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

{New Customer Ass:stance Inquiry Record (CAI -__[
VIN Model Year | | |Brand | RAM !
Body Vehicle |ravt [ LONGHORE. |
|Customer Provided VIN l |Line of Business I | Customer Assistance Center |
[Batch Case information | l
|Open Date | |CAIR Type | Regular ||status Closed |
[Close Date | \|Origin | Tetlephone || Reason | New probiem i
|Miteage ] |Market |u |[Language | i

[Contact Email ] |Contact Phone | | Contact Mobite | |
|Cailer Address | || Source Customer f
[city/State/Country/Zip | f !
oo | |
|Customer Address !
(City/State/Country/Zip | | il |
|Deater | EARNHARDT -JEEP DODGE RAM  ||Deater Phone ]- ,‘

|Dealer Address |

|
- |
I

{Sales District ] lfSenﬂ'ce District |1
|Subject l brakes engage while trying to tow |
|Synopsis | no diagnosis '
[Customer Anomaly | Brakes }
Waming Light Anomaly
|Contact Reason ] | Technical lssue With Vehicle |/Customer Anomaly |_@

[Reason Code ]Afhar Sales - Complaint - Product - Vebicle concem - Additional details

Case Status History

Create Date Status
Open

Closed

092920 Closed

Initial Description

Corporate Survey By-Pass Mo Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis
Product,Brakes, Unknown, Other,Unknown Brakes- Inquiry.brakes engage while trying to tow

Case Comments

Date Comment

Briefly summarize why the custormer is comaclirﬁ”()ustomer states hooked up 4 trailers and every time the brakes engage and

- wants to know how he can fix it Briefly summarize what the customer is expecting: Customer seeking a button or something he can
press to make it so when he heoks up a trailer his brakes do not engage. Agent advised customer to go to the dealership and they will be

able o assist.



Derrell.Lyles
FOIA-Long


\New Customer Assistance inquiry Record (CAIR)

VIN | || Modet Year ‘
|Body | |[Vehicle CREW CAB 4X4 g

[Customer Provided VIN | ||Line of Business | CAC | Custormer Assistance Center |
[Batch Case information | '

|Open Date | lcar Type | Regular Ifsv!atus Closed [
[Close Date | |Origin | Teleph) || Reason I New problem |
|Mifeage | || Markat Jlu || Language - f
Contact Email I | [Contact Mobite | !
[Cailer Address |

|| Source Customer !
City/State/Country/Zip | | |

e —1 |

[Customer Address | |

|city/State/Country/Zip | \ \

. [ | oeaecrrfflll N
—r_ [ | | —
B ]

|Service District | J |

[Dealer |

[Dealer Address
peaier T

[Subject | undiagnesed issue with integrated brake controlier :
[Synopsis |
|Customear Anomaly Brakes |

Warning Light Anomaly |

|Contact Reason I Technical Issue With Vehicle Hc;:atomer Ancomaly I 2 | Brake Warning Light |
[éé}féaﬁ'cobé > I Alter Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
o2/l Open
[02r22/2017 Closed
09/29/2018 [N Closed

Initial Description

Corporate, Survey By-Pass No Response / Unable To Reach.Default,Default No Response | Unable To Reach No Response / Unable To Reach
Corporate,Ram Care Inbound,Pragram Benefits and Features, Default, Defaull, Ram Care - Program Benefils and Fealures,seeking infermation on Ram
program

orporate,Hard Copy Manual Order,Default. Default, Default, Hard Copy Manual Order, hard copy manuals

Product, Brakes, Unknown,Other,Unknown, Brakes- Inquiry.undiagnosed issue with integrated brake controller

Case Comments

Date Comment

— Customer had wanted 2 _ Agent explained the RAM _Program and that the -W‘

the trm and he is part of the program.
—_— An order for printed owner materials has been placed with our fulfillment house The following items have been selected: Owners Manual
Diesel Supplement Diesel Warranty Uconnect
Customer had a sales dispute with another Customer found that the R was very very good. He was just unhappy
that he didn't gef the model he wanted - he said they just weren't available. Customer wants a Case Manager for his ongoing problems
The integrated brake controller mounted on the vehicle - setting it on the Uconnect screen. Brakes are supposed to work as designed.
He has read on Forums that other people have had the same problems. Customer was advised that his case is confidential and that we
cannot comment on what is recommended in forums since we do ncot advise customers to get their technical advice from forums.
= w3 Custorner wanted to share experiences frem other vehicles he owned. Agent advised customer we only show. this q vehicle in his
name on our system and although we do appreciate that car owners' experiences are important to them, we prefer to focus on any issue
that we can help the customer with on the vehicle they now own, Customer is taking the truck in to the - Agent
advised she would follow-up with the . Agent offered lo look up in the owner's manual for the customer to see what could
be found on his issue and is wondering il afler reading the owner's manuals which Agent just sent to him, he would be clearly on the
operation of the features. Customer alsa thought that would help. The Sales i is [l 2vay. He took it to another [ bu:
he prefers the people at the -

- - customer says that he loves his vehicle and that he has gotien more help from RAM than on any other vehicle he has owned




Dats Comment
Status update provided via email to the following email address: Regarding case VIN
- Congratulations on the purchase of your hew I We would like 1o also welcome you b the

owner, you are auto-enrolied in this program. You receive many benefils for a
that we hope you will take advantage of, including: ? membership at no cost ? Dedicated 24/7 customer

support by calli? _ ? VIP treatment at select events across -’? - ?Star? for program designation 7 -Oil

Changes a tire rotations per year for {at no charge} ? Trip Interruption coverage for Hotels and any Expenses incurred
_ during a repair rental coverage and Expanded Rental ? Concierge - VIP treatment ? Personalized Owner App

& Site Experience Go online to Welcome and information ? click on the appropriate

link for Existing Member or New to y creating an account you will untack all of the benefits and even get VIP
treatment at select events across F and Same Day rental coverage! You can also dewnload mobile apps that help you learn
irectly from the brand website at any time you have any questions about your new or

about your vehicle,
the ‘ Program, please give us a call at

also avallable via email by utilizing ank you for choosing to be
part of the -familyl Sincerely,
Vehicle is at the dealership -

**QUTBOUND CALL*™™™"

and after testing he took back the vehicle. the brake contreller will be installed - jusl after funch the cusiomer
will bring back the vehide. They will check the blower and the outpul and then custorner will hook up his huge trailer. That was part of the
customer's concern. His traller is There Is a setting for heavy and light tow - customer is within the parameters. Customer told
to check his trailer brakes as well. He also had some sofiware updates - a TCM was updated.

= *QUTBOUND CUSTOMER CALL™™™ and

Customer wasn'l going to hook up unti . The brake contraller was installed but customer hasn't done the rest yet. Customer will
call the on ﬁCustomer has to check his trailer brakes - that has already been done. What they use is a blower to plug into
the back of the pickup, then they put power to that plug and if that blower turns, they know that power is going into it. they just don't know
how much - it is supposed to be hand they only get [} They did a flash on the Transmission module and customer
thinks they may have had an impact.
If the brakes don [ he s going to go back to [ CM explained about needing to leave his vehicle at the [Jfand about needing
to speak to a Service Manager or Service Director about the possibility of opening an engineering case if the issue is not resolved after
he goes back to the . Customer is okay with that if that is necessary bui he feels that first the procedures wouid have to be
performed as explained and then he will see. " ECCI***** 5/PD
=+=+oUTBOUND [l CALL****

+ 3 for Service - was advised of customer's comments. are not gemni any codes for any updates - they are

getting nothing on the trailer brakes module, Customer is coming in and was told the want his trailer hooked up so they
can examine it. thinks it may be something to do with the trailer itself and is going to have his SM Mike look atit. - CM can call
for another update.
*OUTBOUND CALL*
his trailer. They were able to show the customer his Is operating correctly as per specs from
likely there 1s something going on with his trailer, They showed the customer a like vehicle to show
when he lefi the [l
e USTOMER CALL*"™ for customer that are following-up to ensure everything
is now okay, and will make back at his convenience. Gave
the contact information including the case # and the Direct Extension for the . {({if customer calls back. just go over what the
said in lines and indicate can close case)))
= 2GLITBOUND CUS ) which answered
to - that this was
Status update provided via email to the following email address:

LONGHORN 4X4 Mr. 17m contacting you lo ensure everylhing is resolved to your satisfaction. ¥e con 3 y é
that your M is operating correclly as per specs from ” as regards the output. If everything is
to your satisiaction, there is no need for you to call us back or reply to this email. However, | will leave your case open for !days pricy
z S

ta clesing it. Sincerely, Case Manager | Extension End of Status Update
'Vehicle has qualified for ) program. Refer to AnswerCONNECT for handling procedures.
Email froi - Regardless of the brand

or if the vehisle has H and qualifies for Enhanced
Customer Satisfaction e to be handles here. - Ans® on to -

*****Received Voice Mail from customer -"’* - wanted to thark us very much for our heip with the Brake Controller

advised customer did come back with
| as regards the cutput. Most
im this. Customer appeared satisfied

Email(s)

Subject Regarding case LONGHOR
To [Sent Date/Time

Regarding case
I | ONNGHORN 4X4

Mr. -

IA'm contacting you to ensure everything is resolved to your satisfaction. We confirmed with your Dealer““ that your -operating
correctly as per specs from i as regards the output. If everything is to your satisfaction, there is no need 1or you to call us back or reply to this email.
However, | will leave your case open for -days prior to closing it.

Sincerely,

Case Manager
T —




New Customer Assistance Inquiry Record (CAIR

[vin | | ||Model Year |Brand RAM 4
Body ] Vehicle | RAM-CREW CAB 4X4 |
[Customer Provided VIN | [Line of Business | cac Customer Assistance Center !
[Batch Case information | '
|Open Date | |CAIR Type | Regutar |Status l Closed [
[Close Date | |Origin | Telephone |Reason I New problem |
|Mifaage | |Market Ju [Language l- |
[Contact Emaii | |Contact Phone | [Contact Mobile | |
[Caller Address | [Source | Custome mer |
[City/State/Country/Zip | ] I
ICusromer |
[Customer Address :

City/State/CountryiZip | |

|Deater |
[Deater Address

|Deaier Phone | -_

ALLENTOWN H - 1

[Dealer Zone | Mid Atlantic i- ' Service District | E

|Subject | goodwill service cantract :
|Synopn's | MVP Contract Created for custormer satisfaction :
|Customer Anomaly | !
|Contact Reason | Warranty Information Request  ||Customer Anomaly | i
lReason Code |After Sazles - Information & Assislance requests - Warranty - Warranty - General information ;

Case Status History

Create Date Status
. T Open
03/20/2017 [N Closed
0a/29/2012 [ N Closed

Initial Description

IR Co'rorate Warranty Coverage Default Default, Default Request for Warranty Coverage Information goodwill service contract

Case Comments

Dats Caomment

Vehicle was custom ordered and delivered to dealership, vehicle would not start. traction control light was on. communication with star,
tech was advised to replace ABS module. new ABS module would hot communicate. tumed out there were H in the harness that
- were swapped and incorrectly installed from factory. customer was very upset and did not want to wait to order another vehicle. i ofiered
to a -added care plus with -deductibie for his concern. customer was pleased with offer and took delivery of the
venicle.

I (= oc- I
_ Contract created




}New Customer Assistance inquiry Record (CAIR

VIN | | |[Model Year
{Body | |[vehicle

[Customer Provided VIN | |[Line of Business
[Batch Case information |

| Customer Assistance Center

|Opan Date ] ,[CA!R Type [ Regular Ifkfatus | Closed

|Close Date | ||origin | Telephone lirReason ]»New problem '
Mileage ] |Market Ju ||Language | -

|Contact Emaii | |Contact Phone | ||Contact Mobite |

[Caller Address | | Source Customer |
[City/State/Country/Zip | | W - |
|Customer 1 [
[Customer Address | ’

=

[City/State/Country/Zip |

| | |
e -

|

||Service District | M

LSubject ] brakes do not have encugh stopping power at lowar spaeds |
iSynoptit _] - Customer contact made Customer outlined concerns and agent referred customer to dir for diagnosis. |
[Customor Anomaly | Brakes

Warning Light Ancmaly

Contact Reason l | Technical Issue With Vehicle [CustomerAnomaly | 2 Brake Warning Light .
[Re&son Code I After Sales - Complaint - Product - Vehicle concem - Additional details
Case Status History
‘ Create Date Status
[0sr2z /2o Open
(03723720 Closed
09/29/20 NN Closed

Initial Description

Corporate, Survey By-Pass, No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis

Corporate, Outbound Survey Foliow-Up Continuous Quality Insight,Default, Continuous Quality insight, Continuous Quality insight

Praduct, Transmission / Transaxle, Unknown, Improper Shift, Default, Transmission / Transaxle - Improper Shift,hesitation/delay whan shifting gears
Product, Brakes, Unknown, Other Unknown, Brakes- Inquiry.brakes do not have enough stopping power at lower speeds

Case Comments

Comment

Survey Record Received - DATE :

Survey 1D Number: -Survey Date - ‘
VIN Complete 17 :
Did Customer specify Email or Phone: No Customer?s Preferred Method of Cantact: Phone or Email Preferred call back number is.
Preferred Email address: Summarize Customer concein:

Mileage Updated? Yesm code
iits at wrong times, Hesitation or delay when shiiting between gears, Brake pedal feels mushy/soft, Brakes do not have enough
stopping power; brake pedal requires too much effort.

**OUTBOUND CUSTOMER CONTACT"** Agent contacled cuslomer at H customer states there is a hesitation or delay
when shifting gears, which has happened since he purchased the vehicle, however he believes it may just need o be worked in a bit
more and he will put some more miles on it and if it persists he will schedule an appointment with the dir for a diagnosis. Customer also

states that the brakes do not have enough stopping power at lower speeds, potentially creating a safety concern. Agent advised
custemer to bring the vehicle to a dir for further diagnosis, and that an email would be sent with the ram customer care number for future

reference.
Status update provided via email to the following email address: thank you far your recent completion
of the survey regarding your-%and we appreciate the fe ave provided to us. If at any time. you should
reguire any assistance, please contact ustomer Care directly at . Thank you for choosing RAM. End of Status
Update
Email(s)
Subject thank you for your recent completion of
7o Sent Date/Time

thank you for your recent completion of the survey regarding your
at any time. you should require any assistance. please contact RAM Customer
Thank you for choosing RAM.

1)
2|
133

. and we aiireciate the feecback that you have provided to us.







Date

Comment

Status update provided via email to the following email address_HeIlo | | am following up with you
regarding the concerns that you brought to our attention concerning the brakes, check engine light, vibration issues at idle and the

headrest issue. Have you brought these issues lo a dealers attention? | do see that you were at the dealership on
SiLere_ly_,-/Premlum Care End of Status Update

*****Inbound Customer Email™**

Begin Customer Message reviewed: Please call me on my cell to discuss. We did go to on [o have
our oil changed. End of Reviewed Customer message

ks Customer Cal “**** CM called to speak with the customer and the concerns they are expernencing with their
vehicle Customer was unavailable at this time and the CM left a VM for a return call.

i Customer Cal Hert OM called to follow up with the customer regarding their vehicle concems. Customer
was unavailable at this iime and the eft a VM requesting a return call with an update.

***** Survey by pass-No Customer Response.

Email(s)

Date
From

Please call m

We did go to

|Subject Please call me on -lo discuss.
To |Sent DateTime
e on - fo discuss.

o- to have our oil changed.




\New Customer Assistance Inquiry Record (CAIR)
VIN | || Model Year
[Body | |[Vehicle
ﬁs?or:w_r W V—I |[Line of Business

Customer Assistance Center |

|Open Date | |[CAIR Type | Reguiar |[Status | Closed f
|Close Date I ||Origin | Telenh. {[Reason ]New problem |
|Mifaage | || Marker |u ||Language I- ‘
|Confact Email | [Contact | 5!. ] [Contact Mobite | [
[Caller Address | [Source | Customer !
[city/state/Country/Zip | I l
|Custumer |ﬂ- |
[Customer Address | :
[City/State/Country/Zip | , “ |
T 20202020 e B
|Dealer Address | 2747 N MILITARY HWY - :

NORFOLK VA 23518 5606 \. ‘
[Deater ' | Mid Atiantic ‘_Dism'ct | [Service District | L |
|Subject | Continuous Quality Insight J
fSynoptis —|-, customer has not responded, advised by email to take vehicle to dealership and contact -Customer Assistance.
[Customer Anomaly |
EContact Reason |- | Existing Case Open || Customer Anomaly ] \
|Reason Code 1 After - Information & Assistance requests - Customer Care - No furlher action needed - Closed |

Case Status History
Croate Date Status

03727 Open
o3/20/20 Closed
09/29/20 Closed

Initial Description

Corporate.Survey By-Pass.No Response / Unable To Reach Default,Default No Response | Unable To Reach,Nc Response / Unable Te Reach
Caorporate, Outbound. Survey Fallow-Up. Continuous Quality Insight, Default, Continuous Quality Insight,Continuous Quality insight

Case Comments

Comment

Survey Record Received - DATE : Survey Number : Quality Survey ID Number: -Survey Date : ‘
VIN Complete 17 :

Did Customer specify Email or P es/No) Yes Customer?s Preferred Method of Contact: phjill or email Preferred call back
number is: Preferre maul address: _ Milzage Updated? (Yes/No) Yes Dealer code: _
ummarize Customer concern: Hesitation or delay when shifting between gears. Brakes do not have enough stopping

power; brake pedal requires too much effort. Speakers rattle. {AWD controls are not in a good location. ./AWD controls are not
simple or intultive. Vehicle exhibits poor visibliity and night/exterior lighting insufficient,

CUSTOMER CONTACT: . unable to leave message as voice mail did not pick up.

CUSTOMER CONTACT: , left message on at for customar to call back with any
questions or concerns regarding the

Status update provided via email to the fol owing email address: My name is . and | am following up on a
survey that you recently completed regarding your Hﬁ . I'have attempted (o contact you a . however we have
been unsuccessful. We regret the problem your vehicle has experienced and appreciate the time and effort you took to bringing this

matter to our attention. Comments like yours are we have to learn of problems and opporunities desired by customers, Given
the many variables involved, we are unable to diagnose your vehicle's problem via email. We recommend contacting your authorized
dealership to arrange an appointment for proper diagnosis and repair. If you require further assistance from please contact us and
we will be happy to assist you in resolving your vehicle concerns. You may contact us back by calling - ustomer Assistance at

. End of Status Update

Email(s)

Subject My name |s- and | am following up on a surve
From To |Sent Date/Time
My name is . and | am following up on a survey that you recently completed regarding your | | have atlempted to contact you at
however we have been unsuccessful. We ragret the problem your vehicle has experienced and appreciate the time and effort you took to bringing this matter to our
attention. Comments like yours are we have to leam of problems and opporilunities desired by customers.

Given the many variables involved, we are unable tc diagnose your vehicle’s problem via email. We recommend contacting your authorized dealership to arrange an

appointment for proper diagnosis and re|
if you require further assistance from i rlease contact us and we will be happy to assist you in resolving your vehicle concerns. You may contact us back by calling

Customer Assistance at







New Customer Assistance Inquiry Record (CAIR

[vin | | Model Year |\Brand
|Body 1 || Vehicle CREW CAB 4X4 [
[Customer Provided VIN | | Line of Business |cAC | Customer Assistance Center |

|Batch Case information | |

EOpen Date |camr Type '\Begular S;T‘i?alus Closed [
|Close Date HOrigin | Telephone §.’Reason [ New problem !
|Mileage || Market \u J. anguage - i
[Contact Emaii Contact Phone ] | Contact Mobile | |
[Caller Adaress | Source Customer !
City/State/Country/Zip 1- \ - |
— T |
[Customer Address |

|City/State/Country/Zip | j | ;

| BROWNING DODGE CHRYSLER JEEP RAM Dealer Phone |_

[Deater i
|

|Dealer Address 1
| g Il B |
[Deater Zone | - ] || Service District | M J
[Subject | Customer trailer brake is not working :
[Synopn't |
[Customer Anomaly Brakes f
Waming Light Anomaly |
Contact Reason I- | Technical Issue With Vehicle iCusmmefAnomaly l 2 | Brake Warning Light |
[R;ﬁ Code | After Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
o4/ Open
[04/c9/2017 NN Closed
09/29/20 Closed

Initial Description

Corporate Survey By-Pass No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis
Product, Brakes, Unknown, Other,Unknown, Brakes- Inquiry.Customer traller brake Is not working

Case Comments

Date Comment

Briefly summarize why the customer is contacting - custorner was transferrad from U connect Brandy Trailer brake is not
working. Agent offered to find the nearest customer declined Agent asked support and was told to Advise to take it 1o -we will
R | :cc o nda !( in his area but customer was not willing to provide any information and then Customer hang up and said uyou can

not help me as You can not provide technical support Briefly summarize whal the custormer is expecting: technical support as the trailer
brake was not working




New Customer Assistance Inquiry Record (CAIR)

[ViN | |[Modet Year ||Brand & =3

|Body | |[Venicre |
[Customer Provided VIN| | Line of Business |cac | Customer Assistance Center |
Batch Case \
Information ‘
Open Date - ];CA!R Type Regular i[ms Closed j
[Close Date ||Origin Telephone |Reason New problem |
|Mifeage | 511 Miles || Market |u |Language v - g
Contact Email | | |Contact Phone l || Contact Mobife l [
[Cailer Address | || Source Customer |

|City/State/Country/Zip ]_ — ‘. |
Customer —

Customer Address
City/State/Country/Zip i

i 1}

i e = =
| . oo
|peater Address | |

|

1D | | - |
[peater Zone | west | Sales Disvict | \|Service istrict | F '

[Subject customer seeking information about Hiil Descent Control @
Synopsis -i)mer sgek:g information abodtTﬁe downhill descent feature. Agent advised customer as per*OKA pages _ ‘
|Customer Anornaly |; |
|Contact Reason |l | Launch Of New Vehicle Information ||Customer Anomaly | !
|Resson Code ] Sales - Information & Assistance raquests - Marketing - Vehicle commercial info - Product launch !

Case Status History

Create Date Status
04/ Open
- — Closed
0972920 Closed

Initial Description

Corporate.Survey By-Pass, No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis
Corporate,Product Information, Default, Default. Default Request for Product Information,customer seeking information about Hill Descent Control

Case Comments

Date Comment
- An order for printed owner materials has been placed with our fulfillment house The following items have been selected: Owner's Manual

Diesel Supplement Diesel Warranty Uconnect

Briefly summarize why the customer is contacting Customer seeking information about the downhill descent feature, Customer
would also like to know if they can add the date on radio or EVIC system. Customer is also curious what the OFF light with squiggles
would be for between the TOW/HAUL option and HILL DESCENT CONTROL. Bneﬂi summarize whal the customer is expecting: Above

information ***AGENT ADVISED*"** Agent advised customer as per OM pages | Agent advised customer there is no
way to add date on this radio. Agent advised customer we couldn?t find anylhing specific about that light in OM, but it sounds like ABS
brakes, but advised customer to take it ta -for further clarification.




New Customer Assistance Inquiry Record (CAIR)
[vin | |Madel Year

[Body | | vehicle | RAM

[Customer Provided ViN| |[Line of Business | - | Customer Assistance Center !
[Batch Case information| l
|Open Date | | caIR Type | Regular | status Closed I
|Close Date ] i;Origin | Telephone || Reason | New problem |
[Miteage Bl |Market |u |Language - i
|Contact Emaii | | Contact Phone | | Contact Mabite |
[Caller Address | [Source | Customer !
[City/State/Country/Zip | ‘. = - !

cucs | I |

[Customer Address | |

[City/Stata/Country/Zip | \ \
e | | N (v M
[Dealer Address | ;
, ) , LI | . |
[Deater Zone | Southwest | Sales District | | Service District| R i
[Subject | sensers ;
|Synopsis Sent to |
[Customer Anomaly | Brakes .
Warning Light Anomaly :
Contact Reason l- | Technical Issue With Vehicle |Customer Anomaly| 2 ‘ Brake Warning Light|
[R&E&Cﬁde ] After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
By ] Open
- = Closed
09/29/20 Closed

Initial Description
I oot Brakes Anti-Lock Brake System ABS Lamp On/Flashing,Default ABS Lamp On/Flashing Sensors

Case Comments

Date Comment

Briefly summarize why the customer is contacting H;Ciustomer called because it seems to not give a beep with the front sensors
_ but does with the back ones and was wondering what to do about it Briefly summarize what the customer is expecting: Working crash
sensors Agent advised: Recommend going to R to get a diagnosis

- Edit to - because il is a -and still way under warranty this should be covered as long as it is not an outside influence.




New Customer Assistance Inquiry Record (CAIR)

VIN |
Body |
[Customer Provided VIN |

|| stodet Year
|| Vehicte
| Line of Business

Customer Assistance Center I

EOpeu Date
|Close Date
‘Mileage

|Contact Email
|Caller Address

I Customer
[Customer Address ]

[cair Type | Reguiar |Status | Closed
|| Origin J Telephone {Reason New problem

|| Market Ju [Language | -

Confact Phone | |Contact Mobite

|City/State/Country/Zip |

|Dealer
|Dealer Address

ibEalér-

|Dealer Phone | - w

oeersizz (|
[Service District| H [

|Subject | /AWD cortrol response is not reliable 1
|Synoptit | Survey By Pass - No Diagnasis |
[Customer Anomaly | Gears & Transmission

Automatic Gearbox

|Contact Reason ] | Teshnical Issue With Vehicle ||Cusfomer Anomaly Il | Automnatic Gearbox issue |
[Resson Code | Ater Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
es/c220 Open
o0s/04/20 Closed
[0o729720 R Closed

Initial Description

Case Comments

Corporate Survey By-Pass, No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis

Corporate Product Suggestions Other, Default,Defaull Product Suggestions - Other, Tow haul should not reset when trailer Is stil attached
Corparate, Product Suggsstions Elactrical Default,Default, Product Suggestions - Electrical cruice shiould not eliminate adornater

Corporate, Outbound Survey Foliow-Up Continuous Quality Insight, Default, Continuous Quality Insight,Confinuous Quality Insight

Product,Brakes Anti-Lock Brake System,ABS Lamp On/Flashing,Default ABS Lamp On/Flashing,ABS light flashing downhill

Product, Transmission / Transaxle,Unknown, Improper Shifl, Default, Transmission / Transaxle - Improper Shifl. /AWD control response is not reliable

Comment

VIN

not adequately

CQI Survey Record Received - DATE :

Survey Number mQuality Survey ID Number: -Survey Date :
Complete 17 : CQI Commente aul mode h

Email or Phone: Yes Customer?s Preferred Method of Contact: Yes, by phone or e-mail Preferred call back
Preferred Email address: Mileage Updated? Yes - Dealer code;

Summarize Customer concern: / control response is not reliable, Hand brake/parking brake does
old vehicle .odometer

=** QUTBOUND CUSTOMER CONTACT { — =% Gustomer has not had a chance 1o take to DLR as far asF issue DLR
states it needs time to mess and the more you use the easier it will get. Customer is geing to monitor but did want noted. Customer has
hurt his back and had had ABS light come on when towing and going down hill but DLR naot able to duplicate. When customer get back
on feet he is going to take trailer as well and have DLR lcok at.

Status update provided via email to the following email address: F Thanks for taking the time to speak with me
about your survey concerns. If you require further assistance from . please contact us and we will be ha to assist you in
resolving your vehicle concerns, You may contact us back by calling RAM Customer Assistance at ﬂ Thanks for choasing
RAM! End of Status Update

Email(s)
Date - Subject Thanks for taking the time to speak with me about
From To |sent batertime

RAM Customer Assistance at
Thanks for choosing RAM!

Thanks for taking the time to speak with me about your survey concerns.
if you reguire furlher assistance from RAM, i)lease contaci us and we will be happy to assist you in resolving your vehicle concerns. You may contact us back by calling




\New Customer Assistance inquiry Record (CAIR

[viN || |[Modet Year | Brand RAM |
Body | [Vehicte | Rat [l crew caB axa i
5:’,:'0’"&’ i ; Line of Business CAC ’ Customer Assistance Center ‘
\Batch Case l
Information

[Open Date ||cair Type | Regular ||Status | Closed 1
|Close Date || Origin | Chat ||Reason New problem |
iMileage | [Market l U ] |Language English [
|Contact Emaii ||Contact Phane | ||Contact Mobite | I
(Caller Address | Saurce Customer |
iCity/Sta(e/Country/Zip ‘ ==
|Customer |
Customer Address |
City/State/Country/Zip | } \ i
Dealer |

|Dealer Address |

W e
|

| VA | 20111 2220
|| Sales District | |[Service District | P

| Gustomer seeking information on operation of vehicle Agent provided infarmation found in manuals and referred customer (o)
DLR for assistance with reset Customer disconnected before any further assistance could be provided

|Customer Anomaly | |
!COM&C! Reason - ;gguigr pany Contactinfo |l e mep Anomaly ’
|Reason Code 1- Informaticn & Assistance requests - Corporate - Corperate - Contacts i
Case Status History
Create Date Status

os/ I Open
N Closed
0972920 I Closed

Initial Description

Corporate, Survey By-Pass,No Response / Unzable To Reach,Default, Default No Response [ Unable To Reach,No Response f Unable To Reach
Corporate,Product Information,Default, Default, Default Request for Product Information, Request for Product Information
Corporate,Chat, Information.Default. Default Chat - Information,

Case Comments

Date Comment

Trailer Brake Status Indicator Light This light indicates the trailer electrical connection status. If no electrical connection is detecied after
the ignition is tumed on, pushing the GAIN adjustment button or sliding the manual brake control lever will display the GAIN setting for
10 secords and the “Trailer Brake Stalus Indicator Light” will not be displayed. If a fault is detected in the trailer wiring or the Integrated
Trailer Brake F(ITBM), the “Trailer Brake Status Indicator Light™ will flash. GAIN Adjustment Buttons (+/-) Pushing these butlons
will adjust the Drake control power output to the trailer brakes inF The GAIN setting can be increased to @ maximum of 10
or decreased to a minimum of 0 {no trailer braking). GAIN The setting Is used to set the trailer brake control for the specific towing
condition and should be changed as towing conditions change. Changes to towing conditions include trailer load, vehicle load, road
conditions and weather. Adjusting GAIN NOTE: This should only be perormed in a traffic free anvironment at speeds of—

. 1. Make sure the trailer brekes are in good working condition, functioning normally and properly adjusted. See
your trailer dealer if necsssary. 2. Hook up the trailer and make the elecirical connections acceording to the trailer manufacturer's
. instructions. 3. When a trailer with electric/EOH brakes is plugged in, the trailer connected message should appear in the instrument

cluster display (if the connection is not recognized by the ITBM, braking functions will not be available), the GAIN setling will illuminate
and the correct type of trailer must be selected from the instrument cluster display options. 4. Push the UP or DOWN buiton on the
steering wheel until “TRAILER TOW” 2ppears on the screen. 5. Push the RIGHT amrow on the steering wheel to enter “TRAILER TOW".
6. Push the UP or DOWN buttons until the Trailer Brake Type appears on the screen. 7. Push the RIGHT arrow and then push the UP or
DOWN buttons until the proper Trailer Brake Type appears on the screen. 8. In a traffic-free environment, tow the trailer on a dry, level
surface at a speed of 20-25 mph (30-40 km/h) and squesze the manual brake control lever completely. 8. If the trailer wheels lockup
(indicated by squealing tires), reduce the GAIN setting; if the trailer wheels turn freely, increase the GAIN setling. Repeat steps 8 and 8

until the GAIN setting is at a point just below trailer wheel lockup. If towing a heavier trailer, trailer wheel lockup may not be attainable
even with the maximum GAIN setting of 10. (and #RAI\HOM (and well you
found the section on gain which | never could... thanks for finding thal. Not sure why T missed it. | its not & problem {and

: | hate to quit this chat and start another if | can't find the edit function... want to held/handie a2 wh







New Customer Assistance Inquiry Record (CAIR

[vin | (e
[Body | [Vehicle ;
[Customer Provided I . ‘ .
vIN ul 7 Line of Business ! ’ Customer Assistance Center |
grBalch Case ’
[Information
|Open Date {CAIR Type | Regular | Status Closed [
[Close Date |Origin Telephone | Reason New problem '
‘;rMileage |Market 9] [ Language ] - |
[Contact Email 'Contact Phone | | Contact Mabite | j
[Caller Address | Source Customer |
|City/State/Country/Zip J |
[Customer |  SEEEG |
Customer Address | |
City/State/Country/Zip | ; | w |
ouser | N o
|Dealer Address | [
Wi | 54665 1149 1- |

Dealer Zone | - |'Service District| |
|Subject Brakes- Inquiry

What was the customer's concern? issue with trailer brakes What steps did yau take to handle the concern? referred to
Synopsis dealership for a diagnosis. What was the final result of the customer's concern, was it resolved? customer will bring vehicle |

and trailer |

|Customer Anomaly | Brakes
Warning Light Anomaly

| Technical Issue With ?Et;mmer i Brake Warning
pomsomor NN | Veicle \Anomaly > |Light
[Reason Code I ARer Sales - Complaint - Product - Vehicle concemn - Additional details
Case Status History
Create Date Status
g Open
o5/ I Closed
oo/29/20 Closed

Initial Description

Case Comments

Corporate, Survey By-Pass.No Diagnosis,Default, Default, Survey By Pass - No Diagnosis.Survey By Pass - No Diagnosis
Product,Brakes, Unknown, Other Unknown_ Brakes- Inquiry. Brakes- Inquiry

Date

Comment

Customer calling due to an issue with the trailer brakes. Advis
Agent contacted dealership and spoke to Dealer Code:

ed to bring the vehicle in for a diagnosis. Has been to dealership already.
” Dealer Name :M
ay be an issue with the frailer. Customer will bring the vehicle an

Phone : m vehicle works with a trailer at the dealership.
his trailer fo the dealership for them to do a diagnosis

Sent to team lead for survey by-pass due fo no diagnosis and

under warranty.




New Customer Assistance Inquiry Record (CAIR)

VIN | [Model Year =

[Body | |Vehicle

[Customer Provided VIN| [Line of Business | Customer Assistance Center

|Batch Case

{infarmation | & e -

apen—Da_re 4 TCI_UR Type 0] Regular T |Status i Closed

[Close Date |Origin Telephone |Reason _|New problem

Mileage ] |Market | ) |Language i -

|Contact Emaii I | |Contact Phone ] |Contact Mobife )

[Caller Adaress it e o fSoun:e Custorner |

[city/State/Country/Zip n*\-

Customer Address

|City/State/Country/Zip | )

uer . | T T

|Dealer Address _ f - |
BN 2 .

IDealer Zone ‘ L

:rSubjecfi — ‘I unresolved check engine light

|Syrnopsis | Customer states vehicle is running fine now. OK to close case at this time.

|Customer Anomaly | Engine

Woarning Light MIL

iConract Reason ‘ - cii?(l::lec.al Issue With 2:?;:::( ‘ . i (C))'rl'oeck engine light is
[Reason Code | Afer Sales - Complaint - Produdt - Vehicle concem - Additional details
Case Status History
Create Date Status

o5/ I Ogen

oo/ I Closed

og/29.20 Closed

Initial Description

Product, Unknown, Unknown No Start, Default,Product will not Start, intermittent no start
Product, Engine, Unknown, Check Engine Lamp On/Flashing,Default.Check Engine Lamp On/Flashing,unresolved check engine light

Case Comments

Date Comment

Briefly summarize why the custormer is contactling Customer stated she has had concerns with a chack engine light. Customer
stated that her son, _ took it to another in WY but they told him it was fine to drive with the check engine light on.

Customer stated that her son got into the truck and it would not start. Customer advised that he waited for Roadside Assistance but
eveniually got it starled. Customer stated that the vehicle is currently at
diagnosed. Briefly summarize what the customer is expecting: To have vehicle replaced and a rental Agent advised that goal is
to repair the vehicle and offered to assist with repairs and a rental. Customer accepted at this time. Agent contacted g
advised that the technician Is currently working on the truck and no updates or not known how long it will stay at the | - Customer
was advised that dus to the nature of their rental request a call back is required and will take place bi close of business Preferred

Morning/Midday call back number is Preferred Afternoon/Evening call back number is Customer email
address for case updates: Reassigned 1o

*"**DEALER CONTACT"*** Agent called and spoke with in service who
advised that the vehicle jusi came in but they have not been able to diagnosis it yet. Agent advised that she was a and would
authorize rental and would send the file to CM for further assistance / follow up. . asked agent to email

Status update provided via email to the following email address: m As discussed, | have approved (2
days rental for _and will be forwarding the file to or further assistancesollow up. File _I .#

1anks for getting her sef up with a rental. & Resolution. End of Status Update

Value Updaied"‘"‘“‘“"""""’**""* Estimated

Amount: . Provided By: ﬁvs Authorized: 2

**CUSTOMER CONTACT"*"* Agent called and customer is very upset because the vehicle stopped
working on her son while he was driving it. It is not the 1at they have had to take the vehicle to the dealership with issues and
they keep telling them that it is safe to drive. Agent agreed that this would be very frustrating. Agent advised she would like to send the
file to our Senior CM team for further follow up/assistance. Customer states that everyday that the vehicle is down her son is losing work

needed o pay for the vehicle. Customer seeking assistance with: Vehicle cuts off while driving. Customer exiectxni: Issue resolved /

rental/ and possible replacement. Agent advised will escalate to case manager. Follow up will occur within by COB

customer time. Preferred phone number: Earliast call time: 9 Latest call time: 9 Updates via text: Yes Updates via email:
Yes Vehicle location: Dealership Date and Time of Appointment, N/A Confirmed appointment with:
Authorized by: -authorized rental through email/DM notes. start date:

Customer in rental: Yes







o
=
3

Comment

Writer atlempted to email contact information to custecmer at IMessage advised email address is invalid.
Writer contacted customer who advised to use his also came up with same message for invalid email

address.

Writer contacted . Spoke with F SA advised vehicle has been repaired and he will be calling customer for pick up. Writer
inquired as to what furnad out to be the problem. SA advised they checked a lot of things and he is still writing everything up. SA will
contact writer o advise and also to advise when customer was put into rental.

Writer contacted customer. Advised vehicle is ready to go. Customer advised that her son just took the rental vehicle to go te work in
| Customer states she will wait for a call from Customer advised they have been in rental since - Writer advised will
ollow up

Writer contacted SA advised that customer has picked up vehicle. SA also advised that customer's son still has the rental vehicle
and customer has been advised that they will be responsible for rental after -which is when the vehicle was completed and ready
for pick up. Was the customer in a rental? Yes, as of Did the cusiomer have a co-pay? No, Under Warranty What is the
RO #? [l Doss the SM have the CAIR #?i Review and Confirm the DM Noles with the SM while on the phore. Does the
SM have everything needed fram Customer Care to process the claim? Yes Mileage: Unknown

@_G requested to speak 1o Case Speciallst . transferred to

RERARER T *Rental Value Updaied™ ™ *™** *** Estimated Rental Amount:

Provided By: Dealer Days Authorized:l

Customer called in. Advised she picked up vehicle on-and returned rental on Writer advised of

close and survey.

CLOSED LOOP UPDATE - customer contacted -to confirm repairs. All of the customer's concerns as documented in the reason
codes have been addressed with the customer.

UL R

F or a total of Also advised DM notes are on the case.

I cailed in. W confirm what is showing on rental. Writer advised we are showing [JJfcoverea oy =" - |

Email(s)

Date Subject ASAP call back request
From To |Sent Date/Time [05/25/2017 23:50 PM

ASAP call back request.




\New Customer Assistance Inquiry Record (CAIR)#

[viN | Model Year | _ |[Brang

Body Vehicle | j ,
[Customer Provided ViN | | Line of Business | Customer Assistance Center ‘
|Batch Case information | ‘
|Open Date | || CAIR Type | Regular Status Closed '\
|Close Date i |[Crigin | Letter fkeason | New probiem I
|Mileage | |[Market Ju lLanguage - ‘
[Contact Emaii i | |[Contact Phone | |Contact Mobile | .
[Caller Address I Source | Customer {
City/State/Country/Zip | r ‘ | - j
| :
[Customer Address | |

City/State/Country/Zip | 1

| [
et | TS .
[Deater Address | e |
=ae - = n B (E—
Dealer Zone | | Sales District | Service District | Q <
[Subject | brake hamess ;
|Synopsit DLR provided GW for parts not covered _J
|Customer Anomaly Brakes |
Warning Light Ancmaly |
Contact Reason | | Technical Issue With Vehicle iICuswmerAnomaly 2 Brake Warning Light |
[Resson Code | Atter Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
0572220 I Open
057252017 [ Closed
- E —| Reopen
06/02/2017 NN Closed
09/29/2013 | NEGN Closed

Initial Description

Dealer,By-Pass,Default, Default, Default Close Loop Exception Reason Code,Close Loop Exception Reason Code
-Dealer,By-Pass,Default, Default, Default Close Loop Exception Reason Code Close Loop Exception Reason Code
Corporate Default, Default, Default
Corporate Default,Default, Default,
Product, Electrical, Power Windows, Other, Unknown,Power Window - Inquiry, Power Window - Inguiry
Product, Electrical Power Windows, Other,Unknown, Power Window - Inquiry. Power Window - Inquiry
Product,Brakes,Unknown, Other,Unknown.Brakes- Inquiry.brake harness

Product, Brakes, Unknown, Other, Unknown Brakes- Inquiry,brake harness

Case Comments

Date Comment

Briefly summarize why the customer is contactingd- Customer states that dealer is refusing to do warranty work on vehicle
Previously has had brake harmess and power window switch replaced at dealer and now a year later requires same repairs but
dealer will not cover. Briefty summarize what the customer is expecting: mopar parts unlimited miles "Agent called dealer spoke
with SA - !advised parts should be covered under MOPAR however would have to call back and speak with for
information on why its not being covered. Reason for Dealer Contact: unavailable need to know why parts not coverad under
mopar Dealer Code: Dealer Personnel Required: FCustomer.s Preferred Method of Contact: — Customer
Phone Number (Moming): Customer Phone Number (Evening): - Customer Email address: nfa Reason for assigning 1o
Resolution Team: Unable to get ahold of SA Assigned to
"***DEALER CONTACT"**** Agent contacted
receptionist in service who indicated that SA Mark is currently not available and to contact bac
*CUSTOMER CONTACT ™~ Agent contacted Customer was unaware he had a case open

I o vvever noted that he will be bringing his vehicle in rep was there and approved coverage

and spoke with the

under warranty. Agent advised she would follow up

****DEALER CONTACT™*** Agent contacted
for I =nd disconnected.

and waited on hold for

””” DEALER CONTACT***** Agent contacted and spoke with SA
whao verified that they provided GW on the part as It was out of basic warranty. noted that vehicle has been repaired and
picked up.

*++-CUSTOMER CONTACT***** Agent cantacted ||| ~o: veiifed hat his vehicle has been

repaired and so far working fine.

POSTMARK DATE-; DATE RECEIVED: -







New Customer Assistance Inquiry Record (CAIR)

vin | [Model Year Brand =
|Body | |[Vehicte |
7 " ‘ ]
%atﬁwmer Froving |Line of Business ! | Customer Assistance Center .
- . i
|Batch Case l
{information .
|Open Date ‘ICAIR Type ] Regular Iisral‘us | Closed [
|Close Date || Origin | Uconneet |Reason New problem ;
iMileage ‘]Market I 8] ||Language i 7i
|Contact Email ||Contact Phone | | Contact Mobite | Z
\Caller Address ||Source Customer |
|City/State/Country/Zip *‘ -
curoner ) I |
\Customer Address
[City/State/Country/Zip \
|Deafer |Deater Phone_| - |
|Dealer Address I i
> | |
|Dealer Zone |Sales District | ||Service District| F
fs?b;ecf Itraiie{ not connected message.
g % customer states trailer brakes not werking message Agent advised customer to contact dealer Customer needs to get [
Ynopsis dia A
gnosis
|Customer Anomaly | Brakes
Warning Light Anomaly |
i
Contact Reason Brake Warning Light |
[Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details |
Case Status History
Create Date Status
05/24:20 [ N Open
05/24/2017 [N Closed
0g/28/20 I Closed

Initial Description

Product,Brakes, Unknown, Other,Unknown Brakes- Inquiry.traifer not connected message.

-Corporate,Survey By-Pass No Diagnosis, Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis

Case Comments

Date

Comment

The customer contacted “because they get a trailer brake not connected message and would like to know what it would be for as
_ it appears they have trailer brakes. They are hooked up with hydraulic brakes. The custormer expects to have the trailer brakes working.
The agent advised the customer to bring the vehicle to the dealership to get a diagnosis on the trailer brake issue.




‘New Customer Assistance inquiry Record (CAIR)

vin ] IModel Year ||\Brand |

|Body | |IVenicte || |

[Customer Provided I : ‘ ;

vin lLlne of Business ! | Customer Assistance Center }

|Batch Case '

{information

|Open Date lcar Type [ Regular ||Status Closed |

|Cinse Date :fOrigin Telephaone | Reason New probiem .

[Miteage ||Market u [Language - i
[Contact Phone | |\ Contact Mobile |

|Contact Email ]
\Calter Address |

|City/State/Country/Zip l-

||Source Customer |
J |

cuoner | |
|Customer Address :
[City/State/Country/Zip \ | | ‘
|Dealer Address ] . i
|Deater Zone | |Sales District j ||Service District] 8 [
|Subject | trailer brake light is on 1
N nYie Customner called in with trailer brake light issue. Agent laoked up the same informatior: customer had in the owners manual. |
yoon Customer stated he was going te the iR to have issue address !
|Customer Anomaly | Elsctronics ‘
Gear Electronics |

Contact Reason l\Tfecl_mical lssue With !:Cusromer ele transmission shifling
| Vehicle | Anomaly |

[Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details

Case Status History

Create Date Status
(05729720 Open
0572072017 I Closed
09/29/2018 | INEGNN Closed

Initial Description

-Product,E!ectricai,Unknown.Other. Default,Electrical nguiry,trailer brake lightis on

Case Comments

Date Comment

Briefly summarize why the customer is contacﬁngF Customer called in stating his frailer brake light was on . Agent looked up the
_ information in the owners manual . Customer stated he would go the iR to have issue addressed. Briefly summarize what the
customer is expecting: Customer is seeking information on his dash lights.










New Customer Assistance Inquiry Record (CAIR)

(ViN | Model Year ||Brangd 1
|Body | | Vehicie |
[Customer Provided VIN | | Line of Business |cAC | Customer Assistance Center |
[Batch Case information | |
|Open Date | |caR Type | Reguilar || Status | Closed [
|Close Date | \\Origin | Telephone |Reason New prablem |
Mileage ] || Market |u };Languag! | - [
[Contact Emaii ] |Contact Pfone ] || Contact Mobite | !
(Caller Address | | Source | Customer !
City/State/Country/Zip | | B | !
|Cestomer |
[Customer Address )
[City/State/Country/Zip | J | i
Dealer ] | MIG CHRYSLER DODGE JEEP RAM (Deater Prone | [ |
[Dealer Address | !

s I | I N |
[Deater 2one | | Sates District ] || Service District | Q ,
[Subject | vehicle shudders when brakes are applied |
[Synoptit |
[Customer Anomaly Brakes !

Wamning Light Anomaly |

[Contact Reason I | Technical lssue With Vehicle | Customer Anomaly l 2 | Brake Warning Light |
[Resson Code | Aer Sales - Complaint - Product - Vehicie concem - Additiona details

Case Status History

Create Date Status

oo/ I Open
oo/ I Closed
09/29/20 Closed

Initial Description

Corporate Survey By-Pass,No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - Ne Diagnosis
Product, Brakes, Anti-Lock Brake System, ABS Lamp On/Flashing Defaull ABS Lamp On/Flashing, vehicle shudders when brakes are applied

Case Comments

Date Comment
Customer seeking to know why the vehicle seems to shudder and jump when the brakes are applied with or without towing a trailer,
= x| custemer states that he took the vehicle to the sellin but was advised that they could not duplicate the issue, Agent advised the
customer 1o set up an appointment with a local as the customer was unable tc at the time of the call due to lowing a horse traller,
customer will call back to have the information sent to a CM for unatle to duplicate unresolved issue. SBP - No diagnosis




New Customer Assistance Inquiry Record (CAIR)#

[vin | ([Model Year Brandg |
Body | | Vehicte | RAM - i
i |
Slu’:lomer Fromee ‘]Line of Business ‘ Customer Assistance Center \
}Batch Case ’
\fmformation
|Open Date | |[caIR Type | Regutar | Status Closed .
|Close Date | |[Origin Telephone |Reason New problem .
iMi!eage | | Market U iiLanguage - [
|Contact Email | ||Contact Prone | |\Contact Mobile |
(Caller Address |Source Customer |
ECil‘y/Stafe/Counrry/ZJp l |
[Customer |
|Customer Address |
[City/State/Country/Zip ' J‘
| T % _
[ T e |
ddress d
| kL |
{|Sates District | | Service District | F
[Subject | trailer break not connected in instrumen panel
| Customer inquiry and how to adjust trailer brakes plus and minus needs to adjust advised strong use plus symbol and 1
Synopsis negative if too strong and causing to skid . Alse getting break not connected showing in instrument panel | Offered to contact |
B

|Customer Anomaly | Brakes !
Warning Light Anomaly |

Gontact Reason o] | yoprical lssueWilh | customer Anomaty (e
] |

[Reuon Code | After Sales - Complaint - Product - Vehicle concern - Additional details |

Case Status History

‘ Create Date Status
06/08/2017 INNEGIGGING Open

06/08/2017 | I Closed

09/29/2018 | NNEGNE Closed

Initial Description

-F’roduct,Brakes.Unknown,O(hchnknown.Brakes- Inquiry,, trailer break not connected in instrumen panel

Case Comments

Date Comment

Briefly summarize why the customer is contacting | Custorner inquiry and how to adjust trailer brakes Briefly summarize what the

custemer is expecting: assistance **agent advised Customer inquiry and how to adjust treiler brakes plus and minus needs to adjust

- advised strong use plus symbol and negative if too strong and causing to skid . Also getling break not connected showing in instrument
panel and needs t access trailer brake to make sure is on . Offered to contact .and declined ., customer stated they will call . Also

advised if its the trailer brake module would need to go to the dealer. if its the connectivity (him hooking it up/plugging it in) then there is

nothing we can do, its not In the owners manual will go to dir .




\New Customer Assistance inquiry Record (CAIR)

[vin | ||Mode! Year DODGE

|Body || Vehicle

[Customer Provided VIN | ||Line of Business __ |CAC Customer Assistance Center |

[Batch Case information ‘

|Open Date i[CA!R Type | Reguitar [Status | Closed

|Close Date || Origrin | Telephone | |Reason l New problem |

|Mileage | Market |u \Language | -

|Contact Emaii | |Contact Phone | [Contact Mobile | .

[Caller Address Saurce | Customer |

\City/State/Country/Zip \ . ‘

|Cuslbmer |

[Customer Address |

[City/Stata/CountryZip | &

|Dealer | |Dealer Phone | 7&}_1-7.

[Dealer Address | i
— |

IDealer Zone | ||Sales District \Service District | Y

|Subject | Continuous Quality Insight ]

;Synop:is —l CQl survey - no response |

[customer Anomaly ] ;

|Contact Reason |- | Existing Case Open  |[Customer Anomaly |

[Reason Code IAﬁer Sales - information & Assistance requests - Customer Care - No furiher aclion needed - Closed 1

Case Status History

Create Date Status
ey | Open
06/20/20 N Closed
nar29:20 N Closed

Initial Description

Corporate Survey By-Pass No Response / Unable To Reach Default,Default No Response | Unable To Reach,Nc Response / Unable Te Reach
Corporate, Outbound.Survey Follow-Up.Continuous Quality Insight, Default,Continuous Quality Insight.Continuous Quality Insight

Case Comments

Comment

CQJ Survey Record Received - DATE - Survey Number - _ Quality Survey 1D Number:
VIN Complete 17 : CQI Comments : \tpms system recalibration
Oid Customer specify Email or Phone: (Yes/No) Yes Customer?s Preferred Method of Contact: phone or email Preferred call back
number is: Preferred Email address Mileage Updated? (Yes/No) No Dealer code:
Summarize Customer concern. Speakers are not loud enough; Brakes do not have
enough stopping power, brake pedal requires too much effort; Steering wheel vibrates excessively while driving; Other (tire pressure
monlioring system, not everyone wants run tires that requires now I'm with struck a dash light on and code because I'm running
on the new tires. Dealer unwilling to recalibrate, unacceptable)
*** CUSTOMER CONTACT - Unable to leave a message on customer?s voicemail on ﬁ

with any questions or concerns they may have regarding the survey. Phone

I - [ o customer to call back (0
= — 5

Survey Date -

line cpened, silence and then disconnected
CUSTOMER CONTACT -
customer to call back to
Slalus update provided via email to the following email address|
on a survey that you recently completed. | have aitempted to contact you at however we have been unsuccessful. We
regret the problem your vehicle has experienced and appreciate the lime and effort you took to bringing this matter to our attention,
Comments like yours are we have to leam of problems and opportunities desired by customers. Given the many variables
involved, we are unable to diagnose your vehicle's problem via email. We recommend contacting your authorized dealership to arrange
an appointment for proper diagnosis and repair. If you require further assistance from

| please contact us and we will be happy to
assist you in resolving your vehicle concems. You may contact us back by calling ustomer Assistance at _p End of
Status Update

Left message on customer?s voicemail on
with any questions or concerns they may have regarding the survey
My name is and | am following up

Email(s)
Date Subject My name is - and | am following up on a surve
From To |Sent Date/Time







\New Customer Assistance inquiry Record (CAIR)

viN | | ||Model Year RAN ‘
[Body | | venicle | RAM LONGHORN 4x4 l
[Customer Provided VIN | \Line of Business ] - | Customer Assistance Center !
[Batch Case information | ‘
|Open Date ] | CAIR Type 1 Regular \ Status ] Closed [
|Close Date | ||Origin | Telephone | Reasan | New prooiem '
|Mileage ] | Market |u |tanguage -

|Contact Email | |Contact Phone | [Contact Mobite | ‘
[Caller Adadress | | Source Customer !
[City/State/Country/Zip | = -
| |
[Customer Address | |
[city/State/CountryZip | | |

|Deater | \\Dealer Phone | -

[Deater Address

[ TN —

|Deater Zone | west -T District | ||Service District | 9
ISubjoct ] not enough stopping power |
|Synoptit cqi clesing cair direcled to dealership |
|customar Anomaly Brakes Y|

Warning Light Anomaly |
Contact Reason 7- Technical lssue With Vehicle |[Customer Anomaly ] 2 . Brake Warning Light |
[Reason Code | Atter - Complaint - Produst - Vehicle concern - Additional details ;

Case Status History
Create Date Status

oo/ I Open
06/26/2017 | NN Closed
09/29/20 Closed

Initial Description

Corporate Survey By-Pass No Diagnosis,Default, Default, Survey By Pass - No Diagnosis,Survey By Pass - No Diagnosis

Case Com

Corporate, Outbound,Survey Follow-Up Continuous Quality Insight,Default, Continuous Quality insight,Continuous Quality Insight
Praduct,Brakes, Unknown, Other,Unknown,Brakes- Inquiry,not encugh stopping power

ments

Date

Comment

CQI Survey Record Received - DATE : Survey Number :

Quality Suryey ID Number: -Survey Date :
VIN Complete 17 . CQI Comme

Did Customer ask for call back? YES Did Customer sieai Email or Phone? NO Customer?s Preferred Method of Contact:

PHONE/EMAIL Preferred call back number i Preferred Email address|| Mileage Updated? YES
Summarize Customer conc rakes do not have enough stopping power; brake pedal requires too much effort.
“***CUSTOMER CONTACT: MR wr=*++ Agent unable to reach customer left
voicemail for call back ***+vvet

~cusTomer conTacT: M [ I I

=

Agent spoke to customer who states that he will be going to dealership for this concern. Customer states his wife just got back from a trip
and she feels the same regarding the brakes. Customer states that they love this ram as they ordered the vehicle exactly as they wanted
it, Agent will send to the customer the assistance line for future needs or concerns, *** e

Status update provided via email to the following email address: “ If you require further assistance from
please contact us and w to assist you in resolving your vehicie concerns. You may contact us back by calling

e will be ha
Customer Assistance alﬂand the next agent will be happy to assist you End of Status Update

Email(s)

Date Subject [If you require further assistance from - please
From 7o | |sent Date/Time |_

If you require

further assistance frum- please contact us and we will be happy to assist you in

and the next agent will be happy to assist you

resolvini iour vehicle concerns. You may contact us back by calling - Customer Assistance at




New Customer Assistance Inquiry Record (CAIR)

vIN | | Model Year ||Brand
|Body | ||Vehicte | RAM CREW CAB 4X4 !
[Customer Provided VIN | |[Line of Business l- | Customer Assistance Center |
[Batch Case information | l
fOpen Date | HCAIR Type ]Regular ||Status Closed '
|Close Date | |[origin | Telephone ||Reason | New problem |
|Mifaage | (| Market Ju |\ Language ] - :
[Contact Email | |[Contact Phone | |[Contact Mobile |
[Caller Address | |[Source Customer |
|City/State/Country/Zip | l | \ . '
[Customer | J=
[Customer Address ] |
[City/State/Country/Zip | | ‘ | |
et | = = et prore |
[Deater Address | ! |
| | lo77014832 || I
[Dealer Zone | west | Sales District ] | Service District | D I
|Subject | customer calling in regards to see status of truck at dealer :
iSynoptis | looking for status of vehicle call dealer resolved at this time |
[Customer Anomaly | |
|Contact Reason |- | Warranty Information Requost | Customer Anomaly | |
lReason Code | ARer Sales - Information & Assistance requests - Wamranty - Wamanty - General information ’

Case Status History

Create Date Status
06/22/2017 [ NEGN Open
o6/2220 Closed
00/29/2018 [ EEGEGEGN Closed

Initial Description

-Dealer_ServicelBody Shop,Personnel, Other,Unknown Service Persennel Inquiry.custorner calling in regards to see status of truck at dealer

Case Comments

Dats

Comment

Briefly summarize why the customer is contacting
I (- truck. Briefly summarize what the customer is expecting: to see if there fruck is being worked on yet **
called dealership to see what the status of the truck was they did inform agent that is was currently being worked on.

truck at dealer abs lights on dealership giving

a hard time over fixing
NT ADVISED **** agent




New Customer Assistance Inquiry Record (CAIR)

VIN | Modef Year v |Brand il

Body | Vehicle CAB 4X4 1

[ i |

i‘cllt::lomer Frovidet Line of Business Customer Assistance Center

|Batch Case =

linformation

|Open Date | cAIR Type | Regular | Status Closed

[Close Date |origin Fax |Reason | New prodlem

[Miteage | Market u |Language | -

; = L |contact

! ! |

ECu:mrewt Email Contact PHone “ Mobile ;

|Caller Address - iiSource Customer |

City/State/Country/Zip - | | | |

|Customer Address = e =

[city/State/CountryZip | | '

HUDSON ’
ok e . oo | . |
|Dealer Address |
!

I |

|Subject Doesn't operale properly

|Synopsis Repaired not satisfied provided NCDS info f

!rCustomer Anornaly Electronics ;
L =~ s |

Technical Issue With Customer iele fransmission shifting
[Reason Code | After Sates ~ Complaint - Produc - Vehicle concern - Additional details |

Case Status History

Create Date Status
06/23/20 Open
=] Closed
- [ Reopen
e — -] Closed
00/20/2018 [N Closed

Initial Description

Dealer,By-Pass,Default,Default Default Close Loop Exception Reason Code Close Loop Exception Reason Code

Corporate, Reimbursement,Default, Defauit, Default, Corporate - Reimbursement.Corporate - Reimbursement

Product,Electrical. Lamps and Switches, Intermittent or Inoperative, Default,Lamps and Switches - Intermitlent or Inoperative, There are other electrical
issues that the customer is experiencing
Product, Engine,Unknown, Check Engine Lamp On/Fiashing,Default, Check Engine Lamp On/Flashing,Check Engine Lamp On/Flashing

Product, Brakes, Unknown, Qther Unknown,Brakes- Inquiry, Traller brakes stopped woarking

Praduet, Electrical, Speece/Gauges/Ometer/EIC. Intermittent or Inoperative Defaull, Speedo/Gauges/Ometer/EIC - Intermitientinoperative Doesn't operale

propeny

Case Comments

Date Comment

Briefly summarize why the custormer is contacting because he's having reoccurring issues with the vehicle in which the
speedometer doesn't work, the engine check light is on, the trailer brakes doesn't work. and there's other electrical issues that's going on
with the vehicle. The customer states that the vehicle has already been to the in regards to these issues but they never get
resolved. Customer states that he's been losing customers and money due to the 1Ssues that he's experiencing with the vehicle,
Customer doesn't feel safe or comfortable driving the vehicle, in which he's about ready to turn over the vehicle to the
summarize what the customer is expecting: to received assistance and a resolution to the issues that he's been experiencing.
o Agent reviewed the customers information and found that the customer has been to the on multiple occasions in
regards to the issues that he's been experiencing. Agent contacted the

ﬁto schedule the customer with another appointment at the -but idn't receive a respanse. Agent informed the customer of the
situalion and suggested to contact ancther R but the customer wants to work with the *
-. Agent advised the customer that we won't be able to escalate his case to ! to receive a case specialist until he gets an

s

appointment at the - Customer stated that he will contact us back once he schedule's an appointment. Survey By Pass: No
Diagnosis







Date

Comment

Called the dealership talked to a SA and he said that they SA handling that case is out to lunch and will be back i_
minuets, and | would try then because he s really the only ] that knows about that vehicle,

Called the dealership - Spoke with SA -and he said that -is with another customear and he will have him call me back at my
direct line,

Called the dealership -: Spoke with SA and he said that his vehicle is back in and they are working with -tn see what is
going on with it Called the customer at | custemer stated that he is elbow deep right now can he call back in -

minuets and | advised sure thai would be fine,

Customer called back and qefor me to call him back at his direct line, Called the customer atm I explained that | spoke
with the dealership and what they told me, and he said yes they told him that too, | advised that we would have to wait and
see what is going on with the vehicle, and they are working with -and Wi the opportunity to repair the vehicle, and he
said that he is just tired of the game, but he will keep working with us, | advised that | will have his CM pj276 follow up

POSTMARK DATE: | DATE RECEIVED:
POSTMARK DAT . DATE RECEIVED:

Agent advised the mwlll be required to submit the original repalr order and proof of payment for
reimbursement consideration. Depending on the situation, they may be asked to provide additional documentaticn. Agent advised
custemer to fax supportng documents to or mail their supporling documents to: ﬁ_

. Reassigned to

User Comment by
o info<<

>>Made attempt to reach customer concerning case status but unable to

Status update provided via email to the following email address:

. User Comment by . >»Returned call to customer due to VM received customer states he picked
vehicle up ut IS not happy. Customer siates he now has an altered vehicle and not the vehicle ne paid “ he will be
geatting an allorney and pursuing lemon law. Customer states he no longer has any confidence in vehicle and Is very dissatisfied with this
whole process and wants vehicle replaced. Advised not being offered at this time. Customer inquired what were we going to do for him.
Advised that | can only discuss compensation if ha is satisfied with vehicle being repaired and he has already advised he is not.
Apoloigized that | am unable to assist with desired resolution at this time and provided <<

CAIR RE-OPENED AND FOLLOWING REASON CODE(S)} REMOVED Close Loop Exception Reason Code

L

caliing in re: reimbursement for rental vehicle provided {o custorner. Amount of reimbursement requested is.i‘l says they wil
ept a direct-to-dealer check from Reassigned to as per his instiuctions.

E calling in as they are still waiting for their reimbursement for the rentai. Agent advised that he does sae the case is in the right
ds and they will be getting to it soon. -thanked the agent for the information.

Review scheduled fo -

check requested for.for dealer .

[Dealership] has submitied request for reimbursement for (rental): Authorized by: Invoice # Date: Days: Amt. Per Day $ Tax §
Total Writer is submitting check for approval in the amount of

Briefly summarize why the customer is contacting is contacting as thay have bean waiting for a check
for rental that has not been paid yet. Briefly summarize what the customer is expecting: Agent advised customer that the check has been
sent and to allow for  to receive it. Customer advised that this was unacceptable and wants a supervisor.

was not informed about process. Agent informed that when processing for reimbursement we ask that you allow for
pto pracess. She was not satisfied with it taking this long ard would still like a supervisor call back. Customer has requested
pervisor callback Preferred daytime number: mext Preferred evening number: ext. Reascn for
request: because they are getting the same ans! has' appraved however they ha it C ssigned to:
(# CSR has informed customer a Supervisor callback request has been made, and the customer will receive a callback within -

{1) business day

RECEIVED REQUEST FOR STOP PAYMENT AS DEALER DID NOT RECEIVE THE CHECKK. | WILL EMAIL REQUEST TO
ACCOUNTS PAYABLE.

RECEIVED COPY OF CASHED CHECK FROM ACCOUNTS PAYABLE THE CHECK WAS CASHED ONJJl. ENDORSED WITH A
PAY TO THE ORDER OF EMPIRE FOR DEPOSIT ONL‘{F
PY TQ THE CAIR AN

CAIR TO SMM25 FOR HANDLING. _




New Customer Assistance Inquiry Record (CAIR)
VIN | 3 |IModei Year

[Body | |Vehicle
[Customer Provided VIN | ||Line of Business | cAaC Customer Assistance Center !
Batch Case Information |

:Open Date I CAIR Type ]Begular [Status Closed |
[Close Date ] Origin ] Telephone |Reason I New problem |
|Mileage | | Market Ju |Language | -

|Contact Email | ||Contact Phone | [Contact Mobilﬂ

[Caller Address | |[Source Customer |
[City/State/Country/Zip | . ‘
(Customer | |
[Customer Address |

[City/State/Country/Zip | | |

B BN B .

-Dism'ct ¥ [ 'Service District | B

[Deater Zone |

ous | N T
[Deater Address | i

[Subject I has been replaced |
iSynoptit —l Final Resoluton Customer filed 3rd party process |
[Customer Anomaly | Fuel System

Fuel Tank
Contact Reason I- Technical Issue With Vehicle || Customer Anomaly ll | Fuel tank/gas tank issue |
[Reason Code | Atter - Complaint - Product - Vehicle concern - Additional details ;

Case Status History

Create Date Status

oc/27 I Open
09/2) Closed
09/29/2018 [IEIEGEGNG Closed

Initial Description

Dealer,By-Pass, Default, Default, Default Close Loop Exception Reason Code, Close Loop Exception Reason Code

Dealer,Service/Body Shop, Transaction Problem Not Resolved, Default, Service Problem Not Resolved, Service Problem Not Resolved
Daaler,Service/Body Shop, Transaction Repeated Trips Required,Default Repeated Trips for Servica Raquired,Repeated Trips for Service Required
Corporate, Survey By-Pass, Default, Default,Default, Survey By-Pass, Survey By-Pass

Carporate, Outbound.Survey Follow-Up.Continuous Quality Insight, Default, Continuous Quality Insight,Continuous Quality Insight
Product, Engine Unknown, Check Engine Lamp On/Flashing,Default.Check Engine Lamp On/Flashing,Check Engine Lamp On/Flashing

Product Fuel System,Fuel Tank Other, Default.Fuel Tank Inquiry,has been replaced

Case Comments

Comment

Sunvey Record Received - DATE - Survey Number Quality Survey ID Number: H Survey Date :
VIN Complete 17 : ‘ Comments : | asked the dealer if this would be a different gas
tank they said no same gas tank we were (old to just put inst all it. That doesn't sit well with me. | have already lost of work be

cause | had fo bring my truck back_ If this gas tank fails it's another day off. | don't get time off so losing pay every tf@=mis should not
happen to a truck that is not even unless something Is wrong with it. Th e check engine light came on and sald transmission
temperature waming and . | paid -for a truck that has been to the dealerﬁ

Did Customer specify Email or Phone: (Yes/No) Yes Cusiomer?s Preferred Method of Contact: phone or email Preferred call back
number is: Preferred Email address: Mileage Updated? (Yes/Na) Yes Dealer code:
ummarize Customer concern: | asked the dealer s would be a different gas tank they sald no same gas tank we
were told to just put install it. That doesn't sit well with me. | have already lost of work bacause | had to bring my truck back. If this
ias tank fails it's another day off. | don't get time off so losing pay every time. This should not happen to a truck that is not even

Date

unless something is wrong with it. The check engine light came on and said transmission temperature warning and

CUSTOMER CONTACT: FW_ for customer to call back with any
queslions or concerns regarding the survey.

CUSTOMER CONTACT: m Spoke with customer who stated that he had the gas tank replaced at 1100
miles, also at q e check engine light came on with a code for the gas cap being loose, the dealership replaced the gas tank
again. Customer stated that now at#, the check engine light is on again but no other warning lights are on. Customer stated
that he contacted the dealership and they advised him to bring the vehicle in on # Agent advised the customer
that we will be sending his case to our Specialist Team for further assistance with this ongoing Issue.

Agent advised will escalate to case manager. Follow up will cccur within 1 business day by COB customer time. Preferred phone
number” Updates via text: Y Updates via email: Y Vehicle location: [Custorner)
Date and Time of Appointment: . Confirmed appointment with: - Customer in rental:

no Re-assign to
Tremrmemasssmrrr Create Prep Sheet trrrrrrvmaeserrmrm=n Prep sheet was saved successfully







Date

Comment

Called customé_ spoke to the customer and | inquired when he would be submitting his statement and asked him if we
could agree on a date. He stated that he wanted more then a payment and wants cil changes too, due o the fact that his vehicle was
dirty when he got it back from the dealership and the inconvenience of taking time off work. | stated that | was offering him a goodwill
gesture due to his patience and loyalty, he stated it was not good enough and wanted to talk to my supervisor and | stated that | made
these decisions, not anyone else. He stated that he would try to work something out with the dealership. | slated that if | didn't get his
documentation by this time [JJil:hat ! would be closing his case, follow up

Received documentation, process CRO.

Status update provided via email to the following email address: Hello Sir, Attached you will find your offer letter
and release form, as we discussed. Please fax to: ention: ase As always, feel free to call me with
any questions. Thank you, [ Below documents are also attached to the email: i End of Status

Update

Called custome) . spoke to the customer briefly about the offer. | told him that he could expect it via email and that it was
good for and [ would call him this time - and follow up .

Called custome . LVM for the customer requesting a call back and to see if he will accept the CRO. | asked him fo please
give me a call back and let me know and that | would be closing his case on Monday if | do not hear back from him {case closed), follow

up

CUSTOMER HAS QUESTIONS REGARDING CRO

Call custormer | spoke to the customer regarding the CRO and he is not sure if he wants to accept it or not, | told him it
was up to him and we were offering it as a goodwill gesture for his number of days down and loyatty, he stated that he just wasn't sure
and he would get back fo me, follow up i

Thank you,

Email(s)
Date - Subject Hello Sir, Attached you will find your offer le
From To |Sent Date/Time _
Hello Sir,

Attached you will find your offer letter and release form, as we discussed.

Please fax to:

o8 =s ]
"Attention: !
Case

As zlways, feel free to call me with any questions




New Customer Assistance Inquiry Record (CAIR)
[VIN ] [Modet Year
[Body |- @ 000 Vehic RAM
[Customer Provided VIN | [Line of Business | CAC
[Batch Case information |

| Customer Assistance Center |

|Open Date A,'CMR Type ] Regular \Ig;ﬁus Closed

|Close Date Origin ] Telephone \ﬁ_ﬁason J New problem |
|Mifeage |Market lu ||Language ]-
[Contact Email ||Contact Phone | 4 7‘ [Contact Mobile ]
[Caller Address | Source | customer |
|City/State/Country/Zip | ‘ \ - it
éCusfomer 1

|Customer Address | |

J

[City/State/Country/Zip | \

 ||Dealer Phone | -ﬁ’

|Dealer l

[Dealer Address e |
ossseezz | [ |

lDéalér- ' l District ||Service District | K g

iSUbjact J Continuous Quality Insight |

|Synopsis —]. customer was advised to take vehicle to dealership, Ram Customer Assislance number provided. |

|Customer Anomaly ] |

|Contact Reason ]. Existing Case Open _||Customer Anomaly | \

{Reason Code 1 Aft_er_- - Information & Assislance requests - Customer Care - No further aclion needed - Closed .

Case Status History

Create Date Status
- | Open
o Closed
nar29/2018 R Closed

Initial Description

-Corpo.rate.Oulbound.Survey Foliow-Up.Continuous Quality Insight, Default, Continuous Quality Insight, Continucus Quality Insight

Case Comments

Comment
Survey Record Received - DATE : Survey Number H)Quality Survey 1D Number: - Survey Date :
VIN Complete 17 : Commen uality service
Did Customer specify Email or Phone: Yes Customer?s Preferred Method of Contact: Phone or Email Preferred call back number is:
Preferred Email address: Mileage Updated? Yes Dealer code:
" Indicator Lamp (MIL) lights are pres "
) messaging does not make sense/no added value

*¥** Customer Contact **** Agent contacted customer. Customer stated electronic braking
system warning light came on. customer also stated when dnving that he service'!slight would come on. Vehicle brought

to dealership wiring harness broken during vehicle manufacturing ween cab and © . Customer stated vehicle has been
fully repaired now. Agent offered d change 4 tire rotation package due to inconvenience customer accepted

“*MVP ADDED
ent contacted customer advised the Oil change and tire

rotation package has ; t anyg-dealersmp




\New Customer Assistance inquiry Record (CAIR
Ivin | |[Model Year ||Brand

|Body |[venicte CREW CAB 4X4

[Customer Provided VIN | ||tine of Business | | Customer Assistance Center !
[Batch Case information | |
|0pen Date | ||cAIR Type | Regular |[status | Closed I
|Close Date | |[origin | Telephone |rﬂ‘eason | New problem I
Mileage ] ||Market Ju |Language | - ’
|Contact Email ] ||Contact Phone ] || Contact Mobile | !
[Caller Address ] \ Source Cu stomer |
[City/State/Country/Zip | S '
— | |
[customer Address | |

[City/State/CountryZip | |

IDealer ||Dealer Phone | -
[Dealer Address |

= I = |
|peater Zone | Service District | M
[Subject | trailer brake issue ;
|Synoptit Survey By Pass - No Diagnosis |
[Customor Anomaly Brakes !

Warning Light Anomaly |
Contact Reason | | Technical Issue With Vehicle [CustomerAnomaly J 2 | Brake Warning Light |
[Reeson Code IAher Sales - Complaint - Product - Vehicle concem - Additional details
Case Status History
Create Date Status

o7 Open
[ Closed
09/29/2018 [N Closed

Initial Description

Corporate, Survey By-Pass, No Diagnosis,Default, Defaull, Survey By Pass - No Diagnosis, Survey By Pass - Ne Diagnosis
Product, Brakes, Unknown, Other,Unknown, Brakes- Inquiry.tratier brake issue

Case Comments

Date Comment
Briefly summarize why the customer is contacting E Customer called stating that he's experiencing issues with his trailer brake.
- Briefly summarize what the customer is expecting: irailer brake issue fo be resolved Agent advised customer to have the vehicle
serviced at the [} -~ Survey Bypass ** no diagnosis reassigned to [

_ customer called in because they wanted to know why they could not have the rights to the software to help install their trailer brake agent
advised that it is because we do nat give that type of software to customers




New Customer Assistance inquiry Record (CAIR)

[vin | |
|Body | || Vehicie l
[Customer Provided VIN | ||Line of Business | cac | Customer Assistance Center |
[Batch Case information | |
\Open Date IICAIR Type l Regular ‘}Sl'atus Closed [
[Close Date ||Origin | Email ||IReason New problen |
|Mifaage | || Market Ju |Language | - [
[Contact Email | |[Contact Phone | [Contact Mabile | |
[Caller Address | |Source | Customer |
|City/State/Country/Zip | | |- ( - |
|Custamer i
[Customer Address |
[City/State/Country/Zip | ; | |

[Dealer Address |

\Deafer | | || Deater Phone |
J

| | | .
|Deater Zone | |[Sates District | ||Service District |
ISubject —| Request for Production Figures i
|Synopsis | |
|Customer Anomaly
[Contact Reason . | Special Vehicles Or Praduction FigurestustomerAnomaiy | | |
[Reason Code | Sales - Information & Assistance requests - Product - Vehicle fealures - Special series and/or production details .

Case Status History
Create Date Status
o7 Unworked
- = Open
N — Closed
09/29/2018 NGB Closed

Initial Description
I oroorate. Production Figures, Default, Default. Default Request for Production Figures,Request for Production Figures

Case Comments

Date Comment

—_— “ EMAIL BRIEF DESCRIPTION CONTENT **** How many trucks like mine were buill **** END EMAIL BRIEF DESCRIPTION
CONTENT **+*







[New Customer Assistance Inquiry Record (CAIR)# ]

VIN [Model Year | T RAM ;
Body 7 [Vehicte | Ramt [JjLonarorn |
Customer Provided (hez . g ‘
VIN Line of Business - Customer Assistance Center |
|Batch Case l
\fnformation
|Open Date | [[CAIR Type | Regutar || Status Closed :
| Py [~y
[Close Date | ||Origin Telephone ||Reason New problem
|Mifeage | || Market U |lLanguage -
|Contact Email | ||contact Phone | | Contact Mobite | '
[Caller Address | | Source Customer ,
[City/State/Country/Zip | {
coroner | |
Customer Address
City/State/Country/Zip | ‘
e = [ = e
|Deater Address | 1124 MURFREESBORO RD i
FRANKLIN TN | 37064 3007
|Deater Zone | I District | | Service District | S
[Sutject _| Brakes not working as they should
Sronsi Customer calling because his brakes did not work as well as they should have and he wants information on light electric vs.
btoaded heavy electric brakes. Agent advised customer to use heavy electric brakes when tewing a load *

|Customer Anomaly | Brakes |
Warning Light Anomaly |

Technical Issue With Customer

Contact Reason - Vehidle | Friseess Waming Light ‘
[Reasen Code | m-- Complaint - Proeduct - Vehicle concern - Additional delails !
Case Status History
Create Date Status
R Open
L Closed
0972920 I Closed

Initial Description

Corporate, Product Information,Default Default,Default Reguest for Product Information, Heavy electric brakes
Product,Brakes, Unknown, Other,Unknown, Brakes- Inquiry.Brakes not working as they should

Case Comments

Date Comment

Briefly summarize why the customer is contacting ECustomer calling because he is towing a heavy load and had to brake hard,
but he feels like the brakes did not work as well as they should have. Customer found a setting on the radio for light electric or heavy
_ electric brakes and wanted more information on those. Briefly summarize what the customer is expecting: Customer is expectin

information. **Agent Actions™™ Agent advised customer that the heavy electric brakes should be used when he is towing a load
_—_l_s as per -gof the owner's manual.




New Customer Assistance Inquiry Record (CAIR)

[vin | [Model Year ~ ||Brand | RAM
[Body | | Vehicle | RAM CREW CAB |
[Customer Provided VIN | ||Line of Business |cac | Customer Assistance Center !
|Batch Case information | |
|Open Date | |[CAIR Type | Regutar |[Status | Closed '
|Close Date | HOn‘gin | Lefter ||Reason 1 New problem |
|Mileage ] ||Market |u |lLanguage | -
[Contact Email | ||Contact Phane i |[contact Mobite | ;
[Caller Address | |[Source | Customer |
[City/State/Country/Zip | } . '
|Cus!omer |
[Customer Address }
[City/State/CountryZip | ‘
|Deater |[Deater Phone | ‘!-*l
|Dealer Address 12430

CLARKSVILLE | MD | 21029 2200 '
[Deater Zone | Mia Atantic ||Sales District | |[Service District | O
|Subject | Outbound Recall Follow Up |
|Synopsis | |
[Customer Anomaly | |
|Contact Reason |- | Existing Case Open |Customer Anomaty |
lReason Code I Afler Sales - Information & Assistance requests - Custemner Care - No further action needed - Closed 1

Case Status History
Create Date Status

e Open
| Closed
oa/29/20 GG Closed

Initial Description
-Corporate,Survey By-Pass,Outbound Recall Follow Up.Default. Default,Cutbound Recall Fellow Up,Cutbound Recall Foliow Up

Case Com

ments

Dats

Comment

EMAIL SENT TO | am atiempting to contact you about your WHEEL ‘
TRUCK WITH IN . Do you still have this vehicle? Is there a ch you at? -

RESPONSE RECEIVED FROM THE CUSTOMER Yes | still have it. It is nearly new. -

EMAIL SENT TO am reaching out to you regarding the below complaint. Do you still have concerns,
or has the problem been resolved? | WHEEL TRUCK WITH INTEGRATED BRAKE CONTROLLER.
IT WAS HOOKED UP TO MY [z AND NO MATTER HOW | SET THE
CONTROLLER. FOR EITHER BRAKING STRENGTH OR TRAILER SELECTION TYPE, [T PROVIDES IMPERCEPTIBLE BRAKING
TO THE TRAILER. IT NEARLY PUSHED ME RIGHT THROUGH AN INTERSECTION AT Il BECAUSE THERE WAS NO
BRAKING. THIS OCCURRED ON A [l LEVEL GRADE AND | WAS SLOWED AT THE TIME FOR AN APPROACHING RED
LIGHT. TRUCK IS RATED TO TOW MUCH MORE. | DISCONNECTED FACTORY UNIT AND PUT IN AN AFTERMARKET AND IT
WORKED EXACTLY AS IT SHOULD, WHICH SHOULD RULE OUT THE TRAILER AND TRUCK WIRING AS IT USES THE
SAME WITH JUST AN PLUG SWITCHED FROM INTERNAL BRAKE CONTROLLER TO AFTERMARKET,, | HAVE SEEN MANY
POSTINGS ABOUT THIS ON THE INTERNET AND iT SEEMS [lIHAS A STAR CASE ON THIS AS WELL | | FEEL
THIS CAN PUT ANY DRIVER IN A VERY BAD OR DEADLY SITUATION VERY QUICKLY. | HAD [ ~ AND A raM [
TRUCKS WITH THE SAME CONTROLLER AND TOWING THE SAME TRAILERS AND THERE WERE NQ ISSUES ATALL. | WILL BE
TAKING THIS TO ADEALER IN ABOUT | U1 ALL POSTINGS | HAVE SEEN SHOW NO RESOLUTION
FROM ON THIS PROBLEM. | THINK IT IS IMPERATIVE THAT THIS GETS REVIEWED BEFORE SOMEONE GETS KILLED BY
THIS, Subject Matter Expert [SME] Case Manager Rental Team -

EMAIL RECEIVED FROM THE CUSTOMER Yes | definitely still have the problem. | actually wired in an aftermarket brake controller for
now since this OEM unit is dangerous. The changes made to this and the exhaust brake since model year should cause the
engineers to be fired. There were no issues with the F system, | can't imagine why they would have ‘improved' it. | have had some
health issues and have not had it to a deal er yet, but this seems to be a much bigger problem than just my truck by talking to others with
these later model years and reviewing Information on many web forums with those who tow often. Most all have resorted to aftermarkel

controllers. | alse did file a complaint with the Thanks -
EMAIL SENT TO CUSTOMER AT order for us to assess your concern, | would like you to take your vehicle into the
dealership for a diagnosis. Would you be willing to do so? [ Subiect Matter Expert [SME] Case Manager Rental Team - ||

Automobiles -

Waiting for email back from customer, If writer has not heard by writer will attempl to contact customer again. -
Status update provided via email to the following email address: order for us to assess your concern, | would like

you to take your vehicle into the dealershli for a diagnosis. Would you be willing to do so? -Sub;ect Matter Expert [SME] Case

Manager Rental Team - End of Status Update




Email(s)

In order for us to assess your concern. | would

Date Subject
From To

|Sent Date/Time

507

Subject Matter Expert [SME]
Case Manager

In order for us to assess your concern, | would like you fo take your
vehicle into the dealership for a diagnosis Would you be willing to do




New Customer Assistance Inquiry Record (CAIR)

[ViN ] | Modet Year |
|Body | || Vehicle || |
[Customer Provided VIN | |[Line of Business | CAC Customer Assistance Center |
[Batch Case information | |
|Open Date l ;‘CAIR Type I Regular ‘Status I Closed [
Close Date ] J' Origin | Roadside Assistance —ﬁ'eason ‘New problem |
iMileage I J Market I U | Language - |
|Contact Emaii i | [Contact Phone | Contact Mobite | i
[Caller Address | Source |iCustomer |
|City/State/Country/Zip ‘ - ,
ICustomer I |
[Customer Address | !
[City/State/Country/Zip | } | ‘

| - |Dealer Phone i
|Deaier Address !

| [

\Deafer Zone 1 | Sales District |Service District | |
|Subject | Roadside Towing - Brakes |
|Synopsis |
|Customer Anomaly | |
IConfact Reason I. | Existing Case Open | Customer Anomaly I | \
[Reason Code | After Sales - Information & Assistance requests - Customer Care - No further action needed - Closed .

Case Status History

Create Date Status

o7 Open
| Closed
09/29/20 I Closed

Initial Description

I Coroorate. Roadside Services Warranty Brakes Default,Roadside Towing - Brakes,Roadside Towing - Brakes

Case Comments

Date Comment

Roadside Assistance Contacted - DATE : Road Side File Created FOR WARRANTY VEHICLE PROBLEM AT:
I |\/=HICLE TAKEN TO:
COVERED BRAKE LIGHT ARE ON THE DEALER CODE




\New Customer Assistance Inquiry Record (CAIR)

[vin | \[Model Year
[Body | || Vehicte .
[Customer Provided VIN | |[Line of Business | CAC | Customer Assistance Center
|Batch Case Information l
|Open Date I ]‘Eﬂiﬁ}ype ] Regular |E§t;}us Closed [
[Close Date ] ||Origin | Tetephone 'Reasan | New problem |
|Mifeage ] ‘iarket ] u ];Language -
|Contact Email | |ContactPhone | |[Contact Mobite |
[Caller Address Source | Customer .
City/State/Country/Zip s ] -] ‘
ICusl‘Dmar |
|Customer Address |
[City/State/Country/Zip | | | | |
puer = N o R
Dealer Address ] 1618 N ROOSEVELT BLVD .

KEY WEST _ FL 3s0a0725¢ (I |
IDeater Zone | - | Sales - | |IService) T
|Subject J Continuous Quality Insight
iSynoptis —I Temporary closed due to no room at the dealer fo- |
Customor Anomaly |
Contact Reason |- | Existing Case Open |Customer Anomaly |
lReason Code [ Afler Sales - Information & Assistance requests - Customer Care - No furlher action needed - Closed 1

Case Status History
Create Date Status

- | Open
09/06/2017 |GG Closed
09/26/20 Closed

Initial Description

Case Com

-Corpo.rate.ombound.Survey Foliow-Up Continuous Quality Insight, Default, Continuous Quality Insight, Continucus Quality Insight

ments

Comment
Survey Record Received - DATE :
VIN Complete 17 :

Survey Number '"Quality Survey ID Number: Survey Date : ‘
Commen 4 light text messaging
mailbox full.

phone went from you have reach the VM of then started beeping like a busy tone.
“*OUTBOUND * Agent reached out to customer to inquire about survey. Customer states that they are having issues

with the airbag light coming on and ofl. Customer also states that the phone sometimes does not work properly with the radio, and that
* Agent reached out to R to inquire about scheduling for diagnostic test. Agent conferenced

customer on the line with the 10 set service appointment. Appointment was scheduled for ifo_r-
Earliest call time:n/a Latest call ime:n.a Updates via text:

gy Create Prep Sheet "***r* hiariimsssssest Prep sheet was saved successfully.

T rrrrEar Case Management rrvyewrrt oyalty Snapshot: OOW: no MVP: no Household:2 new 1 used

email is confirmation that your case, . was successfully escalated to me. My office hours are ? (Mountain

Agent attempted to contact customer, however, customer was not available. Left message for a return call at

are also having issues with the electronic brakes in the vehicle. Agent acknowledged customers concerns and offered to reach out fo

Customer seeking assistance with. Airbag light, electronic brake, and radio issues Cusiomer expecting. Vehicle to be repaired Agent
ehicle location: Customer Date and Time of Appointment:

Agent attempted to coniact dealer Service Manager (SM}, however, SM not available. Left message for a return call at

Time). My contact information is EXT If you don?t reach me and you need immediate assistance please contact

CONTACT UPDATE - Customer was contacted at Customer was provided with agent's

. *""OUTBOUND CALL TO
advised will escalate to case manager. Follow up will occur within by COB cusiomer time. Preferred phone number-
Updates via email: M
onfirmed appointment with: ustomer in rental:N
Authorized by: N/A Rental start date: N/A
Status update provided via email to the following email address: Hello, this is our case specialist. This
my associate at End of Status Update
Agent attempted to conlact dealer Service Manager Julie, however, SM not available. Left message for a return call at

Agent attempted to contact customer, however, customer was not available. Left message for a retumn call at

Status update provided via email to the foliowini email address; Customer Care. |

tried o reach out to you about your - but | was only able to leave a message. If you have any questions please call
me alm/ex if | don?t hear from you | will call you on — Thank you for choosing -and have a
great day End of Status Update

Writer called dealer spoke to - SA stated ORC module ordered not showing back order




Data Caomment
Agent attempted to contact customer, however, customer was not available. Left message for a return call at extension

Status update provided via email to the following email address: Hi this is with Customer Care. |
tried to reach out to you about your h) but | was only able to leave a message. If you have any questions please call
me atmyex | don?t hear from you | will calt vou on — Thank you for choosing - and have a
great day of Status Update

Writer called dealer spoke to PM +++ PARTS INFORMATION +++ Dealer Code Ordering Part: HPart Number: -?
Part Description: orc Order Number Order Date: Order Type: Current ETA? - Is the vehicle off-road? N Is the customerin a
rental due to parts? nfa +++ END P, INFORMATION +++

Agent attempted to contact customer, however, customer was not available, Left message for a return call at extension

Status update provided via emall to the following emall address: Hi this Is with Customer Care. |
tried to reach out to you about your h) but | was only able fo leave a message. If you have any questions please call
me atmvex | don?t hear from you | will call you on _ Thank you for choosing - and have a
great day of Status Update

AR gowW PARTS UFDATE "rrrtresrams o= Writer checked -and found part status as PST. ETA for part is-—
Q’kﬁﬁﬁkhhﬂv*ihv&dEND OF UPDA‘TE WhARRER AR A bk

FEpRE e e QUTBOUND CALL TO Frrapaaprsneeey Requesting -feorder part under special CM contacted dir
West at: m;tates that the PM wili reorder part as special and use the last € of the VIN as order
MR AN ARN AR OUND CALL ***+#nessesnsen
PSSR OBW PARTS UPDATE *rtitssiiiieiiins Writer checked -and found part status as BO. Found part currently has no

ETA. iio’vvi&hﬁ&k~ﬁi*iEND OF UPDATE hhhehrrintidr e rokddi
e : rpora act EDITING for

TrEERmoeer oW TRIAGE TEAM® ™" Follewing Corporate Resource has been contacted """ DATE SUPPORT
ESCALATED I °PART NUMBER ART DESCRIPTION: MODULE ORDER NUMBER:: |l ORDER TYPE:
SPECIAL HANDLING NUMBER OF DEALERS WITH PART/D2D OPTION: 16 CUSTCMER IN RENTAL (Y OR N): No WHO
AUTHORIZED RENTAL: START DATE OF RENTAL: N/A CAIR CM: [l ASSIGNED TO FOR TRACKING: [l Dealer Code
Ordering Paut: [ JORDER DATE A END. O TRIABE 9%

Waiting for response Requesting D2D CAIR #: : BUYING . ORDER# s VIN -
: Good Afternoon, Please process the following D2D: Selling ODE #7 elling - Contact
2rson. ? eiling Phaone #:

== START OF SUPPORT ESCALATION by rrem ™ Update from
orced d2d to supplying dealer

etk START OF SUPPORT ESCALATION by wrers ek ndate from for ***
Part{ I O de ARRIER TRAKG # : === END OF SUPPORT

ESCALATION ****** by

for ™"
. will update with tracking cnce accopted. ™™

Label Created On: [

Delivered On:
***Part arrived as per |

At: Front Desk Received By: -
Agent atlempted to conlact deaier

| however, SM not available. Left message for a return call at extension
Writer called dealer spoke to SM stated they will be calling customer to bring in drop off

Writer called customer informed appointment
ordert [llFor PN IS RESOLVED

Writer called customer to verify appointment SA has not called

‘Writer called dealer spoke to WA no appointment in system. -D\ stated they only have 1 tech at this time so this may be the deiay

Writer called customer informed appointment not in system

Agent atlempted to conlact dealer . however, not available. Left message for a return call at extension -:

Writer called dealer spcke to SA out for repair and suggested another dealer on the mainland

\Writer called customer informed fill the dealer can see him CLOSED LOOP UPDATE - customer

contacted to confirm repairs. All of the customer's concerns as documented in the reason codes have been addressed with the

custemer. Thank you for allowing -Customer Care the opportunity to address your concern and we hope we were able lo resolve

your concern to your satisfaction. We wanted to let you know that we attermpt 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 suivey so we?li

know how we?re doing and what improvements we can make to enhance the customer experience. Tharnk you for your {ime and

participation and for being a - customer.

Was the customer in a rental? n If yes, how many days? Did the customer have a co-pay? n If yes, how much? What is the RO #? no
repairs Does the SM have the CAIR #? If no, provide it. Review and Confirm the DM Notes with the SM while on the phone, Daes the
li have everything needed from Customer Care to process the claim? Verified mileage from RA in -

approved to close

Email(s)

Subject Hi this is Customer Care. | trie

To |Sent Date/Time

but | was only able to leave a message. If you have any
Thank you for choosing ﬁand have & great day

[Hi this is
questions

Customer Care. | tried to reach out to youOMaboul your

ex-l donA't hear fr I will call yOU'G




New Customer Assistance Inquiry Record (CAIR)

[vin | ||Brand RAM ‘
Body | Vehicle |  [EEETET |
[Customer Provided VIN | ||Line of Business | Customer Assistance Center !
[Batch Case information | '
|Open Date ] [CAIR Type | Regular Z[Elatus I Closed [
|Close Date J i'On'gin ] Telephone ‘iieason New problem |
|Mileage ] |Markat |u || Langrage - ]
|Contact Email |  ||Contact Phone | |[Contact Mobite | i
[Caller Address | |[Source Customer !
[City/State/Country/Zip | \ ‘ | . '
S — | |
[Customer Address | B

|City/State/Country/Zip | \ \

(peater Phone | || !

[Deater |

[Dealer Address

.bisﬁct i | |Service District | D

|Dealer Zone |

[Subject | brake sensor light |
|Synopsis |

[Customor Anomaiy Brakes

Warning Light Anomaly

Technical Issue With Vehicle HCUstomerAnomaIy I 2 iBrake Warning Light |

|Contact Reason |

|Resson Code | Ater [l - Complaint - Product - Vehicle concer - Additional details

Case Status History

Create Date Status
o/ I Open
BE | Closed
09/29/20 Closed

Initial Description
-Corporate,Survey By-Pass,No Response / Unable To Reach.Default, Default No Response | Unable Ta Reach.No Response / Unable To Reach

Praduct, Brakes Anti-Lock Brake System, ABS Lamp On/Flashing,Defaull ABS Lamp OnfFlashing, brake sensor light

Case Comments

Date Comment
Briefly describe customer reason for contact: Customer called inquiring about issues he is experiencing with his vehicle. Customer stated
that whenever he has his camper and tratler connected to his vehicle, the brake sensor light pops up on his dashboard. Agent assisted

I 510! With reaching out fo local dealer * and speaking with _wnom stated that It is the after market hamess on the
vehicle that is pulling too much power when the customer has bath trailer and camier attached at the same time; Agent advised

customer of SM notes. Customer stated that the harness was recommended by to where he purchased the camper from
Customer is requesting a supervisor call back because he is not

happy with results. Agent advised customer supervisor call back is Customer disconnected call
***Qutbound Call to Customer**~ Contacted customer at and received no response,
***Qutbound Call to Customer™™

Contacted customer at and received no response
***Quibound Call to Customer*** Contacted customer at and received no response.




\New Customer Assistance Inquiry Record (CAIR)# I |

[viN | Mode! Year ]- |[Brand | RAM ‘
Body | | Vehicle | ravt [ -2 |
S i :Line of Business Customer Assistance Center ‘
i | |
|Batch Case
\Information
|Qpen Date \!CAtR Type ] Reguiar H'Slatus Closed
(Close Date ||Origin | Telephone ||Reason New problem
|Mifeage ||Market |u \[Language -
| | |lcontact
| i | 1 5
vConract Email ‘ia‘mcact Phone | Mobite |
|Calter Address \'Source Customer ]
City/State/Country/Zip | W |
{Cuslomer Address
[city/state/CountryZin 1 _
e BN o M
Dealer Address il P e _—— 4
L] |

r
|Dealer Zone Q
|Subject | Computer issues with the dashboard flashing and dinging |
[Synopsis | Repairs complete i
|Customer Anomaly | Electronics |

Gear Electronics |
}Con!ac! Reason '\;echmcal issue With FCuslqur 13 [ Yehicle transmission shifting
. i | Vehicle || Anomaly | L 2
[Reuon Code ]Aﬂer Sales - Complaint - Product - Vehicle concemn - Additicnal delails

Case Status History
Create Date Status

os/ I Open
no/06/20 N Closed
og/29/20 N Closed

Initial Description

-F’roducl,Electricai.Unknown.Defectwe.De‘fault.Electrical - Defective,Computer 1ssues with the dashboard flashing and dinging

Case Comments

Date Comment

Briefly summarize why the customer is wntading” Customer is contacting because he has brought in his truck HE
the IR to get his computer system and dashboard fixed. Customer states that the whole dashboard flashes and dings when the vehicle
is on. Customer states that the whole dashboard has been replaced. but continues to experience issues with it. Customer says that !
_ told him to call us since they don?t have a fix for him and are having trouble diagnasing his problem. - Briefly summarize what the
custemer is expecting: Cusiomer is expecling to get his vehicle fixed as soon as pessible as he needs it for work. - Agent advised: Agent
advised the customer that they would be escalating his case up to Case Management and he wolld receive a Case Manager to assist
him further in getting the vehicle fixed, Agent advised the customer that it is a 1 business day callback from his Case Manager. -
Customer seeking assistance with: Customer has been having repeat issues with his computer system and the dashboard flashing and
dinging when vehicle is on. Customer expecting: Customer is seeking to have his vehicle repaired. Agent advised will escalate to case

manager. Follow up will occur within by COB customer time. Preferred phone number Earliest call time:
Latest call ime: Updates via text: Updates via email: Y ehicle location: m
ate and Time of Appointmeant: At - Confirmed appointment with: At - Customer in rental: uthorized by: -Rena slari date:

Reassigned to |-

Approved-

Create Prep Sheet "**rrrrmmsax=a** Prep sheet was saved successfully.

TrHAe et Case Management - PrRYYTRTY ¥ Rasie: or Powertrain; or Miles
MVP: no Household: 62 NEW
Writer called Customer informed to call this number _

Writer called customer informed that the vehicle is at dealership. a couples ago. Customer informed the lights kept turning on, the
speedometer kesps going crazy. Reordered computer it lasted and started doing it again. Dealership has had it Writer
informed will contact dealership and figure out diagnoses and next steps. Writer informed there is a star case open on this and the

internal techs are communicating back and forth trying to get this figured out. Writer will follow up
Writer called -mformed that the dealership number is h




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


Derrell.Lyles
Redaction Stamp




