email or call me at ( and your case number is . Please be mindful the
holidays are upon us this coming week but | will still be checking emails and cases and working periodically.

>

> Thank you,

> Eric

>

>

B Original - L
> From: [ 1

> Sent: 12/19/2019 4:52 PM

> To:

> Subject: Re: Case for 2019 Pacifica [ ref._00Dj01gsDF._5003ZxCayp:ref ]

>

> Hi Brenda

>

> Can y S TR SO .. ic2
>

1

- — [

> Robert
>
>

> Sent from my iPhone
>

>>0n Dec 19, 2019, at 10:41 AM, < > wrote:

> >

>>?

> > Hi Brenda:

> >

> > | wanted to let you know that we had also contracted the National Center for Dispute Settiement back in early November regarding the possible need to seek
replacement of our car due to -m Mr in a timely fashion. The board met on and ruled that our request for
replacement as been awarded.

> >
> > While the car has been repaired and is functioning properly it has put a bad taste in my mouth regarding We have always owned Honda's but decided to
take a chance on because we really like the look and the technology of the car. We were also very interested in getting a hybrid and was the only
manufacturer that has a hybrid minivan.
> >
> > | was unhappy with the Ie\mmmer service | received for the following reasons: I
> > | was extremely unhappy with the performance of 's customer service for the following reasons:

1 The oﬁginm rep was very unresponsive She would call my house phone only | left mMssages for her to call m: ne because she
would only call d ay and | work (like most people). There would be weeks that would go by where | did not receive any phone calls . when she did

leave messages (on my house phone) there was not any helpful information regarding the status of the repair. | even called the main number and told them to remove
my house phone number from my file and that still didn't do anything.

> > 2. When the dealership "worked" on my car the firghd y didn't even charge the battery and drive the car on the battery even though they were told from the
beginning that the error message was "Service Chargm{ They reset the car and test drove it only using the gas engine. | charged it the same day | received it
back and had the exact same iss| what is was sent to them previously to fix.

> > 3. When | retumed the vehicl them another 2 weeks to even figure out what the problem was.

> > 4_| called and visited the dealership multiple times and no one could tell me where the replacement battery was or when it would arrive. This went on for 3 weeks.
> > 5. Finally once the battery did arrive it took almost an additional 2 weeks to get the car back because parts were missing.

> >

> > All of these things are not something a customer should experience with a 2 week old car. Based on this and the fact that the NCDS board has ruled in our favor to
have the car replaced | would prefer the following settiement to this dispute:

> >

> > 1. Monetary compensation of $10,000 which would still be cheaper for vs. replacing the car. | don't feel the current offer reflects FCA taking responsibility for|
the level of inconvenience and lack of customer service | experienced. | would be extremely reluctant to by another car from FCA given my current experience unless |
am compensated to my satisfaction.

> > 2. An extended Basic Warranty.

> >

> > | look forward to your response.
> >

S > Recans: I

> >

> >

> >> On Tue, Dec 17, 2019 at 9:17 AM Customer Care < > wrote:

> >> Hello,

ES |

> >> The case can be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be
offered remains the same. If that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.

> >>

> >> Best Regards,
> | |

> => ——— Original Message

> >> From: [ ]
> >> Sent: 12/16/2019 3:59 PM

> >>To:

& SUDjeCt . o Padﬁ_

> >>

> 5>
> >>

I was il | am out of the country on business and forgot my cell phone so the only way to communicate until Friday is via
email
->- I
> >> Thanks ] [ |

> >
> >
> >:

> >> Sent from my iPhone
> >>
>>>>0n
> >> >

> >> > ? The offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.

at 2 Customer Care < > wrote:




YD, S AN L 1
> >> > Sent: 12/5/2019 5:08 PM

> >> > E.

> s> h: Re: Case[JJjjjiilf for 2019 Chrysler Pacifica [ ]
> >> >

>>>> Hj

> >> >

> >> > Can y SN W, .casc agreement is

> >> > sayj ing that | can't have it repaired

>>>> mm bit conmsed%
> >> > "hold the above parties harmless from all further claims r¢
>>>> clai subject vehicle".

> 5> > W ee

> >> > Thanks,

> >> >

> >> >

> 5> >

> 5> >

> >> >

>>>>0n at Chrysler Customer Care <

> 5> > > wrote:
> >> >

> 5> > >

> >>>>
>>>>> Al Agreement/Monetary Compensation Offer
refully before signing and retuming it to
T ————— O SCaDn, please fax the signed form to

> >> > > my attention at . *Please note that we cannot

> >> > > gccept an Electronic Signature*. | m glad that you re satisfied with

> >> > > your vehicle repairand it s been my pleasure to assist you.

>>>>>

>>>>>

> >> > > Respectfully,

> >>>>

> 5> N
> >>> > FCA Resolution Team

> >>>> Phone:

> >>>> Fax: ATTN:

> >>>>

> >>> > Hours: Monday - Friday =
>>>>>_____— Original Message

>>>>>“ [ 1

> >> > > Sent:

>>>>>To: _

> >> > > Subj SO ™ 19 Chrysler Pacifica [
> >>>>

>5>>> ||

>>>> > Afta j I i ipt.
L
e [ ]

>>>>> [

5 R~ o™ =
>>>>> > wrote:

>5>>>>

> >>>> > Hello,

>>>>>>

> >> > > > did not receive it. Please submit discussed documents by replying to
> >>> > this E-mail.

>5>>>>

> >> > > N

>>>>>>

>5>>>> Original M je

> >>>>> From: [ <mailto:
>>>>> >]

>>>>> > Sent: 12/3/2019 12:30 PM

>5>>>>T0; <mailto:
>>>> > >

>>>>> > [ Re: Case|JJjiiif for 2019 Chrysler Pacifica [

>>>>>

>>>>>> --

> 5> > >

>>>>>>

>55>>>]j an you please confirm
>>>>>

> 55> > >
> 5> > >
>>>>>>

>>>>>> [N

>>>>>>

>>>>>>

> >>> > > Sent from my iPhone

>>>>>>

>>>>>>>0n Dec 3, 2019, at 9:20 AM, Chrysler Customer Care <
>5>>> <mailto:

> 5> > > >> wrote:
>5>>>>>

>>>>>>

> >>>>
> 5> > >
> >> >
> >>

>

Date Subject |Re: Case- for 2019 Chrysler Pacifica [ ]

From To |Sent Date/Time |

Okay | understand. | will review everything as | previously mentioned and get back with you in a day or two. Thank you for the information.




Hi
The tioning as expected and | am not experiencing any issues. The only thing is just the bit of anxiety that my wife and | still
expe e car thinkil will the car shutdown on us or anytime an unexpected noise happens we think oh oh what s wrong now
Thanks . |
|

'Sent from my iPhone

>0On , at 2:06 PM, Chrysler Customer Care < > wrote:

>

L[

>

> Now that your case has been escalated up to me, all emails through this account will be coming to me. | have briefly reviewed your case before | left you the voicemail.
| can assure you that | will do everything in my power to settle your case in the most suitable way.

>

> | wdllJEEEEE know if you currently have the vehicle NG < << if the vehicle is in your procession and operating as designed, |
will review your case documents and get back with you in a day or two in regards to what we can do for you in terms of goodwill.

>

> If you have any questions or concems please feel free to send me an email or call me at (800)654-2486 and your case number is- Please be mindful the
holidays are upon us this coming week but I will still be checking emails and cases and working periodically.

>

> Thank you,
>

>
>

> Original M je

> From: [ ]

> Sent:

> To:

> Hllject: Re: Case- for 2019 Chrysler [ |
>

> Hi

> can yJlIH IS S - .

> Sent from my iPhone ||
>

>>0n
>>

> I
>>Hi
> >

> > | wanted to let you know that we had also contracted the National Center for Dispute Settlement back in early November regarding the possible need to seek
replacement of our car due to Chrysler's in abili t“ nose and repair the car in a timely fashion. The board met on and ruled that our request for
repiacoMR - S S S

> >

> > While the car has been repaired and is functioning properly it has put a bad taste in my mouth regarding Chrysler. We have always owned Honda's but decided to
take a I on Chrysler because we really like the look and the technology of the car. We were also very interested in getting a hybrid and Chrysler was the only
manufacturer that has a hybrid minivan.

> >

> > | was unhappy with the level of customer service | received for the following reasons: |

> > | was extremely unhappy with the performance of Chrysler's customer service for the following reasons:

> >

> > 1. The original Stericycle rep was very unresponsive. She would call my house phone only. | left multiple messages for her to call my cell phone because she
would only call during the day and | work (like most people). There would be weeks that would go by where | did not receive any phone calls back. Even when she did
leave messages (on my house phone) there was not any helpful information regarding the status of the repair. | even called the main number and told them to remove
my house phone number from my file and that still didn't do anything.

> > 2_When the dealership "worked" on my car the first time they didn't even charge the battery and drive the car on the battery even though they were told from the
beginning that the error message was "Service Charging System”. They reset the car and test drove it only using the gas engine. | charged it the same day I received it
back and had the exact same issue as what is was sent fo them previously to fix.

> > 3. When | retumed the vehicl ok them another 2 weeks to even figure out what the problem was.

> > 4_| called and visited the dealership multiple times and no one could tell me where the replacement battery was or when it would arrive. This went on for 3 weeks.
> > 5. Finally once the battery did arrive it took almost an additional 2 weeks to get the car back because parts were missing.

> >

> > All of these things are not something a customer should experience with a 2 week old car. Based on this and the fact that the NCDS board has ruled in our favor to
have the car replaced | would prefer the following settiement to this dispute:

> >

> > 1. Monetary compensation of $10,000 which would still be cheaper for Chrysler vs. replacing the car. | don't feel the current offer reflects FCA taking responsibility for
the level of inconvenience and lack of customer service | experienced. | would be extremely reluctant to by another car from FCA given my current experience unless |
am compensated to my satisfaction.

> > 2. An extended Basic Warranty.

> >

> > | look forward to your response.

> >

> > Regards,
> >

at < > wrote:

> >

> >

> >

> >

> >

>>>0n at Chrysler Customer Care < > wrote:

> >> Hello,

> >

> >> The case can be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be
offered remains the same. If that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.

> >>

> >> Best Regards.
& . |




> >>

> >> | was (JIINIE- I i . | 2m out of the country on business and forgot my cell phone so the only way to communicate until Friday is via
email. I B

> >> Thanks I
> >>

-
> >

> >> Sent from my iPhone

> >>

>>>>0n ,at , Chrysler Customer Care < > wrote:
> >> >

> >> > ? The offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.
> >> >

> >> > Best Regards,

> >> >

> 5> >

> >>> ——— Original Message

> >> > From: [ ]

> >>> Sent: 12/5/2019 5:08 PM

> >>> To:

> >> > [l Re: Case- for 2019 Chrysler Pacifica [ ]
> >> >

>>>> Hj

> >> >

>>>> Can y{HIEEEE T - rclcase agreement is

> >> > saying that if the new battery stops working that | can't have it repaired
>>>>0rrf a bit confused when it sates

> >> > "hold the above parties harmless from all further claims

> >> > claim on the subject vehicle".

> 5> >

> >> > Thanks,

> >> >

> >

> >

> 5> >

> 5> >

> >>> 0On Thu, Dec 5, 2019 at 11:32 AM Chrysler Customer Care <

>>>> > wrote:

> >> >

> >>> > Hello Il

> >>>>

> 5> > >

> >> > > Attached you will find your Release Agreement/Monetary Compensation Offer
> >> > > as we discussed. Please review carefully before signing and retuming it to

> >> > [ o <can, please fax the signed form to

> >> > > my attention at . *Please note that we cannot

> >> > > gccept an Electronic Signature*. | m glad that you re satisfied with

> >> > > your vehicle repairand it s been my pleasure to assist you.

>>>>>

> 5> > >

> >> > > Respectfully,

>>>>>

> >>> > FCA Resolution Team

> >>>> Phone:

>>>>> Fax: ATTN:

>>>>>

> >> > > Hours: Monday - Friday 9:30 am - 6:00 pm CST
> 55> > Original M ge

> 5> > > 1
> >>>> Sent: 12/4/2019 8:27 PM

>>>>>To:

>5>>> Subja-ﬂg Chrysler Pacifica [
1

> 5> > >
> >>>>
> >> > > Attached is the registration. Please confirm receipt.
> >>>>

> >>>>>0n Dec 4, 2019, at 2:49 PM, Chrysler Customer Care <

>>>> > I > V/rote:

>>>>>>

>55>>>> He"o'

>>>>>>

> >>>>>| did not receive it. Please submit discussed documents by replying to
> >> > > this E-mail.

>5>>>>

>5>>>>

> 55> > > Or]gina|" e

> >>>> > From: [ <mailto:
>>>>> >]

> >>>>> Sent: 12/3/2019 12:30 PM

>>>>>>To: <mailto:
>5>>> >

>>>>>> : Re: Case| for 2019 Chrysler Pacifica
Wesdag S 2010 Chir .

>>>>>>

>>>>> > | ju S - Yo Please confim

> 55> >
>55>>>>

>>>>>>




>>>>> - >> wrote:
>>>>>>>

>>>>>>

>>>>>

>>>>>

> 5> >

> >>

Date bject |Re: Case- for 2019 Chrysler [ ]

0020000000 ]

= |
Sul

To

From |Sent Date/Time |

Hi
| tried calling you back but got a main number and voicemail. | m available the rest of the day if you want to call me back.
Thanks
I I
| | I B
| -
'Sent from my iPhone
>0On

>

> Okay | understand. | will review everything as | previously mentioned and get back with you in a day or two. Thank you for the information.

,at , Chrysler Customer Care < > wrote:

>

> Original M je

> From: [ ]

>SN |
> To:

> Subject: Re: Case for 2019 Chrysler

> Sub L] y [ )
> Hi

>

> The tioning as expected and | am not experiencing any issues. The only thing is just the bit of anxiety that my wife and |
still exp e car thinking will the car shutdown on us or anytime an unexpected noise happens we think oh oh what s wrong now

>

S e —

>
-
= I
>

> Sent from my iPhone
>

>>0n , at 2:06 PM, Chrysler Customer Care < > wrote:
> >
>

> >

> > Now that your case has been escalated up to me, all emails through this account will be coming to me. | have briefly reviewed your case before | left you the
voicemail. | can assure you that | will do everything in my power to settie your case in the most suitable way.
> >

>>| w_ know if you currently have the vehicle msuw? If the vehicle is in your procession and operating as designed,
1 will review your case documents and get back with you in a day or two In regards to what we can do for you in terms of goodwill.

> >

> > |f you l\ave any questions or concems please feel free to send me an email or call me at (800)654-2486 and your case number is_ Please be mindful the
holidays are upon us this coming week but I will still be checking emails and cases and working periodically.

> >

> > Thank you,

> >

> >

> >

> > —————— Original Message

> > From: [ ]

> > Sent:

>>To:

> > jiect Re: Case- for 2019 Chrysler [ 1
> >

> > Hi
> >

> > Can y QU Y S > 7
> >

|

> >
> > Sent from my iPhone
= |

>>>0n ,at 5 < > wrote:
>>>

> >
>>>H|
>>>

> > > | wanted to let you know that we had also contracted the National Center for Dispute Settiement back in early November regarding the possible need to seek
replacement of our car due to Chrysler's in ability to diagnose and repair the car in a timely fashion. The board met on and ruled that our request for

replacem v I I

>>>

> > > While the car has been repaired and is functioning properly it has put a bad taste in my mouth regarding Chrysler. We have always owned Honda's but decided to
take a ¢ Chrysler because we really like the look and the technology of the car. We were also very interested in getting a hybrid and Chrysler was the only
manufacturer that has a hybrid minivan.

>>>

> > > | was unhappy with the level of customer service | received for the following reasons: I

> > > | was extremely unhappy with the performance of Chrysler's customer service for the following reasons:

>>>

> > > 1. The original Stericycle rep Pam was very unresponsive. She would call my house phone only. | left multiple messages for her to call my cell phone because she
would only call during the day and | work (like most people). There would be weeks that would go by where | did not receive any phone calls back. Even when she did




>>>5_Hinally once the battery did amve it took almost an additional 2 weeks to get the car back because parts were missing.

>>>

> > > All of these things are not something a customer should experience with a 2 week old car. Based on this and the fact that the NCDS board has ruled in our favor to
have the car replaced | would prefer the following settiement to this dispute:

>>>

> > > 1. Monetary compensation of $10,000 which would still be cheaper for Chrysler vs. replacing the car. | don't feel the current offer reflects FCA taking responsibility
for the level of inconvenience and lack of customer service | experienced. | would be extremely reluctant to by another car from FCA given my current experience unless
| am compensated to my satisfaction.

>>> 2 An extended Basic Warranty.

>>>

> > > | look forward to your response.

>>>

> > > Regards,

>>>

>>>

> > >

>>>

>>>

>>>

>>>>0n at Chrysler Customer Care < > wrote:

> > >> Hello,

> > >

> > >m be reviewed for the best possibly available extended warranty which won't necessarily be the extended warranty you seek, and the amount to be
offered remains the same. If that doesn't work for you and you're not looking to keep the vehicle the case may still be reviewed for possible Buyback.

> > >>

> > >> Best Regards,

> > >>

B m E |

> > >> From: ]

>>>> Sent: 12019

> >>>T0:

> > >> Subject: Re: Case- for 2019 Chrysler Pacifica [ ]

> > >>

e

> > >>

>>>>|was “Mail. 1 am out of the country on business and forgot my cell phone so the only way to communicate until Friday is
via email.

it | N ]

- > o> — E—

> > >>

> > >>

g |

> > >> Sent from my iPhone

> > >>

>>>>>0n , 2019, at , Chrysler Customer Care < > wrote:
> > >> >

> > >> > ? The offer does not affect the warranty of the vehicle and it is referring to thus far addressing your issues with the vehicle.

> > >>
>>>> E Regards,

> >>> >

>>>> >
>>>>>.__—_.0riginaMe-—-—-—-——

> >>>> From: [ 1

> >>> > Sent:
>>>>>To:

>>>>> “ Re: Case- for 2019 Chrysler Pacifica [ 1

> > >> >

> > >> > Hj

>>>>>

>>>>> Can youaiicsatal Rebthtnshhosaasanbeiinlic release agreement is
> > >> > saying v at | can't have it repaired

>>>>>0r g R §i 2 bit confused when it sates

i e e R —

> > >> > claim on the subjec1 vehrcle'.
> > 5> >

> > 5> > Thm

>>>> >

> >>> >

> > >> >

> > >> >

>>>>>

>>>>>0n at Chrysler Customer Care <

> > >> > > wrote:

>>>> >

> > >> >

> > >> > “-

>>>>>>

>>>>>> Attached you will ﬁnd your Release Agreement/Monetary Compensation Offer
>>>>>> 33 carefully before signing and retuming it to
>>>> > g Biaeio scan, please fax the signed form to
>>>>> . *Please note that we cannot

> >>> > > accept an Electronic Signature*. | m glad that you re satisfied with

> > >> > > your vehicle repair and it s been my pleasure to assist you.
>>>>>>

>>>>>>

> > >> > > Respectfully,

>>5>>>>

s I
>>>>>>FCA Resoluliom

> > >> > > Phone:

>>>>>> Fax: ATTN:

>>>>>>

> > >> > > Hours: Monday - Friday =
>>>>>> Original M je

>>5>>> - [
>35> > > .

REERE L




R V| dal L, LAIYSIET LUSWIHIET Ldie ~

P R
>>>>>>

>>>>>>> Hello,

>>>>>>>

> >>>>>>| did not receive it. Please submit discussed documents by replying to
> > >>> > this E-mail.

>>5>>5>
>>>>>>
>>>>>>>—— Original Message
>>>>>>> From:

2]
>>>>>>>Sent:
>>>>>>>T0o: -

>
>>>>>>> Subject: Re: Case- for 2019 Chrysler Pacifica [
]

>>>>>>

i> >i ; ; >i >i E I||=- |
wwe& o

>>>5>>>

>>>>>>>

>>>5>>>>

>>>>>>>

> >>> > > > Sent from my iPhone
>>>>>>>

>>>>>>>>0nDec 3, 2019, at 9:20 AM, Chrysler Customer Care <

>>5>>>> <

>> wrote:
>>>>>> >-

>>>>>>>
>>>>>>
> 555>
> > 5> >

>>>>
- I

Date Subject |Re: Caseﬁ for 2019 Chrysler Pacifica [ 1
From To |Sent Date/Time | 16:22 PM
Hello 5

Per our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of mind |
would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.

Please N it you are willing to accept my offer by sending me an email or by giving me a call at ]

(800)6! g | know you w the number so if you have issues again y“ call and press 2

inste: R

Thank you,

Date | |Sut'- |Re: Case- for 2019 Chrysler Pacifica [ ]

From | |70 | |Sent Date/Time |

Hi

|

I o what the extent of the extended warranty is. How many years/miles.

Thanks
. |
| | I B

Se“om my iPhone

>0n ,at , Chrysler Customer Care < > wrote:

>

> Hello

—r our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of mind
I would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.
>

> PHMW [ illing to accept my offer by, i J i a call at
> (80 d umber is— 1 kno number so if you have issues again you can also call and press 2
instead ofﬂd then dial my extension which IS s

>

> Thank you,
>

>
>

Date qSubject Re: Case]jJjjjjj for 2019 Chrysler Pacifica [ ]

From |70 |Sent Date/Time |




DULJELL IE. Lddt Ul ZU 1Y LI YSIEr rdullitd | 1
Hi

Beforem We extent of the extended warranty is. How many years/miles.
T —

[ ] |
Se'om my iPhone
On , at 11 22 AM, Chrysler Customer Care wrote

>

> Hello .

>

-' our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of mind
1 would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.

>

> Plemw if you are willing to accept my oﬁema call at
> ( d your case number is 1 ki number so if you have issues again you can also call and press 2

instead of, d then dial my extension which is 1005.

>

> Thank you,
>
>
>
— . ]
Date Subject |Re: Case for 2019 Chrysler Pacifica [ |
From To |Sent Date/Time |
HIl
the extended warranty. | won t be able to sign anything though until as | am out of town and no access to a
printer/scanner.
Koyl | — e
| | | |
|
Sent from my iPhone [
>0n ,at , Chrysler Customer Care < > wrote:

>

ies 1 have looked up applicable service contracts for your vehicle and there is 2 maximum care that would extend your warranty until 7 years/ 125,000 miles.

>

> Original Message
> From 1
er_ _ |
> Subyect Re: Case for 2019 Chrysler Pacifica [ ]
Hi

Beform W extent of the extended warranty is How many years/miles
>

> m]i= [ ]

>

> ]

>
> S’om my iPhone

>

>>0n , at 11:22 AM, Chrysler Customer Care < > wrote:
> >

> > ? Hello
> >

> - our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of
mind | would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.

ey et e
>>( your case number is Ik number so if you have issues again you can also call and press 2

instead of 1 then dial my extension which is 1005.

> >

> > Thank you,
> >

> >
> >
>
] ||
Date | Subject |Re: Case for 2019 Chrysler Pacifica [ ]
[Froges To [Sent Date/Time [ 16:51 PM
|




DRIV IIS L 1

Sent: |

g%bject: Re: Case for 2019 Chrysler Pacifica [ ]
Hi
Wga wi Wed warranty 1 won t be able to sign anything though until as | am out of town and no access to a
pnntewo—
r [ ] |
|
Sent from my iPhone [
>0n ,at , Chrysler Customer Care < > wrote:

>
> Yes | have looked up applicable service contracts for your vehicle and there is a maximum care that would extend your warranty until 7 years/ 125,000 miles.

>

> Original M ge

> From: [ 1

> Sent:

-0 |

> Subject: Re: Case for 2019 Chrysler Pacifica [ 1

>

> Hi

>

> Before | accept any offer | need to know what the extent of the extended warranty is. How many years/miles.
> H

> Than/ I I

.00

> [ ] |

>

> Scllllom my iPhone

>

>>0n ,at , Chrysler Customer Care < > wrote:
> >

> > ? Hello ;

> >

> Il our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of
mind | would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.
> >

> > Please let me know if you are willing to accept my offer by sending me an email or by giving me a call at
>>( N umber is A | kn“ number so if you have issues again you can also call and press 2
instead of 1 and then dial my extension which is

> >
> > Thank you,
> >
>
| ] —
Date ] Subject |Re: Case for 2019 Chrysler Pacifica [ ]
Fi To |Sent Date/Time | 17:00 PM




Scjlllom my iPhone

>0On ,at , Chrysler Customer Care < > wrote:

>

> Okay that is fine. | will add the service contract to your VIN and then we will do the cash and keep the week of once you are available. If you have any
questions for the time being please feel free to email or call me.

> Thank you.

—-al _ E— |
> From: ]
> Sent: |
> To:
> Subject: Re: Case- for 2019 Chrysler Pacifica [ 1
>

> Hi

>
> We will accept the offer of $4000 and the extended warranty. | won t be able to sign anything though until as | am out of town and no access to a
printer/s

> I

> Th
>

>

> I

>

> Sent from my iPhone | ]
>

>>0n ,at , Chrysler Customer Care < > wrote:

> >

> > ? Yes | have looked up applicable service contracts for your vehicle and there is a maximum care that would extend your warranty until 7 years/ 125,000 miles.
>

> >

> > ———— Original Message

> > From: [ 1

> > Sent:

>>To: I B

> > Subject: Re: Case| for 2019 Chrysler Pacifica [ ]
e I

> > Hi

> >

> > Before | accept any offer | need to know what the extent of the extended warranty is. How many years/miles.
> >

> > Than S R

>>

>> I
> >

> > Sejjijlom my iPhone

> >

>>>0n , at 11:22 AM, Chrysler Customer Care < > wrote:
>>>

>>>? Hello )

>>>

> > |l our conversation on the phone | would like to extend the offer previously given to you for a $4000 cash and keep. For you inconvenience and future peace of
mind | would also like to add a service contract to your vehicle which would have maximum care and would extend both your powertrain and basic warranties.

>>>

> > > Please let me know if you are willing to accept my offer by sending me an email or by giving me a call at

>>>( [ your case number is 1 kni number so if you have issues again you can also call and press 2
instead of 1 and then dial my extension which IS

>>>

> > > Thank you,

>>>

>>>

>>>

> >

= I

Date |01106/2020 Subject_|Re: CaseJJi for 2019 Chrysler Pacifica [ ]
F

To |Sent Date/Time |01/06/2020 18:13 PM

el

I will submit the template to our department that handles cash and keeps. They will accept it and reach out to you within a day or two and then they will be the ones to
give you the check and the agreement paperwork.

If this is okay with you | will submit the template right away. | just wanted to reach out to you before doing so. As lWﬂh‘ad has been

added to your vehicle as well.
b |

Thani.
Date |01/06/2020 Subject |Re: Casei for 2019 Chrysler Pacifica [ 1
From To [Sent Date/Time [0170672020 18551 PM




> ,at , Chrysler Customer Care < > wrote:
>

> Hello
>

! submit the template to our department that handies cash and keeps. They will accept it and reach out to you within a day or two and then they will be the ones to
give you the check and the agreement paperwork.

>

> If this is okay with you | will submit the template right away. | just wanted to reach out to you before doing so. As | previously mentioned the service contract has been

adde Qi
>

> Thank yI
>

>

>

Date Subject |Re: Case- for 2019 Chrysler Pacifica [ ]
From To |Sent Date/Time |

TI“ is no documentation | have since it is attached to your vehicle VIN. | can send you a screen shot of it attached to your VIN if you would like?

_

From: [ 1
Sent:

o: I
Subjec I S Fcifica [ I | I
Hi

\Will | receive any documents stating | have the extended warranty?

I —
SO e — I

> ,at , Chrysler Customer Care < > wrote:
>

> Hello
>

-II submit the template to our department that handles cash and keeps. They will accept it and reach out to you within a day or two and then they will be the ones to
give you the check and the agreement paperwork.

>

> If this is okay with you | will submit the template right away. | just wanted to reach out to you before doing so. As | previously mentioned the service contract has been

adde S
y

> Thank g

>

>

>

Date Subject |Re: Case- for 2019 Chrysler Pacifica [ ]

From To |Sent Date/Time | 19:24 PM
Yﬂease.

On , at 10:58 AM, Chrysler Customer Care < > wrote:

>
>

> Th_umentaﬁon | have since it is attached to your vehicle VIN. | can send you a screen smmd like?
> | | |
>

v

Original M ge

> From: [ 1

> Sent:

> To:

> Subject: Re: Case)| for 2019 Chrysler Pacifica

I — . ! !
> Hi

>
> Will | receive any documents stating | have the extended warranty?
i I

I

>
- e e — E—
>

> > ,at , Chrysler Customer Care < > wrote:
" -

> > ? Hello
> >

> -ill submit the template to our department that handles cash and keeps. They will accept it and reach out to you within a day or two and then they will be the ones
to give you the check and the agreement paperwork.

> >
> > |f this is okay with you | will submit the template right away. | just wanted to reach out to you before doing so. As | previously mentioned the service contract has

been 2 S o'l - I
i I

> > Thank

o b |

> >
> >
>




Open Date 10/24/2019 ||CAIR Type Regular Status Closed
Close Date | Origin Telephone Reason
Mileage 8,470 Miles | Market U Language English
Contact Email ||Contact Phone | Contact Mobile ‘
Caller Address Source Customer |
Caller City ||Caller Counury | Caller Postal Code ‘
Customer
Customer Address

I | — |  — ‘
Dealer ' Phone *
Dealer Address

—— | jusa
|Dealer Zone | California ||Sales Diswict | ||Service District IN
Subject Vehicle Concem |
Synopsis % n O |
Customer Anomaly _ f
|Contact R | Technical Issue With Vehicle Customer Anomaly | 30 | General engine issues
IReason Code | After Sales - Complaint - Product - Vehicle concem - Additional details

Case Status History

Create Date Status
1012412019 08:11 PM Open
12/13/2019 07 40 PM | Closed

Initial Description
Customer is seeking assistance with trying ot get his vehicle repaired as soon as possible

Case Comments

Date Comment

Customer stated that when him & his wife were driving they heard a loud popping coming from towards the engine. When they were on there way to bring it to the DLR the
vehicle just stop working. Once the vehicle got there to undergo diagnosis the DLR charged the battery and ran some more test that stated the transmission is now bad.
10/24/2019 |They sent it up to Chrysler warranty who advised the DLR to charge the battery some more stating that the reason for this concem is due to the battery not being charged
but the DLR already did that. The DLR advised the customer that they are just waiting to hear back from Chrysler for further approval & to figure out what the next steps
are going to be. Its already been 2 days and the customer is getting worried. - Customer is seeking additional assistance from FCA to help get the vehicle repaired.

performed OBC to DLR - DLR states technician is currently working with for security of diagnosis; tech is under impression concem pertains to
transmission, STAR has relayed multiple steps to gather codes. states the last update he received from technician indicated codes had populated today after
recharging to 100% & test driving, per the STAR reps recommendation. C. states he will follow up with tech & make sure STAR case is being updated

10/24/2019 promptly. will continue to follow up with DLR periodically for updates. also attempted OBC to customer; customer states they understand process of diagnosis.

assured DLR is working diligently with vehicle to ensure a misdiagnosis is not provided & repairs are effective. relayed is open to assisting customer with whatever
is applicable. Customer states he will need vehicle by next week.
attempied OBC to customer - LVM with callback details - found STAR case BRIt update nofe To be: 1 DRAIN 1 QTS TRANSMISSION FLUID WITH
HEAVY PIECES METAL AND THE COLOR IS VERY DARK ALMOST BLACK AND THE SMELL IS VERY STRONG BURNED AND YOU CAN SMELL THE BURNED OIL
|_ M FAR AWAY. - Technician hmtaminated oil in transmission. will oo-rollow up with DLR for warranty review; should oil be contaminated due to
1B

ide influence, cannot apply any assistance with repairs.
call form , Writer advised his is waiting on service to update her about the transn-'ion As soon as the is update by service , she will contact him back.

touch-)ase with - states STAR has sent information t-glneenng for further review. Transmon have not been authorized, states
customer is extremely frustrated as they are out of a vehicle. states they do not have loaners, cannot cover | expw advised a determination cannot be
made currently for rental assistance as STAR has not conveyed whether repair is warrantable as half seal was leaking, metal shavings present in transmission. is
|!) unaware of how long vehicle will be undergoing repairs f{illntal estimate. Will continue to follow up with
[ ***INBOUND CALL FROM CUSTOMER*** Customer is in need of working vehicle & advised customer may obtain rental @ $35 a day & will review for
reimbursement. so advised if update is received earlier than , inf tion will be relayed, may arrange rental with DLR
perfo customer ed STAR case update noted. Customer states he will await follow up
T IW *** Customer inquiring of STAR case update - advised no further mfoeron has been documented since preyiously relayed
m\atlon Customer lof documentation to be t to him of all of the vehicle's concems as well as review. I.‘ﬁed intemmal |nformaborﬂroprietary &
] customer may use his case number for reference; canno roduce these records & send them t tomer. Customer ui lood. Will await follow up. w
attempted OBC to DLR - states he has submitted all requested information, is awaiting Wate.
Still awaiting STAR case update - no further information available.
I attempted to DLR for further STAR case updat states he Mp with & reach out to customer for follow up. L
__l-performed to customer to inform of STAR update - tran has been ordered. a) 10 days of rental at $35 a day.
performed OBC to DLR - states parts have been ordered, does not anETA nsmission. states STAR relayed repairs are due to
manufacturer defect - repairs warrantable. will follow up with Parts Team for part s 4 =
[ N [75131JT has escalated case to extemal system wiggame ES 24385 Case was escalated successfully = m
PART ORI JP\IC 079492813 ETA 11/26 VOR 30 DAYS + RENTAL N/A
| I | PARTS UPDATE™*** PART ORDER 2043 OMC IEETA Week of 11126 Reaching out to PE Team for assistance with part
I | W rcrformed OBC to custqupjiiiijrdate - Customer states DLR i} provided rental vehicle to customer. also advised a request has been made for parits
g, -

RDER: $4043* OMC: -r PE Team: Order has been upgra%d to VOR to ensure priority; No ETA and No dealer
inventory at this time. Component shortage is causing delays. Working to improve.
_ggms customer - relayed part update. Customer states request for to extend rental. will follow up with DLR for DM note submission
**INI OM es rental will expire o will follow up Thursday for DM note submission regarding rental extension.
’ARTS UPDATE**** PART: ORDER: 3* OMGyg 9 Per GPOP: Material in transit frol lier to MOPAR ETA: Tentative for week of
sl $40437 OM ol "’
****PARTS UPDATE**** PART: ORDER: $4043* OMC:-er GPOP: Material remains in transit from supplier to MOPAR ETA: Has been pushed

back to week of 12/02 Working m






