
> >>>> We'd like to start by thanking everyone at Chrysler, Farrish, and

> >>>> Maguire for working to help us deal with the breakdown of our brand

> new

> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

> Linda

> >>>> has been diligent and highly professional in keeping us informed

> throughout

> >>>> the process. Mark Johnson at Farrish in Fairfax, VA has also been

> helpful

> >>>> and supportive, and was able to expedite the rental car expenses we

> >>>> incurred. Dan Marks and John French at Maguire Service in Syracuse,

> NY have

> >>>> worked to find the diagnosis, and have also kept us informed all

> along the

> >>>> way.

> >>>>

> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

> >>>> the car completely broke down while we were on a family trip out of

> state.

> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

> miles

> >>>> on it when it suddenly stopped on the middle of a dark highway. There

> was

> >>>> absolutely no prior warning that anything was wrong until it

> immediately

> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

> at the

> >>>> edge of cell phone network range on a remote section of an

> Interstate. This

> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

> family.

> >>>>

> >>>> Fortunately we were able to get the car towed to Maguire, but it took

> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

> mechanic

> >>>> glove acquisition have taken additional time, and still repairs

> haven t

> >>>> been made. Even when those do get made, we now have little confidence

> that

> >>>> the diagnosis given (battery heater) is the only issue.

> >>>>

> >>>> We were told that the vehicle needs to control the temperature of the

> >>>> hybrid battery and it uses this heater along with the vehicle s A/C

> system

> >>>> to do so. We can t understand why the car would not provide a system

> alert

> >>>> prior to shutting down. The failure to have an alert notification

> before

> >>>> system shut down is a major safety failure in the design of the

> Pacifica

> >>>> Hybrid.

> >>>>

> >>>> Through our UConnect app, we also received numerous charge fault

> errors

> >>>> for many days following the breakdown, even when the Maguire mechanics

> >>>> weren t working on the car.

> >>>>

> >>>> We purchased this car with safety and reliability as the top criteria,

> >>>> but now that both of those have proven to be unmet within two months

> of

> >>>> purchase. Regrettably, we would like to annul the purchase agreement

> and

> >>>> return the vehicle to Chrysler. The car was purchased through Chrysler

> >>>> Capital and we have made two payments thus far (totaling $1839.90).

> We also

> >>>> put $10,000 down on the vehicle. We would like to return the car to

> >>>> Chrysler, have all monies returned, and the contract annulled

> immediately.

> >>>>

> >>>> Whether this particular vehicle eventually gets recalled, or crosses

> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

> >>>> longer want a premium-level vehicle that ceased to operate

> essentially off

> >>>> the lot and then still can't be repaired after a month in spite of

> >>>> admirable efforts from all involved.

> >>>>

> >>>> We have learned that multiple earlier versions of this vehicle had

> >>>> notable and recurring electrical system issues that led to multiple

> >>>> recalls. Based on our personal issue, hearing from dealerships that

> this

> >>>> issue has been seen frequently, past history with this model, multiple

> >>>> complaints online about the same problem (including for the 2021

> model),

> >>>> etc., it's logical and reasonable to conclude that significant issues

> >>>> remain. We are not engineers, but failure to have an alert

> notification

> >>>> before system shut down at high speed is a major safety failure in the

> >>>> design of the Pacifica Hybrid.

> >>>>

> >>>> We paid for a vehicle that does not meet expectations. Of course this

> >>>> was not your intention, but there is clearly some combination of

> >>>> engineering and/or manufacturing deficiencies.

> >>>>

> >>>> We'd obviously like to conclude this swiftly and cordially, so please

> >>>> let us know how we can proceed with nullifying the contract and

> returning

> >>>> the car back to Chrysler.

> >>>>

> >>>> Regards,

> >>>>

> >>>> 





sabrina.fleming
FOIA 1



> >>>>

> >>>>

> >>>> On Jul 19, 2021, at 11:35 AM, Chrysler Customer Care <

> >>>> chryslercustomercare@fcagroup.com> wrote:

> >>>>

> >>>>

> >>>>

> >>>> *Good morning Claire, My name is  and I have been assigned as

> your

> >>>> Case Manager. *

> >>>>

> >>>> *Here is some information that will be helpful for you to have:*

> >>>> *Your case number is 

> >>>> *The Stellantis Case Management telephone numbe 




 Standard Time Monday-Friday.


> *
> >>>>

> >>>>

> >>>> *Please don't hesitate to make contact if you have any questions or

> >>>> concerns. Thank you for your patience and co-operation! *

> >>>>

> >>>>

> >>>> Linda

> >>>> North East Case Manager

> 




> >>>>

> >>>>

> >>>>

> >>>

>
>

Date 08/11/2021 Subject Re: CHRYSLER Customer Care, Case
From To uscustomercare@fcagroup.com Sent Date/Time 08/11/2021 16:02 PM
Hi 

Just checking in. Any update on when we can expect to hear from the

Business Center on next steps?

Uconnect continued to send fault notifications yesterday as well.


Thanks again.




On Tue, Aug 10, 2021 at 11:52 AM < wrote:


> Thanks so much  Really appreciate all your work on this.

>
> Hopefully we'll hear back from the Business Center later today or

> tomorrow. (Is that a reasonable expectation?)

>
> Thanks again.

>
> 

>
>
> On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> uscustomercare@fcagroup.com> wrote:

>
>> Hello / 

>>

>> I am very sorry in the delay of my response and for the fact that my

>> voicemail message did not come through all the way.

>>

>> I was able to complete my analysis of the repair history of your 2021

>> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

>> my Business Center. I am waiting to hear back from them before we know what

>> our next steps will be for your case.

>>

>> If it is easier/more efficient, I can keep you updated via email so that

>> I am able to keep you both in the loop.

>>

>> As soon as I receive a response from my Business Center I will let you

>> know.

>>

>> Thank you for your patience,

>> 

>> CHRYSLER Customer Retention Specialist

>>

>>

>> --------------- Original Message ---------------

>> From 

>> Sent: 8/10/2021 11:21 AM

>> To






.

>> Can we please try to connect today? It seems like they are still

>> attempting

>> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

>> attached image from yesterday). Clearly progress is being attempted, but

>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all

>> move on from this.

>>

>> [image: image.png]

>>

>>






>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to Maguire, but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle s A/C

>> system

>> >>>> to do so. We can t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>

>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through

>> Chrysler

>> >>>> Capital and we have made two payments thus far (totaling $1839.90).

>> We also

>> >>>> put $10,000 down on the vehicle. We would like to return the car to

>> >>>> Chrysler, have all monies returned, and the contract annulled

>> immediately.

>> >>>>

>> >>>> Whether this particular vehicle eventually gets recalled, or crosses

>> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

>> >>>> longer want a premium-level vehicle that ceased to operate

>> essentially off

>> >>>> the lot and then still can't be repaired after a month in spite of

>> >>>> admirable efforts from all involved.

>> >>>>

>> >>>> We have learned that multiple earlier versions of this vehicle had

>> >>>> notable and recurring electrical system issues that led to multiple

>> >>>> recalls. Based on our personal issue, hearing from dealerships that

>> this

>> >>>> issue has been seen frequently, past history with this model,

>> multiple

>> >>>> complaints online about the same problem (including for the 2021

>> model),

>> >>>> etc., it's logical and reasonable to conclude that significant issues

>> >>>> remain. We are not engineers, but failure to have an alert
>> notification

>> >>>> before system shut down at high speed is a major safety failure in

>> the

>> >>>> design of the Pacifica Hybrid.

>> >>>>

>> >>>> We paid for a vehicle that does not meet expectations. Of course this

>> >>>> was not your intention, but there is clearly some combination of

>> >>>> engineering and/or manufacturing deficiencies.

>> >>>>

>> >>>> We'd obviously like to conclude this swiftly and cordially, so please

>> >>>> let us know how we can proceed with nullifying the contract and

>> returning

>> >>>> the car back to Chrysler.

>> >>>>

>> >>>> Regards,

>> >>>>

>> >>> 




>> >>>>

>> >>>>

>> >>>>

>> >>>>

>> >>>> On Jul 19, 2021, at 11:35 AM, Chrysler Customer Care <

>> >>>> chryslercustomercare@fcagroup.com> wrote:

>> >>>>

>> >>>>

>> >>>>






>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all

>> move on from this.

>>

>> [image: image.png]

>>

>>

>> Thanks.

>>

>> 




>>

>>

>> On Mon, Aug 9, 2021 at 3:11 PM 

>>

>> > Hi 

>> > Thanks so much for calling us back. I tried reaching you back and left

>> you

>> > a VM.

>> >

>> > Unfortunately only part of your earlier voicemail message got through!

>> It

>> > stopped after you said that you went through the repair history and then

>> > submitted it to your Business Center for review, and then it cut off.

>> >

>> > Can you please send us an email update or call me back so we can advance

>> > this today?

>> > Thanks again.

>> >

>> > 

>> >

>> > On Mon, Aug 9, 2021 at 10:37 AM 

>> wrote:

>> >

>> >>

>> >> Hi 

>> >> Can we please get an update on our case number 

>> >>

>> >> We are entering week 6 without our car, and are anxious to resolve the

>> >> issue. (Can you please copy both Claire and I on all communications?

>> >> Thanks!)

>> >>

>> >> We are more convinced than ever that this car should unfortunately be

>> >> taken back by Chrysler immediately. We'd like to please speak to

>> someone

>> >> today to determine next steps toward annulling the purchase contract.

>> >>

>> >> Again, we'd like to resolve this quickly and cordially, and we are

>> >> grateful for all the good efforts along the way, but we all need to

>> accept

>> >> that this car is not performing to any reasonable expectations.

>> >>

>> >> Thank you.

>> >>

>> >> 




>> >>

>> >>

>> >> 










the time to contact CHRYSLER Customer Care. My

>> name

>> >>> is  and I am a Customer Retention Specialist. I have assumed

>> >>> ownership of your case, and will be partnering with your dealerships

>> >>> regarding your inquiry.

>> >>>

>> >>> Once I gather some additional details, I will follow up with you to

>> >>> provide any next steps and I will remain in contact with you

>> throughout the

>> >>> process.

>> >>>

>> >>> Should you have any questions before I reach out to you, please do not

>> >>> hesitate to contact me at  or just reply to

>> this

>> >>> email.

>> >>>

>> >>> For your reference, your case number is I look forward to

>> >>> working with you!

>> >>>

>> >>> Best wishes,

>> >>>

>> >>>






>> >>>

>> >>>

>> >>>

>> >>>

>> >>>

>> >>> On Mon, Aug 2, 2021 at 6:27 PM C 

>> >>>

>> >>>> Hi,

>> >>>>

>> >>>> We'd like to start by thanking everyone at Chrysler, Farrish, and

>> >>>> Maguire for working to help us deal with the breakdown of our brand

>> new




>> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

>> 

>>  has been diligent and highly professional in keeping us informed

>> throughout

>> >>>> the process. x, VA has also been

>> helpful

>> >>>> and supportive, and was able to expedite the rental car expenses we

>> >>>> incurred. at Maguire Service in Syracuse,

>> NY have

>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to  but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle s A/C

>> system

>> >>>> to do so. We can t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>

>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through

>> Chrysler

>> >>>> Capital and we have made two payments thus far (totaling $1839.90).

>> We also

>> >>>> put $10,000 down on the vehicle. We would like to return the car to

>> >>>> Chrysler, have all monies returned, and the contract annulled

>> immediately.

>> >>>>

>> >>>> Whether this particular vehicle eventually gets recalled, or crosses

>> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

>> >>>> longer want a premium-level vehicle that ceased to operate

>> essentially off

>> >>>> the lot and then still can't be repaired after a month in spite of

>> >>>> admirable efforts from all involved.

>> >>>>

>> >>>> We have learned that multiple earlier versions of this vehicle had

>> >>>> notable and recurring electrical system issues that led to multiple

>> >>>> recalls. Based on our personal issue, hearing from dealerships that

>> this

>> >>>> issue has been seen frequently, past history with this model,

>> multiple

>> >>>> complaints online about the same problem (including for the 2021

>> model),

>> >>>> etc., it's logical and reasonable to conclude that significant issues

>> >>>> remain. We are not engineers, but failure to have an alert
>> notification

>> >>>> before system shut down at high speed is a major safety failure in

>> the

>> >>>> design of the Pacifica Hybrid.

>> >>>>

>> >>>> We paid for a vehicle that does not meet expectations. Of course this

>> >>>> was not your intention, but there is clearly some combination of

>> >>>> engineering and/or manufacturing deficiencies.

>> >>>>

>> >>>> We'd obviously like to conclude this swiftly and cordially, so please

>> >>>> let us know how we can proceed with nullifying the contract and

>> returning

>> >>>> the car back to Chrysler.

>> >>>>

>> >>>> Regards,

>> >>>>

>> >>>> 







>> >>>>

>> >>>>

>> >>>>

>> >>>>

>> >>>> On Jul 19, 2021, at 11:35 AM, Chrysler Customer Care <

>> >>>> chryslercustomercare@fcagroup.com> wrote:

>> >>>>

>> >>>>

>> >>>>

>> >>>> *Good morning  My name is  and I have been assigned as

>> your

>> >>>> Case Manager. *

>> >>>>

>> >>> 





>> >>>> *My work hours are: 8:00-4:30 pm Eastern Standard Time

>> Monday-Friday. *

>> >>>>

>> >>>>

>> >>>> *Please don't hesitate to make contact if you have any questions or

>> >>>> concerns. Thank you for your patience and co-operation! *

>> >>>>

>> >>>>

>>








>> >>>>

>> >>>>

>> >>>>

>> >>>

>>

>>


Date 08/11/2021  
Sent Date/Time 08/11/2021 19:24 PM

Hello 


I do not have a firm ETA on when a response will be provided. I sent a follow up to them again today requesting a response. When I receive anything back I will definitely
reach out to you.


Thank you,




CHRYSLER Customer Retention Specialist


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
















Just checking in. Any update on when we can expect to hear from the

Business Center on next steps?

Uconnect continued to send fault notifications yesterday as well.


Thanks again.




On Tue, Aug 10, 2021 at 11:52 AM :


> Thanks so much  Really appreciate all your work on this.

>
> Hopefully we'll hear back from the Business Center later today or

> tomorrow. (Is that a reasonable expectation?)

>
> Thanks again.

>
> 

>
>
> On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> uscustomercare@fcagroup.com> wrote:

>
>> Hello ,

>>

>> I am very sorry in the delay of my response and for the fact that my

>> voicemail message did not come through all the way.

>>

>> I was able to complete my analysis of the repair history of your 2021

>> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

>> my Business Center. I am waiting to hear back from them before we know what

>> our next steps will be for your case.

>>

>> If it is easier/more efficient, I can keep you updated via email so that

>> I am able to keep you both in the loop.

>>

>> As soon as I receive a response from my Business Center I will let you

>> know.

>>

>> Thank you for your patience,

>> 

>> CHRYSLER Customer Retention Specialist

>>

>>

>> --------------- Original Message ---------------

>> 

>> Sent: 8/10/2021 11:21 AM




>>






.

>> Can we please try to connect today? It seems like they are still

>> attempting

>> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

>> attached image from yesterday). Clearly progress is being attempted, but

>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all

>> move on from this.

>>

>> [image: image.png]

>>

>>

>> Thanks.

>>







>>

>>

>> On Mon, Aug 9, 2021 at 3:11 PM 




>> > Thanks so much for calling us back. I tried reaching you back and left

>> you

>> > a VM.

>> >

>> > Unfortunately only part of your earlier voicemail message got through!

>> It

>> > stopped after you said that you went through the repair history and then

>> > submitted it to your Business Center for review, and then it cut off.

>> >

>> > Can you please send us an email update or call me back so we can advance

>> > this today?

>> > Thanks again.

>> >

>> > 

>> >

>> > On Mon, Aug 9, 2021 at 10:37 AM >

>> wrote:

>> >

>> >>

>> >> Hi 

>> >> Can we please get an update on our case numbe 

>> >>

>> >> We are entering week 6 without our car, and are anxious to resolve the

>> >> issue. (Can you please copy both Claire and I on all communications?

>> >> Thanks!)

>> >>

>> >> We are more convinced than ever that this car should unfortunately be

>> >> taken back by Chrysler immediately. We'd like to please speak to

>> someone

>> >> today to determine next steps toward annulling the purchase contract.

>> >>

>> >> Again, we'd like to resolve this quickly and cordially, and we are

>> >> grateful for all the good efforts along the way, but we all need to

>> accept

>> >> that this car is not performing to any reasonable expectations.

>> >>

>> >> Thank you.

>> >>

>> > 
























>> >>>

>> >>> Thank you for taking the time to contact CHRYSLER Customer Care. My

>> name

>> >>> is  and I am a Customer Retention Specialist. I have assumed

>> >>> ownership of your case, and will be partnering with your dealerships

>> >>> regarding your inquiry.

>> >>>

>> >>> Once I gather some additional details, I will follow up with you to

>> >>> provide any next steps and I will remain in contact with you

>> throughout the

>> >>> process.

>> >>>

>> >>> Should you have any questions before I reach out to you, please do not

>> >>> hesitate to contact me a  or just reply to

>> this

>> >>> email.

>> >>>

>> >>> For your reference, your case number is #  I look forward to

>> >>> working with you!

>> >>>

>> >>> Best wishes,

>> >>>

>> >>>






>> >>>

>> >>>

>> >>>




>> >>>

>> >>>

>> >>> On Mon, Aug 2, 2021 at 6:27 PM :

>> >>>

>> >>>> Hi,

>> >>>>

>> >>>> We'd like to start by thanking everyone at Chrysler,  and

>> >>>>  for working to help us deal with the breakdown of our brand

>> new

>> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

>> Linda

>> >>>> has been diligent and highly professional in keeping us informed

>> throughout

>> >>>> the , VA has also been

>> helpful

>> >>>> and supportive, and was able to expedite the rental car expenses we

>> >>>> incurred.  Service in Syracuse,

>> NY have

>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to Maguire, but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven’t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle’s A/C

>> system

>> >>>> to do so. We can’t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>

>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren’t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through

>> Chrysler

>> >>>> Capital and we have made two payments thus far (totaling $1839.90).

>> We also

>> >>>> put $10,000 down on the vehicle. We would like to return the car to

>> >>>> Chrysler, have all monies returned, and the contract annulled

>> immediately.

>> >>>>

>> >>>> Whether this particular vehicle eventually gets recalled, or crosses

>> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

>> >>>> longer want a premium-level vehicle that ceased to operate

>> essentially off

>> >>>> the lot and then still can't be repaired after a month in spite of

>> >>>> admirable efforts from all involved.

>> >>>>

>> >>>> We have learned that multiple earlier versions of this vehicle had

>> >>>> notable and recurring electrical system issues that led to multiple

>> >>>> recalls. Based on our personal issue, hearing from dealerships that

>> this

>> >>>> issue has been seen frequently, past history with this model,

>> multiple

>> >>>> complaints online about the same problem (including for the 2021

>> model),

>> >>>> etc., it's logical and reasonable to conclude that significant issues

>> >>>> remain. We are not engineers, but failure to have an alert
>> notification

>> >>>> before system shut down at high speed is a major safety failure in

>> the

>> >>>> design of the Pacifica Hybrid.

>> >>>>

>> >>>> We paid for a vehicle that does not meet expectations. Of course this

>> >>>> was not your intention, but there is clearly some combination of

>> >>>> engineering and/or manufacturing deficiencies.

>> >>>>




>> >>>> We'd obviously like to conclude this swiftly and cordially, so please

>> >>>> let us know how we can proceed with nullifying the contract and

>> returning

>> >>>> the car back to Chrysler.

>> >>>>

>> >>>> Regards,

>> 





















>> >>>>

>> >>>>

>> >>>>

>> >>>> *Good morning  My name is Linda and I have been assigned as

>> your

>> >>>> Case Manager. *

>> >>>>

>> >>>> *Here is some information that will be helpful for you to have:*

>> >>>> 





>> >>>> *My work hours are: 8:00-4:30 pm Eastern Standard Time

>> Monday-Friday. *

>> >>>>

>> >>>>

>> >>>> *Please don't hesitate to make contact if you have any questions or

>> >>>> concerns. Thank you for your patience and co-operation! *

>> >>>>

>> >>>>

>>






>> >>>>

>> >>>> 




>> >>>>

>> >>>>

>> >>>

>>

>>


Date 08/19/2021 Subject Re: CHRYSLER Customer Care, Case
From uscustomercare@fcagroup.com To uscustomercare@fcagroup.com Sent Date/Time 08/19/2021 14:52 PM
Dear ,


Thank you for speaking with me today in regards to the repurchase of your 2021 CHRYSLER PACIFICA HYBRID LIMITED. As discussed, a new case will be opened
with our Reacquired Vehicle Team and your new Case Manager will be reaching out to you in the next few business days.


Your new Case Manager will discuss the process of your repurchase in more detail, however, if you d like to start gathering the documentation listed below, this will help
progress your case more quickly. The following documentation will be needed for your repurchase:


A copy of the driver s license(s) of all titled owners

A copy of the vehicle registration

Front and back of the title application (except CA) (if not in your possession, the lienholder can provide this to you); or a clean title (if no lien)

Bill of sale (buyer s order and / or finance contract)

Payment history from your lienholder, detailing payment amounts and amounts going to principle and interest

A written lienholder payoff statement which includes the following: a 10-day payoff amount with a daily interest rate (per diem) and good-through date, account number,
collateral information, and overnight payoff address


I will keep an eye out for your new case to be opened. Once I see that your new Case Manager has made contact, I do have to close our case to allow you to continue
working with them. However, please feel free to contact me directly any time you have questions or concerns, 


Additionally, you may receive a follow up phone call or email, with a brief survey, to share your experience with me.


It has been a pleasure working with you!


Thank you,




Customer Retention Specialist


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

















I do not have a firm ETA on when a response will be provided. I sent a follow up to them again today requesting a response. When I receive anything back I will definitely
reach out to you.


Thank you,




CHRYSLER Customer Retention Specialist


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
















Just checking in. Any update on when we can expect to hear from the




Business Center on next steps?

Uconnect continued to send fault notifications yesterday as well.


Thanks again.




On Tue, Aug 10, 2021 at 11:52 AM 


> Thanks so much  Really appreciate all your work on this.

>
> Hopefully we'll hear back from the Business Center later today or

> tomorrow. (Is that a reasonable expectation?)

>
> Thanks again.

>
> 

>
>
> On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> uscustomercare@fcagroup.com> wrote:

>
>> Hello 

>>

>> I am very sorry in the delay of my response and for the fact that my

>> voicemail message did not come through all the way.

>>

>> I was able to complete my analysis of the repair history of your 2021

>> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

>> my Business Center. I am waiting to hear back from them before we know what

>> our next steps will be for your case.

>>

>> If it is easier/more efficient, I can keep you updated via email so that

>> I am able to keep you both in the loop.

>>

>> As soon as I receive a response from my Business Center I will let you

>> know.

>>

>> Thank you for your patience,

>> 

>> CHRYSLER Customer Retention Specialist

>>

>>

>> --------------- Original Message ---------------

>> 














>> Can we please try to connect today? It seems like they are still

>> attempting

>> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

>> attached image from yesterday). Clearly progress is being attempted, but

>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all

>> move on from this.

>>

>> [image: image.png]

>>

>>

>> Thanks.

>>

>> 

>> 301-233-3084

>>

>>

>> On Mon, Aug 9, 2021 at 3:11 PM 

>>

>> > Hi 

>> > Thanks so much for calling us back. I tried reaching you back and left

>> you

>> > a VM.

>> >

>> > Unfortunately only part of your earlier voicemail message got through!

>> It

>> > stopped after you said that you went through the repair history and then

>> > submitted it to your Business Center for review, and then it cut off.

>> >

>> > Can you please send us an email update or call me back so we can advance

>> > this today?

>> > Thanks again.

>> >

>> > Paul

>> >

>> > On Mon, Aug 9, 2021 at 10:37 AM 

>> wrote:

>> >

>> >>

>> >> Hi Krista,

>> >> Can we please get an update on our case number 

>> >>

>> >> We are entering week 6 without our car, and are anxious to resolve the

>> >> issue. (Can you please copy both Claire and I on all communications?

>> >> Thanks!)

>> >>

>> >> We are more convinced than ever that this car should unfortunately be

>> >> taken back by Chrysler immediately. We'd like to please speak to

>> someone

>> >> today to determine next steps toward annulling the purchase contract.

>> >>

>> >> Again, we'd like to resolve this quickly and cordially, and we are




>> >> grateful for all the good efforts along the way, but we all need to

>> accept

>> >> that this car is not performing to any reasonable expectations.

>> >>

>> >> Thank you.

>> >>

>> >> 
























>> >>>

>> >>> Thank you for taking the time to contact CHRYSLER Customer Care. My

>> name

>> >>> is  and I am a Customer Retention Specialist. I have assumed

>> >>> ownership of your case, and will be partnering with your dealerships

>> >>> regarding your inquiry.

>> >>>

>> >>> Once I gather some additional details, I will follow up with you to

>> >>> provide any next steps and I will remain in contact with you

>> throughout the

>> >>> process.

>> >>>

>> >>> Should you have any questions before I reach out to you, please do not

>> >>> hesitate to contact me at  just reply to

>> this

>> >>> email.

>> >>>

>> >>> For your reference, your case number is #  I look forward to

>> >>> working with you!

>> >>>

>> >>> Best wishes,

>> >>>

>> >>> 

>> >>> CHRYSLER Customer Retention Specialist

>> >>>

>> >>> 

>> >>>

>> >>>

>> >>>

>> >>>

>> >>>

>> >>> On Mon, Aug 2, 2021 at 6:27 PM 

>> >>>

>> >>>> Hi,

>> >>>>

>> >>>> We'd like to start by thanking everyone at Chrysler, Farrish, and

>> >>>> Maguire for working to help us deal with the breakdown of our brand

>> new

>> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

>> Linda

>> >>>> has been diligent and highly professional in keeping us informed

>> throughout

>> >>>> the process. , VA has also been

>> helpful

>> >>>> and supportive, and was able to expedite the rental car expenses we

>> >>>> incurred.  Maguire Service in Syracuse,

>> NY have

>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to Maguire, but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven’t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle’s A/C

>> system

>> >>>> to do so. We can’t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>




>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren’t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through

>> Chrysler

>> >>>> Capital and we have made two payments thus far (totaling $1839.90).

>> We also

>> >>>> put $10,000 down on the vehicle. We would like to return the car to

>> >>>> Chrysler, have all monies returned, and the contract annulled

>> immediately.

>> >>>>

>> >>>> Whether this particular vehicle eventually gets recalled, or crosses

>> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

>> >>>> longer want a premium-level vehicle that ceased to operate

>> essentially off

>> >>>> the lot and then still can't be repaired after a month in spite of

>> >>>> admirable efforts from all involved.

>> >>>>

>> >>>> We have learned that multiple earlier versions of this vehicle had

>> >>>> notable and recurring electrical system issues that led to multiple

>> >>>> recalls. Based on our personal issue, hearing from dealerships that

>> this

>> >>>> issue has been seen frequently, past history with this model,

>> multiple

>> >>>> complaints online about the same problem (including for the 2021

>> model),

>> >>>> etc., it's logical and reasonable to conclude that significant issues

>> >>>> remain. We are not engineers, but failure to have an alert
>> notification

>> >>>> before system shut down at high speed is a major safety failure in

>> the

>> >>>> design of the Pacifica Hybrid.

>> >>>>

>> >>>> We paid for a vehicle that does not meet expectations. Of course this

>> >>>> was not your intention, but there is clearly some combination of

>> >>>> engineering and/or manufacturing deficiencies.

>> >>>>

>> >>>> We'd obviously like to conclude this swiftly and cordially, so please

>> >>>> let us know how we can proceed with nullifying the contract and

>> returning

>> >>>> the car back to Chrysler.

>> >>>>

>> >>>> Regards,

>> >>>>

>> >>>> 




>> >>>>

>> >>>>

>> >>>>

>> >>>>

>> >>>> On Jul 19, 2021, at 11:35 AM, Chrysler Customer Care <

>> >>>> chryslercustomercare@fcagroup.com> wrote:

>> >>>>

>> >>>>

>> >>>>

>> >>>> *Good morning  My name is  and I have been assigned as

>> your

>> >>>> Case Manager. *

>> >>>>

>> >>>> *Here is some information that will be helpful for you to have:*

>> >>>> 





>> >>>> *My work hours are: 8:00-4:30 pm Eastern Standard Time

>> Monday-Friday. *

>> >>>>

>> >>>>

>> >>>> *Please don't hesitate to make contact if you have any questions or

>> >>>> concerns. Thank you for your patience and co-operation! *

>> >>>>

>> >>>>

>> >>>> 

>> >>>> North East Case Manager

>> >>> 




>> >>>>

>> >>>>

>> >>>>

>> >>>

>>

>>


Date 08/19/2021 Subject Re: CHRYSLER Customer Care, Case
From uscustomercare@fcagroup.com To uscustomercare@fcagroup.com Sent Date/Time 08/19/2021 14:52 PM
Dear PAUL & CLAIRE,


Thank you for speaking with me today in regards to the repurchase of your 2021 CHRYSLER PACIFICA HYBRID LIMITED. As discussed, a new case will be opened
with our Reacquired Vehicle Team and your new Case Manager will be reaching out to you in the next few business days.


Your new Case Manager will discuss the process of your repurchase in more detail, however, if you’d like to start gathering the documentation listed below, this will help
progress your case more quickly. The following documentation will be needed for your repurchase:


A copy of the driver’s license(s) of all titled owners




A copy of the vehicle registration

Front and back of the title application (except CA) (if not in your possession, the lienholder can provide this to you); or a clean title (if no lien)

Bill of sale (buyer’s order and / or finance contract)

Payment history from your lienholder, detailing payment amounts and amounts going to principle and interest

A written lienholder payoff statement which includes the following: a 10-day payoff amount with a daily interest rate (per diem) and good-through date, account number,
collateral information, and overnight payoff address


I will keep an eye out for your new case to be opened. Once I see that your new Case Manager has made contact, I do have to close our case to allow you to continue
working with them. However, please feel free to contact me directly any time you have questions or concerns, 


Additionally, you may receive a follow up phone call or email, with a brief survey, to share your experience with me.


It has been a pleasure working with you!


Thank you,




Customer Retention Specialist


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

















I do not have a firm ETA on when a response will be provided. I sent a follow up to them again today requesting a response. When I receive anything back I will definitely
reach out to you.


Thank you,




CHRYSLER Customer Retention Specialist


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




.com

Cc: cocciole@gmail.com

Subject: Re: CHRYSLER 


Hi 

Just checking in. Any update on when we can expect to hear from the

Business Center on next steps?

Uconnect continued to send fault notifications yesterday as well.


Thanks again.




On Tue, Aug 10, 2021 at 11:52 AM :


> Thanks so much Krista. Really appreciate all your work on this.

>
> Hopefully we'll hear back from the Business Center later today or

> tomorrow. (Is that a reasonable expectation?)

>
> Thanks again.

>
> 

>
>
> On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> uscustomercare@fcagroup.com> wrote:

>
>> Hello / 

>>

>> I am very sorry in the delay of my response and for the fact that my

>> voicemail message did not come through all the way.

>>

>> I was able to complete my analysis of the repair history of your 2021

>> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

>> my Business Center. I am waiting to hear back from them before we know what

>> our next steps will be for your case.

>>

>> If it is easier/more efficient, I can keep you updated via email so that

>> I am able to keep you both in the loop.

>>

>> As soon as I receive a response from my Business Center I will let you

>> know.

>>

>> Thank you for your patience,

>> 

>> CHRYSLER Customer Retention Specialist

>>

>>

>> 














>> Can we please try to connect today? It seems like they are still

>> attempting

>> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

>> attached image from yesterday). Clearly progress is being attempted, but

>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all




>> move on from this.

>>

>> [image: image.png]

>>

>>

>> Thanks.

>>

>> 




>>

>>

>> On Mon, Aug 9, 2021 at 3:11 PM :

>>

>> > Hi 

>> > Thanks so much for calling us back. I tried reaching you back and left

>> you

>> > a VM.

>> >

>> > Unfortunately only part of your earlier voicemail message got through!

>> It

>> > stopped after you said that you went through the repair history and then

>> > submitted it to your Business Center for review, and then it cut off.

>> >

>> > Can you please send us an email update or call me back so we can advance

>> > this today?

>> > Thanks again.

>> >

>> > 

>> >

>> > On Mon, Aug 9, 2021 at 10:37 AM >

>> wrote:

>> >

>> >>

>> >> Hi 

>> >> Can we please get an update on our case number # 

>> >>

>> >> We are entering week 6 without our car, and are anxious to resolve the

>> >> issue. (Can you please copy both Claire and I on all communications?

>> >> Thanks!)

>> >>

>> >> We are more convinced than ever that this car should unfortunately be

>> >> taken back by Chrysler immediately. We'd like to please speak to

>> someone

>> >> today to determine next steps toward annulling the purchase contract.

>> >>

>> >> Again, we'd like to resolve this quickly and cordially, and we are

>> >> grateful for all the good efforts along the way, but we all need to

>> accept

>> >> that this car is not performing to any reasonable expectations.

>> >>

>> >> Thank you.

>> >>

>> >> ole

>> 

>> >>

>> >>

>> >> 














>> >>>

>> >>> Thank you for taking the time to contact CHRYSLER Customer Care. My

>> name

>> >>> is  and I am a Customer Retention Specialist. I have assumed

>> >>> ownership of your case, and will be partnering with your dealerships

>> >>> regarding your inquiry.

>> >>>

>> >>> Once I gather some additional details, I will follow up with you to

>> >>> provide any next steps and I will remain in contact with you

>> throughout the

>> >>> process.

>> >>>

>> >>> Should you have any questions before I reach out to you, please do not

>> >>> hesitate to contact me at  r just reply to

>> this

>> >>> email.

>> >>>

>> >>> For your reference, your case number is #  I look forward to

>> >>> working with you!

>> >>>

>> >>> Best wishes,

>> >>>

>> >>> 

>> >>> CHRYSLER Customer Retention Specialist

>> >>>

>> >>> 

>> >>>

>> >>>

>> >>>

>> >>>

>> >>>

>> >>> On Mon, Aug 2, 2021 at 6:27 PM :

>> >>>

>> >>>> Hi,

>> >>>>

>> >>>> We'd like to start by thanking everyone at Chrysler,  and

>> >>>>  for working to help us deal with the breakdown of our brand

>> new

>> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

>> 

>> >>>> has been diligent and highly professional in keeping us informed

>> throughout




>> >>>> the process.  VA has also been

>> helpful

>> >>>> and supportive, and was able to expedite the rental car expenses we

>> >>>> incurred  Maguire Service in Syracuse,

>> NY have

>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to Maguire, but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven’t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle’s A/C

>> system

>> >>>> to do so. We can’t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>

>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren’t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through

>> Chrysler

>> >>>> Capital and we have made two payments thus far (totaling $1839.90).

>> We also

>> >>>> put $10,000 down on the vehicle. We would like to return the car to

>> >>>> Chrysler, have all monies returned, and the contract annulled

>> immediately.

>> >>>>

>> >>>> Whether this particular vehicle eventually gets recalled, or crosses

>> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

>> >>>> longer want a premium-level vehicle that ceased to operate

>> essentially off

>> >>>> the lot and then still can't be repaired after a month in spite of

>> >>>> admirable efforts from all involved.

>> >>>>

>> >>>> We have learned that multiple earlier versions of this vehicle had

>> >>>> notable and recurring electrical system issues that led to multiple

>> >>>> recalls. Based on our personal issue, hearing from dealerships that

>> this

>> >>>> issue has been seen frequently, past history with this model,

>> multiple

>> >>>> complaints online about the same problem (including for the 2021

>> model),

>> >>>> etc., it's logical and reasonable to conclude that significant issues

>> >>>> remain. We are not engineers, but failure to have an alert
>> notification

>> >>>> before system shut down at high speed is a major safety failure in

>> the

>> >>>> design of the Pacifica Hybrid.

>> >>>>

>> >>>> We paid for a vehicle that does not meet expectations. Of course this

>> >>>> was not your intention, but there is clearly some combination of

>> >>>> engineering and/or manufacturing deficiencies.

>> >>>>

>> >>>> We'd obviously like to conclude this swiftly and cordially, so please

>> >>>> let us know how we can proceed with nullifying the contract and

>> returning

>> >>>> the car back to Chrysler.

>> >>>>

>> >>>> Regards,

>> >>>>

>> 




>> >>>>

>> >>>>

>> >>>>

>> >>>>






>
> Thanks again.

>
> 

>
>
> On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> uscustomercare@fcagroup.com> wrote:

>
>> Hello 

>>

>> I am very sorry in the delay of my response and for the fact that my

>> voicemail message did not come through all the way.

>>

>> I was able to complete my analysis of the repair history of your 2021

>> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

>> my Business Center. I am waiting to hear back from 


 next steps will be for your case.

>>

>> If it is easier/more efficient, I can keep you updated via email so that

>> I am able to keep you both in the loop.

>>

>> As soon as I receive a response from my Business Center I will let you

>> know.

>>

>> Thank you for your patience,

>> 

>> CHRYSLER Customer Retention Specialist

>>

>>

>> --------------- Original Message ---------------

>> 














>> Can we please try to connect today? It seems like they are still

>> attempting

>> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

>> attached image from yesterday). Clearly progress is being attempted, but

>> it

>> still doesn't seem like we are moving forward.

>>

>> Again, we'd like to annul the purchase agreement immediately so we can all

>> move on from this.

>>

>> [image: image.png]

>>

>>










>>

>>

>> On Mon, Aug 9, 2021 at 3:11 

>>

>> > Hi 

>> > Thanks so much for calling us back. I tried reaching you back and left

>> you

>> > a VM.

>> >

>> > Unfortunately only part of your earlier voicemail message got through!

>> It

>> > stopped after you said that you went through the repair history and then

>> > submitted it to your Business Center for review, and then it cut off.

>> >

>> > Can you please send us an email update or call me back so we can advance

>> > this today?

>> > Thanks again.

>> >

>> > 

>> >

>> > On Mon, Aug 9, 2021 at 10:37 AM 

>> wrote:

>> >

>> >>

>> >> Hi 

>> >> Can we please get an update on our case number 

>> >>

>> >> We are entering week 6 without our car, and are anxious to resolve the

>> >> issue. (Can you please copy both Claire and I on all communications?

>> >> Thanks!)

>> >>

>> >> We are more convinced than ever that this car should unfortunately be

>> >> taken back by Chrysler immediately. We'd like to please speak to

>> someone

>> >> today to determine next steps toward annulling the purchase contract.

>> >>

>> >> Again, we'd like to resolve this quickly and cordially, and we are

>> >> grateful for all the good efforts along the way, but we all need to

>> accept

>> >> that this car is not performing to any reasonable expectations.

>> >>

>> >> Thank you.

>> >>

>> >> 




>> >>

>> >>

>> >> 




>> 






>> >>>

>> >>> Thank you for taking the time to contact CHRYSLER Customer Care. My

>> name

>> >>> is  and I am a Customer Retention Specialist. I have assumed

>> >>> ownership of your case, and will be partnering with your dealerships

>> >>> regarding your inquiry.

>> >>>

>> >>> Once I gather some additional details, I will follow up with you to

>> >>> provide any next steps and I will remain in contact with you

>> throughout the

>> >>> process.

>> >>>

>> >>> Should you have any questions before I reach out to you, please do not

>> >>> hesitate to contact me at  or just reply to

>> this

>> >>> email.

>> >>>

>> >>> For your reference, your case number is . I look forward to

>> >>> working with you!

>> >>>

>> >>> Best wishes,

>> >>>

>> >>> 

>> >>> C 




 


>> >>>

>> >>>

>> >>>

>> >>>

>> >>>

>> >>> On Mon, Aug 2, 2021 at 6:27 PM C :

>> >>>

>> >>>> Hi,

>> >>>>

>> >>>> We'd like to start by thanking everyone at Chrysler, Farrish, and

>> >>>> Maguire for working to help us deal with the breakdown of our brand

>> new

>> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

>> Linda

>> >>>> has been diligent and highly professional in keeping us informed

>> throughout

>> >>>> the process.  at Farrish in Fairfax, VA has also been

>> helpful

>> >>>> and supportive, and was able to expedite the rental car expenses we

>> >>>> incurred.  at Maguire Service in Syracuse,

>> NY have

>> >>>> worked to find the diagnosis, and have also kept us informed all

>> along the

>> >>>> way.

>> >>>>

>> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

>> >>>> the car completely broke down while we were on a family trip out of

>> state.

>> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

>> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

>> miles

>> >>>> on it when it suddenly stopped on the middle of a dark highway.

>> There was

>> >>>> absolutely no prior warning that anything was wrong until it

>> immediately

>> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

>> at the

>> >>>> edge of cell phone network range on a remote section of an

>> Interstate. This

>> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

>> family.

>> >>>>

>> >>>> Fortunately we were able to get the car towed to Maguire, but it took

>> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

>> mechanic

>> >>>> glove acquisition have taken additional time, and still repairs

>> haven’t

>> >>>> been made. Even when those do get made, we now have little

>> confidence that

>> >>>> the diagnosis given (battery heater) is the only issue.

>> >>>>

>> >>>> We were told that the vehicle needs to control the temperature of the

>> >>>> hybrid battery and it uses this heater along with the vehicle’s A/C

>> system

>> >>>> to do so. We can’t understand why the car would not provide a system

>> alert

>> >>>> prior to shutting down. The failure to have an alert notification

>> before

>> >>>> system shut down is a major safety failure in the design of the

>> Pacifica

>> >>>> Hybrid.

>> >>>>

>> >>>> Through our UConnect app, we also received numerous charge fault

>> errors

>> >>>> for many days following the breakdown, even when the Maguire

>> mechanics

>> >>>> weren’t working on the car.

>> >>>>

>> >>>> We purchased this car with safety and reliability as the top

>> criteria,

>> >>>> but now that both of those have proven to be unmet within two months

>> of

>> >>>> purchase. Regrettably, we would like to annul the purchase agreement

>> and

>> >>>> return the vehicle to Chrysler. The car was purchased through






> A written lienholder payoff statement which includes the following: a 10-day payoff amount with a daily interest rate (per diem) and good-through date, account number,
collateral information, and overnight payoff address

> 

> I will keep an eye out for your new case to be opened. Once I see that your new Case Manager has made contact, I do have to close our case to allow you to continue
working with them. However, please feel free to contact me directly any time you have questions or concerns, at  

> 

> Additionally, you may receive a follow up phone call or email, with a brief survey, to share your experience with me.

> 

> It has been a pleasure working with you!

> 

> Thank you,

> 




> Customer Retention Specialist

> 

> 

> 

> --------------- Original Message ---------------

















> 

> I do not have a firm ETA on when a response will be provided. I sent a follow up to them again today requesting a response. When I receive anything back I will
definitely reach out to you.

> 

> Thank you,

> 

> CHRYSLER Customer Retention Specialist

> 

> 










:ref ]

> 

> Hi 

> Just checking in. Any update on when we can expect to hear from the

> Business Center on next steps?

> Uconnect continued to send fault notifications yesterday as well.

> 

> Thanks again.

> 

> 

> 

> On Tue, Aug 10, 2021 at 11:52 AM 

> 

> > Thanks so much  Really appreciate all your work on this.

> >

> > Hopefully we'll hear back from the Business Center later today or

> > tomorrow. (Is that a reasonable expectation?)

> >

> > Thanks again.

> >

> > 

> >

> >

> > On Tue, Aug 10, 2021 at 11:34 AM US Customer Care <

> > uscustomercare@fcagroup.com <mailto:uscustomercare@fcagroup.com>> wrote:

> >

> >> Hello 

> >>

> >> I am very sorry in the delay of my response and for the fact that my

> >> voicemail message did not come through all the way.

> >>

> >> I was able to complete my analysis of the repair history of your 2021

> >> CHRYSLER PACIFICA HYBRID LIMITED and I have escalated it up for review with

> >> my Business Center. I am waiting to hear back from them before we know what

> >> our next steps will be for your case.

> >>

> >> If it is easier/more efficient, I can keep you updated via email so that

> >> I am able to keep you both in the loop.

> >>

> >> As soon as I receive a response from my Business Center I will let you

> >> know.

> >>

> >> Thank you for your patience,

> >> 

> >> CHRYSLER Customer Retention Specialist

> >>

> >>

> >> --------------- Original Message ---------------

> >> 














> >> Can we please try to connect today? It seems like they are still

> >> attempting

> >> to fix the car. Uconnect keeps sending (many) charging fault alerts (see

> >> attached image from yesterday). Clearly progress is being attempted, but

> >> it

> >> still doesn't seem like we are moving forward.

> >>

> >> Again, we'd like to annul the purchase agreement immediately so we can all

> >> move on from this.

> >>

> >> [image: image.png]

> >>




> >>

> >> Thanks.

> >>

> >> 




> >>

> >>

> >> On Mon, Aug 9, 2021 at 3:11 PM :

> >>

> >> > Hi 

> >> > Thanks so much for calling us back. I tried reaching you back and left

> >> you

> >> > a VM.

> >> >

> >> > Unfortunately only part of your earlier voicemail message got through!

> >> It

> >> > stopped after you said that you went through the repair history and then

> >> > submitted it to your Business Center for review, and then it cut off.

> >> >

> >> > Can you please send us an email update or call me back so we can advance

> >> > this today?

> >> > Thanks again.

> >> >

> >> > 

> >> >

> >> > On Mon, Aug 9, 2021 at 10:37 AM 










> >> >> Can we please get an update on our case number 






> >> >> issue. (Can you please copy both Claire and I on all communications?

> >> >> Thanks!)

> >> >>

> >> >> We are more convinced than ever that this car should unfortunately be

> >> >> taken back by Chrysler immediately. We'd like to please speak to

> >> someone

> >> >> today to determine next steps toward annulling the purchase contract.

> >> >>

> >> >> Again, we'd like to resolve this quickly and cordially, and we are

> >> >> grateful for all the good efforts along the way, but we all need to

> >> accept

> >> >> that this car is not performing to any reasonable expectations.

> >> >>

> >> >> Thank you.

> >> >>

> >> > 




> >> >>

> >> >>

> >> >> 














> >> >>>

> >> >>> Thank you for taking the time to contact CHRYSLER Customer Care. My

> >> name

> >> >>> is Krista, and I am a Customer Retention Specialist. I have assumed

> >> >>> ownership of your case, and will be partnering with your dealerships

> >> >>> regarding your inquiry.

> >> >>>

> >> >>> Once I gather some additional details, I will follow up with you to

> >> >>> provide any next steps and I will remain in contact with you

> >> throughout the

> >> >>> process.

> >> >>>

> >> >>> Should you have any questions before I reach out to you, please do not

> >> >>> hesitate to contact me a  or just reply to

> >> this

> >> >>> email.

> >> >>>

> >> >>> For your reference, your case number . I look forward to

> >> >>> working with you!

> >> >>>

> >> >>> Best wishes,

> >> >>>

> >> >>> 

> >> >>> CHRYSLER Customer Retention Specialist

> >> >>>

> >> >>> 

> >> >>>

> >> >>>

> >> >>>

> >> >>>

> >> >>>

> >> >>> On Mon, Aug 2, 2021 at 6:27 PM 

> >> >>>

> >> >>>> Hi,

> >> >>>>

> >> >>>> We'd like to start by thanking everyone at Chrysler, Farrish, and

> >> >>>> Maguire for working to help us deal with the breakdown of our brand

> >> new

> >> >>>> 2021 Pacifica Hybrid (VIN  Chrysler Case Manager

> >> Linda

> >> >>>> has been diligent and highly professional in keeping us informed

> >> throughout

> >> >>>> the process.  at Farrish in Fairfax, VA has also been

> >> helpful

> >> >>>> and supportive, and was able to expedite the rental car expenses we

> >> >>>> incurred.  at Maguire Service in Syracuse,




> >> NY have

> >> >>>> worked to find the diagnosis, and have also kept us informed all

> >> along the

> >> >>>> way.

> >> >>>>

> >> >>>> As you know, we bought the vehicle from Farrish on May 6. On July 4,

> >> >>>> the car completely broke down while we were on a family trip out of

> >> state.

> >> >>>> It has been at the service center of the Maguire Chrysler Dodge Jeep

> >> >>>> dealership in Syracuse, NY for one month now. The car only had 1,100

> >> miles

> >> >>>> on it when it suddenly stopped on the middle of a dark highway.

> >> There was

> >> >>>> absolutely no prior warning that anything was wrong until it

> >> immediately

> >> >>>> and suddenly stopped. The breakdown occurred late on a holiday night

> >> at the

> >> >>>> edge of cell phone network range on a remote section of an

> >> Interstate. This

> >> >>>> was terrifying, and caused extreme risk, fear, and anxiety for our

> >> family.

> >> >>>>

> >> >>>> Fortunately we were able to get the car towed to Maguire, but it took

> >> >>>> weeks to get a diagnosis of the issue. Part acquisition and then

> >> mechanic

> >> >>>> glove acquisition have taken additional time, and still repairs

> >> haven’t

> >> >>>> been made. Even when those do get made, we now have little

> >> confidence that

> >> >>>> the diagnosis given (battery heater) is the only issue.

> >> >>>>

> >> >>>> We were told that the vehicle needs to control the temperature of the

> >> >>>> hybrid battery and it uses this heater along with the vehicle’s A/C

> >> system

> >> >>>> to do so. We can’t understand why the car would not provide a system

> >> alert

> >> >>>> prior to shutting down. The failure to have an alert notification

> >> before

> >> >>>> system shut down is a major safety failure in the design of the

> >> Pacifica

> >> >>>> Hybrid.

> >> >>>>

> >> >>>> Through our UConnect app, we also received numerous charge fault

> >> errors

> >> >>>> for many days following the breakdown, even when the Maguire

> >> mechanics

> >> >>>> weren’t working on the car.

> >> >>>>

> >> >>>> We purchased this car with safety and reliability as the top

> >> criteria,

> >> >>>> but now that both of those have proven to be unmet within two months

> >> of

> >> >>>> purchase. Regrettably, we would like to annul the purchase agreement

> >> and

> >> >>>> return the vehicle to Chrysler. The car was purchased through

> >> Chrysler

> >> >>>> Capital and we have made two payments thus far (totaling $1839.90).

> >> We also

> >> >>>> put $10,000 down on the vehicle. We would like to return the car to

> >> >>>> Chrysler, have all monies returned, and the contract annulled

> >> immediately.

> >> >>>>

> >> >>>> Whether this particular vehicle eventually gets recalled, or crosses

> >> >>>> the threshold to trigger Lemon Law covenants, the truth is that we no

> >> >>>> longer want a premium-level vehicle that ceased to operate

> >> essentially off

> >> >>>> the lot and then still can't be repaired after a month in spite of

> >> >>>> admirable efforts from all involved.

> >> >>>>

> >> >>>> We have learned that multiple earlier versions of this vehicle had

> >> >>>> notable and recurring electrical system issues that led to multiple

> >> >>>> recalls. Based on our personal issue, hearing from dealerships that

> >> this

> >> >>>> issue has been seen frequently, past history with this model,

> >> multiple

> >> >>>> complaints online about the same problem (including for the 2021

> >> model),

> >> >>>> etc., it's logical and reasonable to conclude that significant issues

> >> >>>> remain. We are not engineers, but failure to have an alert

> >> notification

> >> >>>> before system shut down at high speed is a major safety failure in

> >> the

> >> >>>> design of the Pacifica Hybrid.

> >> >>>>

> >> >>>> We paid for a vehicle that does not meet expectations. Of course this

> >> >>>> was not your intention, but there is clearly some combination of

> >> >>>> engineering and/or manufacturing deficiencies.

> >> >>>>

> >> >>>> We'd obviously like to conclude this swiftly and cordially, so please

> >> >>>> let us know how we can proceed with nullifying the contract and

> >> returning

> >> >>>> the car back to Chrysler.

> >> >>>>

> >> >>>> Regards,

> >> >>>>

> >> 







>>>>

> >> >>>>

> >> >>>>

> >> >>>> On Jul 19, 2021, at 11:35 AM, Chrysler Customer Care <

> >> >>>> chryslercustomercare@fcagroup.com <mailto:chryslercustomercare@fcagroup.com>> wrote:

> >> >>>>

> >> >>>>




> >> >>>>

> >> >>>> *Good morning  My name is  and I have been assigned as

> >> your

> >> >>>> Case Manager. *

> >> >>>>

> >> >>>> 







> >> >>>> *My work hours are: 8:00-4:30 pm Eastern Standard Time

> >> Monday-Friday. *

> >> >>>>

> >> >>>>

> >> >>>> *Please don't hesitate to make contact if you have any questions or

> >> >>>> concerns. Thank you for your patience and co-operation! *

> >> >>>>

> >> >>>>

> >> >>>> 

> >> >>>> North East Case Manager

> >> >>>> 




> >> >>>>

> >> >>>>

> >> >>>>

> >> >>>

> >>

> >>

>

 






















































