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

New Customer Assistance Inquiry Record (CAIR)

|VIN ||Brand RAM
|Body RA_CREW CAB 4X4
Customer Provided VIN j[Llna of Business CAC | Customer Assistance Center
Batch Case Information
Open Date | ] ||CAIR Type Regular ||Status Closed
Close Date | ] |Origin Telephone IR
Mileage e Langusg English
|Contact Email |lcontact Phone | ||Contact Mobile
|Caller Address | \Source Customer
[City/State/Country/Zip | 1 -
(Customer I
|Customer Address
Moz - |
\Dealer ||Dealer Phone -
[Dealer Address l

OO0 | |
|Dealer Zone |[Service District | K
|Subject Technical assistance
|synaopsis Repairs are complete
|Customer Anomaly | Wheels / Tires

Wheels
|Contact Ry I- | Technical Issue With Vehicle || Customer A ly l Vehicle wheel issue (rims)
[Reason Code l After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History
Create Date Status

o7 I Open
O7 I Suspended
08/04/2020 N Open
08/20/2020 [N Closed

Initial Description
Technical assistance

Case Comments

Date C
"""'IHMOPAR EMAIL ****** Good Morning, Please see the attached technical assistance request for here in
i uw--_ el man
A front wheel bearing assembly has failed with this unit We&ﬂ.re requesting that this repair be covered under the warranty provided by - Please send any follow-up
 — questions to !
“+***OUTBOUND DEALER CONTACT ***** 'q” called the dealership and spoke to the F The SA confirmed
_ t the repairs were covered under warranty. The advised that the driver brought the vehicle In for a death wobble concern and the ABS light came on. The SA advised
the repairs would be covered under warranty but the driver blasted on social media and he didn't understand why. CM advised she would be calling the customer later .
and verify everyone was aware that the repairs were coverad under warranty
mmmmmm |”*'OUTBOUND CUSTOMER CONTACT I - C' I ' ca''ed the customer but had to leave a voicemail. CM advised she would send
an email shortly.
_ **+***OUTBOUND CUSTOMER EMAIL "'m000d afternoon Mr , | had left you a voicemail but | wanted to have a discussion
over the phone if possible. Or if email correspondence IS beter let me know. | will follow up Thank you,
[ — =****OUTBOUND CUSTOMER CONTACT ***** _““_CM called the customer as he had left the CM a voicemail with his cell phone number.
had to leave the customer a voicemai again
***+0UTBOUND CUSTOMER CONTACT **** I ***' I C\ called the customer to advise that all of the issues that needed to be addressed
were covered under the manufacturer’s warranty. CM also mentioned she wanted to let the customer know that the driver had blasted on social media and the dealership
I [<icn't understand why when everything had been rectified al no cost to the customer. Customer states he wanted the name and was going to call the cealership himself to
extend an apology. CM advised she would send the customer of the nvoice for him to review and if anything else needed to be addressed the CM would be following up
“****OUTBOUND CUSTOMER EMAIL ‘“‘_Good momlﬁ., | was doing a follow up and confirming if anything else needed to be
 — addressed 7 Let me know Thank
you,
******OUTBOUND CUSTOMER CONTACT ***** i CM called the customer to see if anything else needed to be addressed with the
— vehicie, Customer states the ABS light came on ana he figured that part should have been covered under the ﬁwarranty CM advised it should but she could
verify with the dealsrship. asked if the customer could have a driver drop the truck off to the dealership again and the would follow u_ Customer
confirmed that would be fine.
_ ***OUTBOUND DEALER CONTACT ***** e e called the dealership and talked to CM advised the
customer was still having issues with the ABS Tight coming on. The SA advised for the customer 1o come to the dealership as soon as possible and ask for
_ S OUTBOUND CUSTOMER EMAIL *** Good morning - Did your staff have time to run the vehicle back over to the
dealership the other day? Thank you
_ *****OUTBOUND CUSTOMER EMAIL **** Good morning, | was just doing a follow up
regarding the vehicle issue. Did ignt concem ? Thank you,
1“CUSTOMER EMAIL *** The truck should be at the shop. De you need
 — anything else Trom us on this action?
*****OUTBOUND DEALER CONTACT ***** called the dealership and talked to the SA who advised that
_ had already gone home. CM asked if there was a work order or if the vehicle was parked al the moment. The SA confirmed it may be better {o talk to
when he was back at the dealership
***OUTBOUND DEALER CONTACT ***** HA called the dealership and talked to the The SA confirmed
_ that the customer had come back but only for 2y ware able 1o clear the codes but the customer would be bringing the vehicle bac! as he was very
asked if the SA had an email and she could s2nd a quick message to him if the customer cecided to come ﬂ The i provide
*******OUTBOUND CUSTOMER EMAIL ****** The dealership said the driver
— could only stay for a the other day, bul they were abie 10 clear the codes. he driver had aavisea he would come back in a week as he was fairly busy. | can
follow up with you. IT il is possible, can you loop in the driver so he can let me know when he would be going back to the cealership o | can let the dealership
know ahead of ume ? Thank you,



Derrell.Lyles
FOIA-Long


Comment

DEALER EMAIL Do you know if parts were orderad for this customer at all for the -_-
Than! a

*******OUTBOUND CUSTOMER EMAIL ****|
morning, Did this vehicle go back to the dea

******OUTBOUND CUSTOMER EMAIL **** Hi The parts are at the dealership, they are just waiting for the driver to bring
the vehicle back. So, if you can let me know Y d | dvise the dealership. Thank you,

Good
Bk you,

Good morning, | have asked the dealership for

DEALER CONTACT ***** CM called the dealership and talked to the SA
work order but it was clos#®

The SA confirmed

'any additional follow up 7 Thank you

"""OUTBOLND CUSTOMER EMAIL B N ) ) Good afternoon, | had been informed that the

the other day from the other colleague and should have checke -
truck. CM thanked the A for the information and advised she would nntacl the customer on

CM called the dpalerthp and talkad to the F The SA confrmed
advised she may have responded too quickly as she found out the work order was closed
g the customer know. The SA is hoping that they no longer have any more issues with the

“HHOUTBOUND CUSTOMER EMAIL ****

The service writer had advised me the

he other day, b anted to make sure. Thank you,

Good momlra Can you please confirm if this vehicle is back in your possession ?

‘m CUSTOMER EMAIL m Good morning, | never received a response from my email on {JJjJjJj Do you require any
additional Tollow up or are you fine if the case 15 closed ¢ | hank you,

ood morming

Thank you,
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**++**QUTBOUND CUSTOMER EMAIL ‘""m i , | will be closing this case, as | had received confirmation the vehicle
was picked up by your driver. Should you have any questions or concems in the future you can call me directly hexl or email :

Email(s)

Subject

Good afternoon

| had left you a voicemnail but | wanted to have a discussion over the phone if possible. Or if email correspondence is better let me know. | will follow u_

Thank you,

: Date Subject




|Sorry about the missed calls. Please give me a call at either number in my signature block

[ Thanks,

Respactfully,

Manager - Fleet Services

oginfarm _aspx /returmnurl=%2fariaccessweh%2f>

The information contained in this email and any accompanying documents may contain information that is confidential or otherwise protected from disclosure. If you are
not the intended recipient of this message, or if this message has been addressed to you in error, please immediately alert the sender by reply email and then delete this
message. including any attachments. Any dissemination, distribution or other use of the contents of this message by anyone other than the intended recipient is strictly
prohibited

From: US Cusiomer Care <|

EXTERNAL EMAIL
Good aftemoon Mr. [l

| had left you a voicemail but | wanted to have a discussion over the phone if possible. Or if email correspondence is better let me know. | will follow up _

[Thank you,

| MMara er
m. 94—. ImageServer?0id=00Dj0000001gsDF &esid=0183Z00000kdYcz]

The information contained in this email and any accompanying documents may contain information that is confidential or otherwise protected from disclosure, If you are
not the intended recipient of this message, or if this message has been addressed to you in error, please immediately slert the sender by reply email and then delete this
message, including any attachments. Any dissemination, distribution or other use of the contents of this message by anyone other than the intended recipient is strictly
prohibited

x564dac4b91e64c49 )

I
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554805:0x564dac4b91e64c40



;Now Customer Assistance Inquiry Record (CAIR)

VIN || Model Year |Brand RAN
Body - Venici R S 2 4
Customer Provided VIN ||Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date | ] ||CAIR Type Regular ||Status Closed
Close Date [ ] ||Origin Telephone |Reason
|Mileage ] ||Market ] Languag English
Contact Emai [ T | | conactmonie | [
Caller Address |Source Customer
[City/state/Country/Zip | |
(Customer I
Customer Address
ety secoun 2 | | . —
pese ™ .
Dealer Address 9051 EAST COLONIAL DRIVE
[Dealer Zone | E
Subject ABES Indicator
Synopsis dealer replaced the HCU due to internal failure.
Customer Anomaly Electronics
Dashboard Elecironics
|Contact R I- | Technical Issue With Vehicle |Ci A ly ]—E
lkeason Code | After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
Open
1 Closed
Initial Description
ABS Lights on Cluster
Case Comments
Date Comment
Customer called in stating that they are on vacation and the vehicle started having ABS Indicator light on the cluster and the customer is not able to use the Cruise Control.
- Customer states that he took the vehicle to a in ****++ Customer was advised that the dealership would not be able to get the part for duetoa
back order. Customer is not sure how to procdm** tates that the business is no longer owned and the ownership info needs to be chang e
customer's name. CM advised that the registration is needed to be able to update the account info. ******7**
. [l called the customer to advise that the document was received. CM advised customer that he will now be listed as the [N Bl noted that the customer

should explain with future assistance that he was the owner of Pool Creations and just updated the ownership on retirement

called the Fand spoke with SA and discussed the parts that this vehicle would need. CM noted that the customer lived _away and there was no
way that | could get their vehicle with the camper transported and the easiest thing would be to see if this customer's vehicle repaired so they could get back to
stated that he will try to get the part info and will email CM. CM advised that CM would also be added to the emails. ******** CM updated website with the customer's

information. CM advised the customer thet this would now show that they are th when they are now retired and no longer own the Pool Business. *******
called the customer to advised that the case was sent to CM but CM was currently waiting on an email from SA (which would also be sent to- and
information from the Parts team. CM noted that CM wanted to send the case early enough so have time to follow up with the customer

Customer contacting in to follow up with ABS Indicator case assistance status. Writer advised customer that would pass on the message for CM to follow up. Reference

Customer chatted in wanting an update on their case as it has not been resolved. Customer is wanting a contact from CM

seevrssssaiaassas 0 Service Date: MOriginal Owner: Vehicle purchase onalty:MMulliple Repairs/ Previous related repairs: no
R.O's since MVP plans: BUSI K ALTERNATE ther: **esrsarssmasananes « TORY™***** RO#: N/A RO Details: N/A

rerarrerrrarsanITeRT aseranins

MAIL SENT TO * Good morning,? | was wondering what is going on with this truck? How can | help?
ustomer left a voicemail advising that he had not heard from anyone regarding their vehicle. CM called and left a message that CM -was working the case and

should be contacting the customer. CM called and obtained the needed part#
“OUTBOUND .CONTACT - - | - Writer spoke with parts who advised that there is no order for this customer. - Doesn't show an order ever been
in.

Email came in.. are you handling this case &s it will not be at my . Also you have a relationship with them at

Vehicle has arrived at dealership and attended by dealer employee

customer is back in at this time, and truck is currently at getting diagnosed.

Customer has his oil changes done else where due to the fact that he wants to use

repairs have been completed, and truck is fixed.

Email(s)

ijm

Subject |Ram Registration Case ref:_00Dj01gsDF._5003Z15148J:ref |
I ent Date/Time ,




bear IR

It was a pleasure speaking with you -

As we discussed, please take a photo of the registration and attach the document to the email.
You must REPLY to the email.

Once the document has been received. | will update your ownership information.

[Thank you.

Manager

-are

Extension [ INNEGIN

egistration Case

pear I

It was a pleasure speaking with you -

As we discussed, please take a photo of the registration and attach the document to the email.
You must REPLY to the email.

Once the document has been received, | will update your ownership information.

Thank you.

Manager

are

I
Extension NN

Registration Case

thank you for all the time you spent with us in trying to help get cur truck fixed. Your expertise was greatly appreciated. We are still waiting for a call from your
counterpart and wish you could have Continued.

Regards
- I

Sent from [l Mobile

Get the new 5

Dear

It was a pleasure speaking with you [}

As we discussed, please take a photo of the registration and attach the document to the email.
You must REPLY to the email.

Once the document has been received, | will update your ownership information.

Thank you.

Manager
are
]
%rsion [ ]

|Date Subj Initial Contact [ ref ‘ref
|From To ent Date/Time




Dear [N
Thank you for allowing RAM Customer Care an opportunity to address your concemn. Our primary focus is your satisfaction.

My name is -and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is
The
My direct extension:
My work hours are:

Case Management telephone number. _

Please don't hesitate to make contact if you have any questions or concemns. Thank you for your patience and co-operation!

-tnank you for all the time you spent with us in irying to help get cur truck fixed. Your expertise was greatly appreciated. We are still waiting for a call from your
counterpart and wish you could have Continued.

|Regards
Sent rom [N

Get the new : mail.mobile.acl.com
Oon US Customer Care <_ wrote:
ocer I

It was a pleasure speaking with you -

As we discussed, please take a photo of the registration and attach the document to the email.
[You must REPLY to the email.

Once the documen: has been received, | will update your ownership information.

Thank you.

are

SRT I
Extension NG

o




ENow Customer Assistance Inquiry Record (CAIR)I -]

. u [ m—
Body - vehicl I
Customer Provided VIN |[Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date ] |[cAIR Type Regular | Status Closed
Close Date I ||Origin Telephone |Reason
|Mileage | ] ||Market u | Language Englsh
Contact Email |[Contact Phone | | Contact Mobile
Caller Address | Source Customer
[City/state/Country/Zip | \
Customer
Customer Address
City/State/Country/Zip [ | I e
e - — T 1= e
Dealer Address
[Dealer Zone Service District | M
Subject Repeat Issue - Needs to have the concern resolved
Synopsis Case reopened, email rec'd, -telephoned cx, lvm, no response.
Customer Anomaly Steering / Suspension
Steering Housing
|Contact R |- | Service Problem Not Resolved \ Custi A ly _‘ Steering housing issues
|[Reason Code |Aﬂer Sales - Complaint - Network - Treaiment in workshop - Service Problem Not Resolved
Case Status History
Create Date Status
o7 I Open
09/032020 Closed
00/05/2020 Open
oo/ 1 I Closed

Initial Description

Main issue is with the steering - the wheels rattle when hes driving, the truck is dangerous to drive.
Please see the previous cases and determine the next plan of action for this file, customer is completely disappointed in the way -has handled the concarn.

Case Comments

Date Comment

“**INBOUND CALL FROM CUSTOMER"** Inbound call from customer ocn phone number Customer contacted agent looking to speak with his case manager on case
number H(‘,ustomer states that him and JJjih set up for him to take his vehicle into the dealer on #and wants to know why his case is closed. Customer
states that the venicle is at the dealer and has been waiting on some kind of communication from his Cm> Customer stated that promised she can help but not hearing
his case is closed. Customer has had many open cases and has been to and no one ssems to be able to Tix the issue - customer is getting no help
from dealer, no one is returning his calls. Customer has reached out o an attorney and the attorney is more than willing to take this case as he is confident that
have to answer to this kind of treatment of the customer and how they have dealt with the vehicle concerns. Main issue is with the steering - the wheels ratile when hes
driving, the truck is dangerous to drive. Please see the previous cases and determine the next plan of action for this file, customer is completely disappointed in the way

has handled the concemn. Agent advised customer that agent will document case and open up a new case for him. Customer stated that at this point he just want to let
e attorney deal with this matter. Customer stated that due to no email or return call that does not mean that she should net close his case

--Outbound to Dealer-- | called dealer and spoke to Fand the vehicle hasnt’ been to | asked him to confirm the number he had on file for
the customer. and its the same number we have for him. --Outbound to Customer-- | calied the custome ana the line is busy and will net allow a vm to be left. —-Sent
email asking customer to reach me back.
--Inbound from Customer-- \Customer called and left me a vm asking for a call back. | called back -snd the phone line is ringing busy and | am unable to leave a vm.
--Outbound to Customer-- | called and the line is ringing busy and will hang up not allowing to leave a vm
--Outbound to -- Called a no success and unable to leave a vim. --Reached out to my TL to see if he gets a busy tone when he calls
--Inbound from Customer-- He was very argumentative and is advising he has an attorney and is going to subpoena me to come to court. He began to curse and | advised
him to have a good day. | was able to at least verify that the number | been calling is correct. —-Sent IM to my TL requesting to remove myself as cm.
--Outbound to Dealer-- Spoke to > is scheduling and she advised the customer missed his appointment on The vehicle is not there.
“***INBOUND CALL FROM CUSTOMER*** Inbound call from customer on phone number Customer contacted agent and stated that the CM was very rude and
disrespectful and argumentative . Customer states that he was timi to explain to CM .lne reasons he was told why his case was closed. Customer stated he did

inform CM that she was a compulsive liar and he made and he apologizes about it . Agent advised customer that agent can put in for & supervisor call
back. Customer stated that ﬁstated that she will have hersell removed from the case. Customer stated he just wants his vehicle fixed. Customer states that the dealer

figured out the problem and they can have the parts to fix the vehicle dealer just want to hear from the CM or
Outbound [JjCal: ”TL attempted to call customer 4 [ #the call went straight to a busy tone. TL sent customer an e-mail requesting a
0 Contaci e

Igjood phone number iem at. TL will reach out as soon as a good pnone number is provided

_ The customer missed his supervisor calls according to the notes the customer stated that he was not contacted. | verified the number and gota and
advisad the customer to wait or another call back,

- Customer called again. Corrected info.
I TL was unable to reach Customer for a Call. advising them thatthe CM would be notified of the correct dealer and that they
also requested a call back if customer had any further questions.

customer calling to return cal from r previous notes speak of correct - cusiomer stated he did not want to continue to work with CM ( *** confirmed

I { / informed customer | would update case/ reach out to current CM., prev. . and Specialist for correct (to confirm

ollow-Up request will De proviae cusiomer stated YM from- was not lear - wanted to know customer care is going to call -an work it out

with them (customer wants to know his options and next steps) ™" provided customer with - best contact number:
**OB Cx** CM sent Intro email.
upset that he never got the call from the“ard now wants to speak with boss. “upset as he sfated that he has not been getting any support
and that no one wants to call and talk to the stated that they keep getting the round around and that he wants to hear form boss before he goes to the dir
to pick up the vehicle and then drives to the atiorneys cffice tred ot getting the run around and waiting as this has been going on for Wants a call back
from F boss within the Just wants his steering componert fixed and that's it. Advised [ | will send an alert to and “mal
he wants 10 speak with ss. Upset with the treatment from #and mainly Stated that everyone else he has spoke with have been gcod 1o work with.
stated that he wanis drug tested as she could not remember which dealer to call and showing lack of confidence in her postion
ox reported slack in steering-did not report rattle in wheels while driving. qndvised the drag link
replaced and fai which requires an adjustment at the sleeve. Cx vehicle failed at the joint at pittman arm where there is excessive
slack which has caused the steering to be off center. advised will call CM back with warranty pricing.




Date Comment

“OB Cx** CM dialed spoke to who advised vehicle at for steering and ABS traction control light on. made introduction and
verified personals. CM advised cx of conversation wi land waiting on warranly pricing, once received will contact cx. Cx appreciative of assistance and advised

will be waiting on call back.

spoke to -wl'o took message for call back from
TL reached out to the customer for the and was able to reach them. Customer advised that their new CM has gotten done in
Fsomething ey en trying to get done for Cusiomer states that they are satisfied with their new CM and that if any further issues come up
that they will request to speak to TL once again

got vm, CM lvm - need warranty pricing

got vm, CM Ivm - contact CM.

no answer phone rang for
ing: Parts Labor - ABS Module Parts - Labor -=—

who provided warranty prici
gotvm, CM lvm - contact CM - gw offer.
CM advised that rec'd warranty pricing from Ein the amount of Hand that offerin
Cx accepted offer. Cx advised that'has had this concern with vehicle since
and would like to be sated asked if ex rec'd rental while vehicle was off road and cx advised .
CM advised that after vehicle is repaired and cx is satisfied with repair CM will evaluate if cx can be reimbursed.. Cx agreed.

got vm, CM Ivm - contact CM
got vm, CM Ivm - contact CM-need update
who advised waiting on the hydraulic control unit. CM transferred to in Parts who advised ETA is
‘ CM advised will contact cx with updated information
got vm, CM Ivm - need update.

“1B * CM recd call from Fwnc asked if cx rec'd gw. CM advised that DM note was sent to TJ on -cx has a deductible of - -also
Wi

advised repair completed and € released to cx
**OB cX** CM dialed Ivm - satisfied with repair?
“*OB cX** CM dialed asked if cx satisfiec with repair? Cx stated not yet, still issue with steering, vehicle still pulls to right and

cx advised that dash cam Is damaged and changed from 0 (has video). Cx also advised that drivers side door handle is about to fall off again. CM advised to
make an appt to take vehicle back to -and call CM when dropped off at

**IB Cx** CM rec'd vm, Cx advised tcok vehicle back to refused vehicle.

advised he advised Cx that he did know what
sh cam or drivers side door handle. that

who advised cx advised that there was still some slop in steering m
icle driving as designed. Kraig SA also stated that cx did not report damage 1o das

Il need to verify concerns before bring vehicle into - Cx should contact to establish day and time for Cx to stop by.
“*OB Cx** CM dialed CM advised cxs of info rec'd from Cx were very unhappy and advised that F
should call them back Wi e day and time. CM at cxs have the option 1o take vehicle to differan aslong asitisa Cx requested to be
reimbursed 1 mos car payment. CM advised will not be able to provide reimbursement until down time is verifi ‘and cx is saushied with repar. Cxs advised that
ised have contacted and signed paperwork with

CM did not say cx must be satisfied with repair in order to reimburse car payment and is committing ext:

an attorney fol - Cx advised will be taking vehicle to of _ and will call CM back with appointment date
within ﬁ

**OB Cx** CM dialed got vm - CM Ivm - - car reimbursement.

**OB Cx** CM dialed got vm - CM Ivm - 1 mos car reimbursement. If so, only technical assistance can be provided in the future.

“*OB Cx** CM dialed got vm - CM Ivm - -car reimbursement. If so, only technical assistance can be provided in the future. .
asked if vehicle at new

**OB Cx** CM sent email - response b
**IB Cx** CM rec'd email "I have hired attorneys!. ",

**OB Cx** CM dialed got vin - CM Ivm - -s car reimbursement.
CM sent email to TL.
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epeat Issue - Needs to have the concern resolved [ ref .ref

|Sent Date/Time
Hello again this is qwnh | am reaching back out because there is a new open case for you. | closed your previous one because | made several “to reach
you and couldn't. I'called the desler as well and was advised that you missed your appointment. | even asked them to verify that | am calling the
correct number to reach you. | calle: as well and haven't been able to reach you. Please when you have time please gve me a number that you

can be reached at.

Kind Regards.

Ext:

[pate Subject |RE: Repeat Issue - Needs to have the concern resolved | ref} ef
|From To |Sent Date/Time




Dear Mr. -

Hello again this is with For some reason every time | call there is a busy tone from your phone and it hangs up and doesn't allow me to leave a voice mail.
Every correspondence is logged in our system for issues such as this. | did receive your voice mail. 1 didn't close your case because of a rental. | dosed the case
because you didn't make your appointment and | made several attempts to reach you by phone and email with no success. | will continue to try and reach you today. |
have also made my supervisor aware of your case

Kind Regards,

3§ |

e - Original Message ----—--—-

From: US Cusiomer Care [_

Sent:

Subject: Repeat Issue - Needs to have the concern resolved [ ref || I < 1

Dear Mr. -

Hello again this is qwnh | am reaching back out because there is a new open case for you. | closed your previous one because | made several attempts to reach
you and couldn't. | called the dealer as well and was advised that you missed your appointment. | even asked them to verify that | am calling the
correct number to reach you. | calle as well and haven't been able to reach you. Please when you have time please gve me a number that you

can be reached at.

Kind Regards,

Ext:

ref:

Date |Subject Customer Care [ ref] ref
From |To nt Date/Time
Hello Mr.

My name is | am a supervisor at the | just wanted to reach out to you by e-mail as | tried to call the phone number we have on
file for you separate times and each tme It went to a busy tone. At your earliest convenience please reply to this e-mail with the best
phone number for me to reach you and | will give you a call as soon as possible

Clickto d

Thank You for choosing -

Case Number | IR

e — Original Message ------—---—---

From: US Cusiomer Care [_

Sent:

To:

Subject: RE: Repeat Issue - Needs to have the concern resolved [ ref._00Dj01qsDF._500321517Li:ref ]

Dear Mr. -

Hello again this is -wnh For some reason every time | call there is a busy tone from your phone and it hangs up and doesn't allow me to leave a voice mail.
Every correspondence is logged in our system for issues such as this. | did receive your voice mail. 1 didn't close your case because of a rental. | dosed the cass
because you didn't make your appointment and | made several attempts to reach you by phone and email with no success. | will continue to try and reach you today. |
have also made my supervisor aware of your case

Team Lead

Kind Regards,
I -

e - Original Message -- -

From: US Cusiomer Care [_

Sent:

To: H

Subject: Repeat Issue - Needs to have the concer resolved [ ref ||| < 1

Dear Mr. -

Hello again this is qwm | am reaching back out because there is a new open case for you. | closed your previous one because | made several attempts to reach
you and couldn't. | called the dealer as well and was advised that you missed your appointment, | even asked them to verify that | am calling the
correct number to reach you. | calle as well and haven't been able to reach you. Please when you have time please gve me a number that you

can be reached at.

Kind Regards,

Ext:
ref ef

|Date Subject Re: ustomer Care [ ref: ref |
|From To ent Date/Time




[Please call again. | received nothing.

on I - oscrer oo -
wrote:

> Hello Mr.

% [

> My name is(_l am a supervisor at the m

> | just wanted 1o reach out to you by e-mail as Tiried to call the phone

> number we have on file for you “four separate tmes this

> morning and each time it went to a busy tone. At your earliest convenience

> please reply to this e-mail with the best phone number for me to reach you

> and | will give you a call as soon as possible
> Click tod

>

> Thank You for choosing [}
>

>

- (N - Load

> Case Number: NN

>

>

> Helio again this is [Jfwith For some reason every time | call there

> Is a busy tone from your phone and it hangs up and doesn't allow me to

> leave a voice mail. Every correspondence is logged in our system for issues
> such as this. | did receive your voice mail. | didn't close your case

> because of a2 rental. | closed the case because you didn't make your

> appointment and | made several atiempts to reach you by phone and email
> with no success. | will continue to try and reach you today. | have also

> made my supervisor aware of your case.

>

> Kind Regards.
>

]
- I I
>

> eeemmeeeeee Original Message -~
> From: US Customer Care
> Sen!
> To:
> Subject. Repeat Issue - Needs to have the concern resolved [
< U

>

> Dear Mr. -

>

>
> Hello again this is [Jjwith | ! am reaching back out because there is

> a new open case for you. | ciosed your previous one because | made several
> attempts to reach you and couldn't. | called the dealer

> as well and was advised that you missed your appointment. | even as hem
> to verify that | am calling the carrect number to reach you. | called two

> times has well and haven't been able to reach you. Please when

> you have ume please give me a number that you can be reached at.

>

>

> Kind Regards.

>

> E
> ref; ref

>




Hello (I
Call back at [N

Thank you

o I s C.orer Ge <

wrote:

> Hello Mr. -

>

> My name |5FI am a supervisor at the m
> | just wanted 10 reach out to you by e-mail as ['tried o call the phone

> number we have on file for you _four separate tmes this

> morning and each time it went to a busy tone. At your earliest convenience

> please reply to this e-mail with the best phone number for me to reach you

> and | will give you a call as soon as possible
> Click tod
>

> Thank You for choosing
: .

>

> I

> Team Lead
> Case Number: | INEGNINING

>

b — Original Message —--.

> From: US Customer Care ||
> Sent:

> Subject: RE: Repeat Issue - Needs to have the concern resolved [
- R <
>

> Dear Mr. -

>

>

> Hello again this is -with For some reason every time | call there

> is a busy tone from your phone and it hangs up and doesn't allow me to

> leave a voice mail. Every correspondence is logged in our system for issues
> such as this. | did receive your voice mail. | didn't close your case

> because of a rental. | closed the case because you didn't make your

> appointment and | made several attempts to reach you by phone and email
> with no success. | will continue to try and reach you teday. | have also

> made my supervisor aware of your case.

>

> Kind Regards,

> Il
> I -
>

> To. I
> Subject. Kepeat Issue - Needs to have the concern resolved [
> ref .ref ]

> Hello again this is with I am reaching back out because there is

> a new open case for you. | closed your previous one because | made several
> attempts to reach you and couldn't. | called the dealer

> as well and was advised that you missed your appointment. | even as) hem
> to verify that | am calling the correct number to reach you. | caled two

> times as well and haven't been able to reach you. Please when

> you have lime please give me a number that you can be reached at.

>

>

> Kind Regards,

>l
> Ext:
> ref] ref

>
>

Date ]Sub]ect Re: Customer Care [ ref; .ref ]
From |To ent Date/Time
Dear Mr.

Thank you for allowing -Customer Care an opportunity to address your concern. Our primary focus is your satisfaction.
My name s [l ' wi! be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is | INNIENENGIN:N
The Hﬁlﬂanagemem telephone number _and my direct extension: - My work hours are: _Eastern
ime

Stanacar

After | review the details of your case, | will be calling you at your preferred number within _—

Please don't hesitate to make contact if you have any questions or concemns.

[Thank you for your patience and co-operation!

Specialist

|om|omo/zozo |$ubiedmre_ I A ——— e e







New Customer Assistance Inquiry Record (CAIR)

VIN 'Model Year ||Brand RAM
Body [ ] \Vehicle I CREVY CAB 4X4
Customer Provided VIN \Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date [ \CAIR Type Regular ||Status Closed
Close Date I \Origin Telephone ||R
|Mileage | \Market U ||[Language English
Contact Email | _ (Contact Phone ]- ||Contact Mobile |
Caller Address | ||Source Customer
City/State/Country/Zip | 1
[Customer | I
Customer Address ]
woeeenzs (N 0 AN W
oo —T— T T % "
|\Dealer Address 14375 S TAMIAMI TRL
FORT MYERS FL | 33012 1043
IDealer Zone | - 1- | |
Subject VEHICLE CONCERN
Synopsis confirmed with customer
Customer Anomaly Brakes
Automatic Braking System l.
(Contact R | | Technical Issue With Vehicle 2 Anomaly N B ssues
|[Reason Code | After Sales - Complaint - Product - Vehicle concem - Additional details

Case Status History

Create Date Status

o7 I Open
o7 I Suspended
o7 I Open
o7 I Suspended
o7 I Open
o7 I Closed

Initial Description
Il LIGHT ON

Case Comments

Date

Comment

within

SA

(Why the customer is ca\(acm\gMNDICATOR ON,
STANCE WITH RE

PUMP HAS TO BE REPLACED, NOT COVERED UNDER WARRANTY What the customer is seeking:

COST ASSI Expired (Odometer) CUSTOMER QUALIFIES FOR GOODWILL
I ASSISTANCE Customer s preferred phone number: ime: ANY Latest call time: pdates via email: YES Vehicle Location:
M FIAT Date and Time of Al PUMP NEED TO BE REPLACED Coniirmed Appointment with: DIESEL S/
ustomer in rental: yes, rental authorized by Rental start date: gent advised that the case will be escalated to a Specialist and that follow up will occur

called to get an update on repairs. Please call back at

Wiring and abs pump hydrolic pump

and heatshrink 921.31 |abor- OK with DM notes

Called customer at no answer left message with update can cover all but

s0 customer would have

copay

Called customer he advised he did get the message and gave

the go ahead

Spoke with

ran overlay completed and picked up

Email(s)

Called customer at
Called customer at

Sent custoemr email to check up.

no answer left message
he advised running fine and thanked and disconnecled.

Hello Mr.

This is
receive your reply. |'wi

Regards

ref?

with case management reaching out to check up. | just wanted to see how everything is after pick up? Please reply directly to email so that | may
ollow up another day have a great day and stay safe.

_ Case Manager
I <

EHICLE CONCERN (}

Sent Date/Time

ef




'New Customer Assistance Inquiry Record (CAIR)# ]

o e m Cm—
ody ] venice o N 7
Customer Provided VIN Line of Business CAC Customer Assistance Center
Batch Case Infor
Open Date | ] CAIR Type Regular Status Closed
Close Date ] Origin Chat Reason
|Mileage 0 Miles Market u Language English
S ——
Contact Email Contact Phone Contact Mobile -_
Caller Address Customer
City/State/Country/Zip |
Customer
Customer Address
City/State/Country/Zip
Dealer JEEP DODGE RAM [Dealer Phone I
Dealer Address 9051 EAST COLONIAL DRIVE
ORLANDO FL 32817 4176 -
Dealer Zone | D 0 ] [Service District__|E
Subject Customer Assistance
Synopsis
Customer Anomaly
Contact Reason || Il Company Contact Info Request |le A Iy
R Code | I - ! formation & Assistance requests - Corporate - Corporate - Contacts
Case Status History
Create Date Status
07| New
07 Open
o7 I Closed

Initial Description

Chat Started: ( Chat Origin: Fﬁrand Chat Ageant ) q Hi, my name is —n
Customer Care, How may | help you” 1sitor: We have been getling a service light and audio tone while driving. We contacted customer service and have

taken it to a dealership. We are not able 10 resolve this and are traveling which makes it worse as if the ABS fails we could be in danger of having g an an accident. Our
vin is # We have a - Ram and currently have a camper on the bed. ( ) . Hello i&# I m sorry to hear you are
i IS ISSue. 1T you confirm your address, | ! ne number, and email, | will be more than happy 10 00 n O 1NiS Tor you. I l Qs ) lsnor

( 5m 1s ) Visitor: ( ) Thank you for confirming, |&$} m loking into this Tor you
* Thanl you ank you for holding, | appreciate your patience. | do see this case is currently wnlh case management. You will

with your case manager regarding this case. | have made a note that you are requesting follow up contact from them. | will also provide you with their

contarl information |1&#3m sorry for the concern that the vehicle has been having and do hoie it is resolved very soon. The contact information for your case manager

is: ex ( ) Visitor: We were told they would contact us and we waited unti To reach out as no one has attempted to

contact us. ) have made a request for the case manager to contact you. Ihey will be in teuch with you very soon regarding the case. | do see here

that the case was escalated further and this may have been what caused the delay in contact, i&JJjm sorry about that. ( | Is there anything else |

might be able to lock into for you at this time? ( ) | am also seeing the case manager sent an email that requires for you 10 respond with the registration

of the vehicle. That email may have gone to the spam or junk box of your email if you did not see it vet. ( ) Visitor: Apparently not at this time. Thankfully we
-

aren’t on the highway nght now. This could be serious and | am really concemed | am actually seeing that the registration was sent so everything is

good 1o go there. The Case Manager will be in contact regarding the vehicle. ( isitor: The registration was sant as you can see the agent we spoke to was out

of and supposedly an agent from _was going to contact us. No communication at all ( ) I ' have made an urgent request for the

case manager o contact you. They will be In teuch with you very S00n regarding the case. | do see here that the case was escalated further and this may have been

what caused the delay in contact, |& m sorry about that 9s ) Visitor: We will hopefully get some kind of a response soon as when we drive it we get a constant

beep along with cutting off my cruise control ( he case manager will definitely be in touch and i&; m very son‘i for the issues that the is having, |
Isitor:

can definitely understand the concem there. ( hank you for checking on this for us. Hoping we have a response ( ) No problem it
was my pleasure assisting. Thank you for contacting AM Customer Care and thank ycu for choosing RAM! We appreciate having you in the R amily ( 6s )

Have a wonderful evening and take care! | ) Visitor: You too. We just want to travel and arrive home safe. ( ) Thank you! The case
manager will make sure that the issue with the vehicle is resolved so you can get back to enjoying your vehicle without any concerns

Case Comments

Date Comment
Customer chatted in wanting an update on their case as it has not been resolved. Customer is wanting a contact from CM. Agent documented the request for contact on
customers open case with CM.

Live Chats




Date

Chat Origin: [JlJRam Brand Chat

gert

) | Hi, my name is *with Ram Customer Care, How may | help you?
( 3m 40s ) Visitor: We have been getting a service light and audio tone whike driving. We contacted customer service and have taken it to & dealership.
\We are not able to resolve this and are traveling which makes it worse as if the ABS fails we could be in danger of having g an an accident. Our vinis
We have Ram and currently have a camper on the bed.
ello i'm sorry 1o hear you are having this issue. If you confirm your address, telephone number. and email, | will be more
than happy 1o 00K into this for you.

) Visitor:
)

hank you for confirming, i'm looking nto this for you now.

\sitor: Thank you

Thark you for holding, | appreciate your patience. | do see this case is currently with case management. You will need to work with
your case manager regarding this case. | have made a note that you are requesting follow up contact from them. | will also provide you with their
contact information I'm sorry for the concem that the vehicle has been having and do hope it is resolved very soon. The contact information for your
case manager is: Hﬁ | ext.

( “: Visit e were fold they would contact us |JJjend we waited uniil To reach out as no one has attempted to contact us.

( ) - | have made a request for the case manager to contact ycu. They will be in touch with you very soon regarding the case. | do see
here that the case was escalated further and this may have been what caused the delay in contact, i'm sorry about that

( ) Is there anything else | might be able to look into for you at this time?
( ) 1 am also seeing the case manager sent an email that requires for you to respond with the registration of the vehicle. That email
may have gone to the spam or junk box of your email if you did not see it yet.

( !) Visitor: Apparently not at this time. Thankfully we aren_t on the highway right now. This could be serious and | am really concerned

( ) | am actually seeing that the registration was sent so everything is good to go there. The Case Manager will be in contact

he venicle.

( ) Visitor: The registration was sent as you can see the agent we spoke to was out of -and supposedly an agent from _
was cnﬁio contac! us. No communication at all

( ) | have made an urgent request for the case manager to contact you. They will be in touch with you very soon regarding the case. |
do see here thal the case was escalated further and this may have been what caused the delay in contact, i'm sorry about that.
( - 9s ) Visitor: We wil hopefully get some kind of a response soon as when we drive it we geta constant beep along with cutting off my cruise
control
( )
ccncem there.
( 19m 16s ) Visitor: Thank you for checking on this for us. Hoping we have a response
( ) No problem it was my pleasure assisting. Thank you for contacting RAM Customer Care and thank you for choosing RAM! We
reaate having you in the RAM family

6s ) ﬁ Have a wonderful evening and take care!

isiior: You too. We just want to travel and arrive home safe.

S ) Thank you! The case manager will make sure that the issue with the vehicle is resolved so you can get back to enjoying your
icle without any concemns.

The case manager will definitely be in touch and i'm very sorry for the issues that the is having, | can definitely understand the




;Now Customer Assistance Inquiry Record (CAIR)

VIN Model Year

oy - Vebicie I

Customer Provided VIN Line of Business | Customer Assistance Center
Batch Case Infor

Open Date | ] CAIR Type | Regular Status Closed
Close Date I Origin | Telephone Reason

Mileage | ] ] Market u Languag English
Contact Email |Contact Phone | Contact Mobile ]
Caller Address ] Source Customer
City/state/CountryZip W
(Customer |

Customer Address I

City/State/Country/Zip W
Dealer || AUTONATION CHRYSLER DODGE JEEP RAM Dealer Phone -_
Dealer Address

[Dealer Zone | G
Subject Dashboard Lights

Synopsis Customer was recommended to get a diagnosis and then consider their options from there.

Customer Anomaly

Contact Reason | ] Vehicle Warranty Plan Coverage C A ly

IR Code I After Sales - Complaint - Warranty - Warranty - Coverage Information

Case Status History

Create Date Status

Open

Closed

Initial Description

Customer states that their ABS light, traction control light and service anti lock brake system light is on.

Customer wants to know if he still has any active warranties on the vehicle.

Case Comments

Date

C "

Customer states that their ABS light, traction control light and service anti lock brake system light is on. Customer wants to know if he still has any active warranties on the
_ vehicle. Agent advised that they have powertrain warranty, diesel engine warranty, corrosion, major comp emissions warranty and roadside assistance on the vehicle

Customer wants to know if the suspected repairs can fall under those warmranties. Agent advised we have no way to know for sure and advised customer to schedule an
appointment with their DLR. Agent offered to transfer, customer stated they will contact them. Customer understood the information.




;Now Customer Assistance Inquiry Record (CAIR)

VIN Model Year ||Brand RAM
Body Vehicle I I Cre\v CAB 4x4

Customer Provided VIN Line of Business CAC ] Customer Assistance Center
Batch Case Information

Open Date [ ] CAIR Type Regular || Status Closed
Close Date . Origin Telephone |[Reason

|Mileage | ] Market U ||Language English
Contact Email _ Contact Phone | |[Contact Mobile [ ]
Caller Address ||Source Customer
[City/state/Country/Zip |

(Customer THE [ B

Customer Address ]

G r—] | - = - .
e — 1 oserioss |

Dealer Address

[Dealer Zone |
Subject ABS
Synopsis

Customer Anomaly Brakes

Automatic Braking System (ABS)

(Contact R | | Technical Issue With Veicle C Anomaly I 200 ITtEa

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

Case Status History

Create Date Status
Open
Closed
Initial Description
Customer called about the ABS
Case Comments
Date Comment

Customer called about the ABS says the light came on says that he was out of warranty when it happened customer says this has been happening with other -agenl
- advised that it has been documented customer says that water has been getting in the vehicle has been on the floor.




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year |Brand DODGE

Body | ] Vehicle I CRE\Y CAB 4x4

Customer Provided VIN Line of Busii CAC Customer Assistance Center

Batch Case Information

Open Date [ ] CAIR Type Regular [Status | Closed

Close Date | ] Origin Telephone |Reason

[Mileage [ ] |Market V] [Languag | English

Contact Email _ |Contact Phone | - |Contact Mobile ‘
Caller Address \Source Customer
|City/state/Country/Zip

Customer I

Customer Address ]

sz, IS $ZU2U O O OEEm W

Sandy Sansing Chrysler Dodge Jeep \Dealer Phone i ]

|Dealer |
|\Dealer Address 6348 HIGHWAY 90

MILTON FL 32570 4520
IDealer Zone | Southeast sales District | [Service

Subject ABS light came on
Synopsis no customer contact.
Customer Anomaly Brakes

Automatic Braking System (ABS)

|Contact Reason I- Technical Issue With Vehicle Customer Anomaly ]—lis_uT

|Reason Code ] After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
Open
I Closed
Initial Description
[l called in stating his ABS light came on but the it in his area can't see the vehicle for -

Case Comments

Date | Comment

-T called in stating the ABS light came on -_ stated his wife was the one thats driving and the ABS light came on and off a Ftlmes qstated he
hand they had an appcintmen)| out but the !T is worried as his wife drives the vehicle and if something happens he will have to hold

contacted his local
- and the responsibie Agent assisted the T by findinga local R In Nis area with a sooner appointment Agent contacted
see if an appointment could be scheduls , but the service department was not available at this time . Agent provide:
try and cal at a later time when appointment is scheduled
CM contacted the customer but they did not answer. CM left a voicemail and will call back later. CM will send the customer an email.

contacted the dir confirm if the vehicle has baen to the dir. Service department was busy. CM will try
0 call back later.

Initial Contact | ref:

Thank you for allowing -Cuslomer Care an opportunity to address your concem. Our primary focus is your satisfaction.
My name is - | will be your advocate to ensure all questions and issues are addressed. Here s some information that will be helpful for you to have:

Your case number is

I
The (east) Case Management telephone number: _
My direct extension:
!y le epl\one lo discuss your case.

My work hours are(|
Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

| will contact you within

-{case specialist)

Thank you for bein: customer.
ref: ref

| ubject case close [ ref: ref |
Sent Date/Time | ]




=

Due to no customer contact your case is being closed. If you have any questicns or any concerns please call back

(case specialist)
ref: ef




New Customer Assistance Inquiry Record (CAIR)
(vin

IBody

|Customer Provided VIN
lﬂatch Case Infor

Model Year

Vehicle _CREW CAB -

Line of Busi CAC Customer Assistance Center

RAM

Open Date CAIR Type Regular Status Closed
Close Date Origin Telephcne Reason

|Mileage Market V] Language English
Contact Email Contact Phone | Contact Mobile ]
Caller Address Source Customer
|City/state/Country/Zip 1 [ ]
|Customer IlsAVS LLC

Customer Address

]
wsencenzs (N O BN W
oot ] — = oesrprors | I

Dealer Address
[Dealer Zone | Sales District Service District F
Subject Vehicle concern
Synopsis Repair completed
Customer Anomaly Brakes
Automatic Braking System (ABS)
[Contact R | | Technical Issue With Vehicle [Customer nomaty | i ABS Issues
[Reason Code ]Aﬂer Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
Open
I Closed

Initial Description
Customer has fights coming on in vehicle for ABS System

Case Comments

Comment
Customer having issues with vehicle ABS System lights came on in vehicle, lights just keep oomini on the vehicie is not driving differently. Customer will need to make

appointment for diagnosis of the vehicle. Customer has an appointment for his diagnosis on Customer has CCS of 15 and an LS of Warranty expired for
mileage but not time sending for possible GW consideration. Customer Requesting to be called at this number when reaching out

Date
- Vehicle has arrived at dealership RAM and attended by dealer employee
I

**OUTBOUND TO CST** CM spoke to cst who advised that the lights started coming on ABS, but was surprised when advised that vehicle was not in Warranty.
Cst stating that when they purchased vehicle had on it and thought that would have been taken into consideration with the Warranty, CM advised that
understand, but that goes from the ISD regardiess of amount of miles on vehicle. CM advised that will be contacting .or further information and then will review for
possible GW assistance.

CM sent email to SA -asking for the actual diagnosis and the-oonsideratlon

received email reply from SA with WP. door bezel broke drivers door inside door panel part _bozol labor m tax warranty
rice The technician diagnosed the abs concern and found abs pump failed internally . needs pump estimate below pal pump pa labor
pump price [Jnuic tax -mi

**OUTBOUND TO CST** CM spoke o Cst and advised that have received requested information form CM advised that will be offering GW assistance , and advised
that there will be a Cst copay. Cst accepted. CM advised that will acvise SA. CM advised that will Tollow repair and will follow up on completion because closing case

and can be contacted with any questions or concerms. Cst thanked CM.

CM emailed copy of [ S~
CM sent email to Cst stating that following up after recent repair and that at this time closing case

Email(s)

Date |Subject  [FOLLOW-UP | ref] 1
From |To nt Date/Time
Dear

Case: NN

Vin:

| am just following up after your recent repair.

| will be going ahead and closing this case, but if there are any issues related to this recent repair within the -can reach back out to me and | will reopen this
case.

Thank you again for being part of our RAM FAMILY.

I
I SPECIALIST

Ext:
ref:




New Customer Assistance Inquiry Record (CAIR)

VIN | Model Year

Body Verici I

Customer Provided VIN | Line of Business Customer Assistance Center
Batch Case Information

Open Date | ] | CAIR Type Regular Status Closed
Close Date [ ] | Origin Chat Reason

Mileage T Viles | Market u Languag English
Contact Email | Contact Phone ] - |Contact Mobile -_
Caller Address |Source Customer
City/State/Country/Zip

|customer

Customer Address

City/State/Country/Zip

oo m I e
|\Dealer Address

IDealer Zone | | Sales District |Service District R
Subject Warranty & Maintenance Information

Synopsis warranty info

Customer Anomaly

Contact Reason [ ] | Brand Website Content [Customer Anomaly ]

IR Code | Sales - Information & Assistance requests - Websites - Brand Websites - Contents

Case Status History

Create Date Status

New

Open

Closed

Initial Description

Chat Started:

this will be covered by warranty (

of the account please? ( 'q
under a different name is that t

) Visitor: Based on conversations with my local dealer

F) No problem | can look into that for you, can | get the last 8 of the vehicle identification number and the email address
) VisRor, ( 36 ) Visitor: ) ) IR Now that VIN shows
F (

e correct

(-} Chat Origin:
Customer Care, How may | help you \sitor: My RAM has
agvisor is that okay? ( ‘

0 look it up for you

Non Premium Brandsite Chat Agent ) Hi, my name is *
that have came on. ( Forthat| can get you over 10 2 Ram

ere Is a high degree of certainty that it iIs the ABS pump. | am trying to determine if

m 22s ) Visitor: Typo. My apologies. m 308 0 worries one moment 10 pull it up ( 9m 40s )

Can you verify your name, address. cily, zip code and phone number as well as curient mileage for cenfirmation? Visitor:F _
Pass ) Visitor: (!F ) Visitor: (plus or ( Thank you Just a Tew
moments i For the warranty yeur basic warranty has expired by mileage and your power train warranty expires on -or

at

Case Comments

or whichever comes 1irs *

part 50 you may want to ask the dealer to confirm if the ABS pump is covered under your powertrain warran s ) Visitor: the dealer recommended | check with
you. Apparently the part is failing in many model trucks similar to mine. The part is being back ordered at
Dealer even mentioned that it should be a recall item. (|
q ) Viisitor: is only the dealer able to corfirm which group the
expired by mileage on your vehice (

fai' l!s early in service lffe on such a common basis. ( )

end of basic otherwise if you get it repaired j=keep the receipt an
* ) “‘ Wish | had better answer for you (
0u have any further questions or concerns with your

Thank you for using -

) Just need to see what ABS pump is under ( Don& t see it listed under the power train

due to the high volume of failures.
are the ones that send out the recalls on venhicles (

found it and it is under the basic warranty which is
m( ) Visitor: The light first went off

) : Recalls are done through
pump is under? (
) Visitor: What mileage did the basic expire a

i have the vehicle action alert via email. with the part being such a common failure is there any way to appeal this? [ha part is obviously flawed and should not

You would need to speak to the dealer on that and see if they would help you out as so close to
0es go to a recall you would be able to apply for possible reimbursement ( 30m 15s ) Visitor: ok (

) Visitor: me too. ( -¥ ) Visitor: thanks for the info. ( q) You are very welcome. Should
wner account, please contact us back at that time. We are availabie Dy cha -_

ave a nice day and stay safe!

Date |

Comment |

ICustomer came on chat looking for information on warranty of vehicle agent advised customer that just outside of basic warranty and should work with dealer I

Live Chats



Date

(

(5m

(
(
i
(

(
(
(
(
(
(
toa
(
I
(
(
(
(
(
a

a

Chat Origin: [JlfNon Premium Brandsite Chat

pgert I

( Hi, my name is with Customer Care, How may | help you?

( 5 sitor: My RAM has that have came on.

( S ) For that | can get you over 10 a Ram advisor is that okay?

( isitor; Based on conversations with my local dealer there is a high degree of certainty that it is the ABS pump. | am trying fo determine if this
wil be covered by warranty

(| ) No problem | can look into that for you, can | get the last 8 of the vehicle identification number and the email address of the account
please?

) Visitor:
) Visitor:

oW tha shows under a different name is that the correct VIN -7

) Visitor: Typo. My apologies.

) No worries ﬁmomen 0 pull itup

) Can you verify your name number as well as current mileage for confirmation?
) Visiior:

S ) Visitor:
ank you just a few moments to look it up for you

For the warranty your basic warranty has expired by mileage and ycur power train warranty expires on -or _or

) Visitor: the dealer recommeanded i check with you. Apparently the part is failing in many model trucks similar to mine. The part is being back

) Just need to see what ABS pump is under
) Don' see it listed under the power train part so you may want to ask the dealer to confirm if the ABS pump is covered under your
owertrain warranty

ordered at due to the high volume of failures. Dealer even men d that it should be a recall itam.
) ecalls are through “!he s that send oul the recalls on vehicles
1sitor: is only the dezler able to confirm which group the pump is under?

Finally found it and it is under the basic warranty which is expired by mileage on your vehicle
Isitor: What mileage did the basic expire at?

) Visitor: The Iig went off at i have the vehicle action alert via email. with the part being such a common failure is there any way
al this? The part is obviously flawed and should not fail this early in service life on such a common basis.
13s) You would nead to speak to the dealer on that and see if they would help you out as so close to end of basic otherwise if you get it

epalred j=keep the receipt and if it does go to a recall you would be able to apply for possible reimbursement

15s ) Visitor: ok
) Wish | had better answer for you

) Visior: me too.
s ) Visitor: thanks for the info.

) You are very welcome. Should you have any further questions or concerns with your Owner account, please contact us back
ime. We are available by chat -“ Thank you for using | Have a nice day and stay safe!

Date




New Customer Assistance Inquiry Record (CAIR)

VIN |[Model Year |Brand
Body | | || Vehicle I eV CAB 4x4
Customer Provided VIN ||Line of Business CAC Customer Assistance Center
Batch Case Information
Open Date [ ] ||CAIR Type Reguiar ||Status Closad
Close Date . ||origin Telephone [Reason
Mileage [ [ ] ||Market U [Languag English
Contact Email _ |[Contact Phone ] - Contact Mobile -
Caller Address ||Source Customer
|City/state/Country/Zip
Customer I
Customer Address I
City/State/Country/Zip -
oein — —— T )
|\Dealer Address 2033 EMAIN ST

TORRINGTON cT .
[Dealer Zone |- |[Sales District ] [Service District Y
Subject VEHICLE CONCERN>>abs control and unit
Synopsis CM offered assistance with repairs. Vehicle was returned, no concerns since getting it back.
Customer Anomaly Electronics

Dashboard Electronics
|CH Reason | | Technical Issue With Vehicle C A ly [_ electronic issues
|Reason Code I After Sales - Complaint - Product - Vehicle concarn - Additional details

Case Status History

Create Date Status

o7 I Open

o7 I Suspended
02/052020 Open

os/1 I Suspended
08/202020 I Open
08/25/2020 Suspended
00/04/2020 N Open
[ ] Suspended
1 [ ] Open

1 Suspended
[ ] Open
I Closed

Initial Description

cst called in regards to the abs control and unit with the dashboard lights with the chime going off all the time

Case Comments

Date

Comment

cst called in regards to the abs control and brake unit with the dashboard lights with the chime going off all the time, was traveling from fl to ct picked up from service
with i1 still started to do the problem, he see a lot having this issue want to know wh-wou[c do about this issue and with ihaving to pay not est
no recalls would like to get a call back in regards 1o this issue dir is updated on file

“*OUTBOUND CONTACT* M|F| HCm contacted to get an update on the vehicle status. CM was advised that the customer called
and spoke on the phone however they did not diagnose the vehicle. CM was advised t hat the customer wants the vehicle to have a recall pertaining to his concern.

“***GOODWILL QUALIFIER***** In-Service Date: -Ongmal Owner: Yes Mileage: -Vehlcle puchase loyalty: _m
repairs: No MVP plans: No

~outBoUND cusToMER CONTACT™ [ T I ' W (ockina to discuss the file. CM left contact information

and case number for follow up.

**INBOUND CUSTOMER CONTACT** m- Customer called in to speak with his CM. He stated that he needs
his vehicle repairs. When driving with the cruise control on, It will shout off when the light comes on, There will be a chiming that will stay on. Customer stated that he didn't
feel this was safe to have the vehicle driving like this. He stated that he brought the vehicle 1o his guy. The guy said he could order the parts and to bring it to a . He

wenta a and they had a kid work on the vehicle that didn't know what he was doing. Customer would like to know what to do from here. - CM advised that| would
note everything and try to get him over to his CM. then fransferred the customer over.

“*OUTBOUND CUSTOMER CONTACT** CM spoke with the customer and the customer reiterated what
he advised CM CM advised the customer In order to go forward the vehicle would have 1o be diagnosed to determine if the concern is what the customer's friend
advised. Once a aiagnosis is in place CM advised they will contact the R togetall of the necessary information to ensure we look into cost assistance and getting any
necessary paris in

“OUTBOUND CUSTOMER CONTACT** _\W__cw |l for the customer looking to see when his appointment

was. gV left contact information for follow up.

“INBOUND CUSTOMER CONTACT** _W-'_—_clnsmmp.r -advising his appointment is for -at North West

Hills on the [l
[FCN | for the customer to advise that VM was received, -
Iagnosis the vehicle.

“OUTBOUND CUSTOMER CONTACT** m |
advised they will follow up with the customer no later than the
- possible phone issues.

“OUTBOUND CUSTOMER CONTACT**
appointment.

~OUTBOUND JJJCONTACT™
gV called to confirm if the vehicle was dropped off for their

“*OUTBOUND CONTACT** and CM got a message saying all circuils were busy and to try again later.

“QUTBOUND CONTACT** Fana spoke with -and was advised that the -was without power for -
advise: t they have calle l00KINg 10 reschedule their appointment.

“OUTBOUND CUSTOMER CONTACT** CM called customer and he advised that they were without
power for CM advised to reschedule an appoiniment that worl will Tofow up with the .? to get diagnosis information. CM advised to cal
back if their appointment was

“*OUTBOUND CUSTOMER CONTACT** CM | asking if the customer rescheduled appointment. ._

“INBOUND CUSTOMER CONTACT**

Customer - advising his appointment is for with

the R on file.




Date Comment

“OUTBOUND CUSTOMER CONTACT** | | contacted the customer to see if the appointment date was
still a go and the customer advised that they had to cancel due 1o beng short a tech. asked It they rescheduled and they have rescheduled for & -
advised they will follow up before their appointment to ensure its still a go. CM advised in the mean time to reach out if he had any questions or concems.

Case to be suspended as appointment is not until
**OUTBOUND CUSTOMER CONTACT** LVM locking to see if the customer was still able to bring the
vehicie in for their appointment

Vehicle has arrived at dealership

and attended by dealer employee
| | emailed SM . to see if they have a diagnosis as of yet or find out when they will be looking

**OUTBOUND CONTACT*
into it. -

“*OUTBOUND -CONTACT“

get an update on the vehicle.

**OUTBOUND CUSTOMER CONTACT**

LVM of the information from the - CM advised waiting
for confirmation on some information befere moving forward.

Cm sent Sm an email seeing if he would be willing to take DM notes with a customer co -pay

**OUTBOUND CUSTOMER CONTACT™*
CM left contact number for follow up.

LVm for the customer advising there is an update on the file.

“*OUTBOUND CUSTOMER CONTACT** Wiriter contacted customer in regards to GW offer. Writer advised
customer of copay Customer states he really appreciates the offer and will accept the offer. Customer would like to know when his vehide needs to go in for the
repair Writer aovised customer that CM would follow up with the dealership then reach back out to customer

CM emailed SM and advised customer to pay -anc CM to put DM notes in on - for coverage.

is requesting review of cost assistance for assistance for replacement of the hydralic pump Writer is suggesting the following as a geodwill gesture based

*****GOODWILL QUALIFIER***** In-Service Date:
repairs: No MVP plans: No Authorized *D The dealership is sugge

hydrolic pump to remedy the current issue. Due to the vehlce peing only and low miles BREAK DOWN Total
assislance of on assistance for replacement of the hydrolic pump Total for repair

Previous related
replacement of the
Specialist is seeking cost

Vehicle purchase loyalty:

**OUTBOUND CUSTOMER CONTACT**

"OUTBOUN?CUNTACT“ i ] emailed @M to see if there is an update on the file. CM sent DM notes for coverage.
CM emailed

**OUTBOUND CUSTOMER CONTACT**
contacted him saying the part was in. CM

spoke with the customer and he advised no one has

**OUTBOUND CONTACT* and asked if the part was ordered and if he recsived my email with the DM

notes

“OUTBOUND CONTACT™ emailed @M to get an update on if the part has come in.

**OUTBOUND CONTACT** emailed SM to get an update on if the part has come in.

**OUTBOUND CONTACT™ Cm spoke with parts and was advised the partis showing in . CM advisad they will check back in

received email from -and was advised that the part has arrived and the customer has an

CONTACT™ emailed @M to confirm if appointment was -and to see how part install is,
CONTACT* received email from and customer has an appointment for for part install

contacted the customer and he confirmed his appointment
install is on 0 SO a co-worker will Tollow up wi

him. CM advised they will follow up with the on
see how everything is after getting the vehicle back.

Vehicle has arrived at dDaIe'shlp and attended by dealer employee

**CM to follow up on

**OUTBOUND CUSTOMER CONTACT** LARRY WHALEN |
driving it. Customer would like a call back from his CM on

- Customer states that he currently has the vehicle back and is

“OUTBOUND CUSTOMER CONTACT™* spoke with the customer and he advised that the wants
him to drive the vehicle a y and determine e secondary part is required. CM advised they will follow up

Vehicle has arrived at dealership and attended by dealer employee

**OUTBOUND CUSTOMER CONTACT™ called customer and he advised that everything is running
|great He has to contact the -anc advi file and if he has any further issues to contact CM.

Email(s)

Subject EHICLE N>>abs control and unit [ ref -ref
From To |Sent Date/Time

Good Moming

This is - from _ | spoke with parts and the part is in transit. | will continue to monitor it and let you know as soon as | hear anything.

Best Regards,




'New Customer Assistance Inquiry Record (CAIR)# e

. u Crm—
Body | | || Vehicle I CREY CAB 2X4

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

Batch Case Infor

Open Date - |[cAIR Type Regular Status Closed

Close Date I |[Origin Telephone [Reason
|Mileage i ] || Market u |Language English
Contact Email _ | Contact Phone [- ||Contact Mobile

Caller Address [Source Customer
City/State/Country/Zip
[Customer |

Customer Address ]

mmecerz: | 00 O N
Dealer || | autonation cHrvsLeR [N [Dealer Phone I
Dealer Address 21777 KATY FREEWAY

||Sales District |Service District | F

Subject Replacement

Synopsis Customer was unhappy that we didn't offer to BB their veh. Customer became irate and discennected call. No further i e required.

Customer Anomaly

Contact Reason ] | Dispute Resolution - Buyback/Lemon Law Ci A ly |

[" Code I After Sales - Complaint - Product - Dispute Resolution - Buyback/Lemon Law Request

Case Status History

Create Date Status

I Open
L[ | Closed

Initial Description
Customer seeking to replace the vehicle.

Case Comments

Comment

and wrould like to have it replaced. Customer seeking rental assistance while the vehicle is at the dealer. Customer's callback information: anytime.

“*Dispute Resolution Review** **Case Escalated to CRT** Reviewed warranty history at customer request. Writer determined this should be escalated to CRT for
management. Assigned case to CRT

Date
Customer called in stating that the vehicle is at the dealer for the same issue. Customer stafed that the brakes locked up while his was driving on the hghway atF
I (ith his son. Customer stated that he immediately took the vehidle to the dealer where it is awaiting diagnostic testing. Customer stated that the vehicle is unsafe to drive
L

case

the ABS light would come on. They siated they have a video of the issue. Customer states that they were goin

I ustomer called it the death wobble and sta €y don't want to the

and they think the concern happens when it rains. Customer states that the vehicle is unsafe condition. Customer states they just got the tires and previous to the

customer’s info on file. CM stated we would send them an e-mail with our contact info and case #.

*OUTBOUND call fo the customer using phone # _o_n— CM spoke with customer and introduced themselves as handling case.

Customer states that they've had an on-going Issue with the vehicle where it cecelerates on it's own intermittently. Customer states that before they also had an issue with

They replaced the Hydro and control

module, Customer states they were in the car with their son and getting on the highway, and at were no lights on, and it stopped again, it felt about
. but could’ve been m They were told by named lIsrael the balance was off on e tire, and that the steering dampner was

0 get this confused with that concern. Customer states the issue is something electronically,

off

tires.

Customer pays for veh. Customer asked for a time-frame for the case and about a lcaner. CM stated the time-frame for reviewing a customer's
request for BB varies, since no case is the same, and we have to look into how long it takes to diagnose the vehicle and if parts need to be ordered, CM verifed the

| advised | will inform your CM of your call and to call you Dack.

Inbound call customer The customer is requesting a cal back asap. The customer states the SA contacted him and informed him that they were not atle to duplicate the
. brake issue and wants him to come pick up the vehicle. The cusiomer states he is not putting himseli at risk, s this is the “me issue happened to him with the
ABS system. The issue occurred at once and at The customer states this is a safety issues that he does not feel comfortable with getting the vehicle back

*OUTBOUND call to the using phone # on around * .spoke to the . The SA lsarel was stated to not be in but would be in _ The
Click to dlalm on CM spoke to the customer. CM stated that we received their message from my colieague and their e-mails.
stated we spoke Wil lealership and was advised that the steering dampner was replaced in the vehicle. CM stated we understand they still have concerns wi

stated that they their recommendation is to either request to do a test drive, or to seek a_regarding their veh concer

|disconnected the phone line.

phone

operator advisad that the only repair made was {0 replace the steering dampner. The brake concern was not duplicated. *O! ND call to the cusiomer using phone#

M.

I (s=fety of the vehicle. CM encouraged the customer to request a test drive with the tech to see if they can duplicate their concerrs stil. Customer stated that the issue is

intermittent and the Fknows that. Customer states that the steering dampner has nothing to do with their eoncerns, and that the !and the is just buying time
e ns. Customer states that they are

appalled and that state our customer service is lacking. Customer states that they will buy a dasncam and scream as loud as they can if they die in the vehicle. Customer

or ask to do a ride-along or test drive with the dealer to see if their concems were rectified. The customer stated that the issue is intermittent and that they did not
drive an unsafe veh to see if they can duplicate the concern. The customer becomes irate and disconnected the call. No further assistance needed on the case.

|INTERNAL NOTE: Customer requested to have veh replaced. The vehicle was repaired with a steering dampner and brake concern could not be duplicated. Customer did
_ not want to accept the vehidle back from the CM stated that our recommendation would be to drive the veh to see if they can duplicate any of their present concerns,

want to

Email(s)

| Case Manager Follow-up | Casg




Case?: NN
Good aftemoon Mr -

| appreciate you for taking the time to speak with me - | am sorry for your experience with your -_ 4X4 at this time. | will be reviewing
your case to see how I'm able to assist you.

| wanted to send you a follow-up e-mail. so you had my direct contact information. Your case was escalated to my department and assigned to me, so | will be working
with you for the duration of your case. My role as a CRS is to handle more challenging cases and look into different optons on how to assist the owner.

My typical office hours are between _ time. if you have any questions in the meantime, please don't hesitate to contact me back.
My phone number s or you can reply directly 1o this e-mail o reach me.

Kind regards,

h(
ustomer Retention Specialst

Phone:
ref: ref

Re: RAM Case Manager Follow-up | Casej

Thank you for your call - Also to follow up, my resolution request is a firm replacement.

For this issue | have had my truck in the shop now and visited the dealership , because of the light not being present at the time of
arriving at the dealership, and the other right after the first time it happened on the highway. a should be able to verify these dealership visits for
these issues.

My family is no longer comfortable in this vehicle and | respectfully request a way to replace this vehicle in a fair way.

Regards,

Sent from my [

¢ [
> = Caser: I

>

> Good afternoon Mr. [
>

> | apprecate you for taking the time to speak with m-. | am sorry for your experience with your -_4X4 at this time. | will be reviewing
your case to see how I'm able to assist you.
>

> | wanted to send you a follow-up e-mail, so you had my direct contact information. Your case was escalated to my department and assigned to me, so | will be working
with you for the duration of your case. My role as a CRS is to handle more challenging cases and look into different options on how to assist the owner.
>

> My typical office hours are betwesn time. If you have any questions in the meantime, please don't hesitate to contact me back
My phone number is or you can reply directly 1o this e-mail to reach me.

> Kind regards,
>

>
> (
> Customer Retenton Specialis’

> Phaone:

> co

[pate
[From




| just tried to reach you at the number below, so | left you a voicemail qat just called me and informed me that my truck is ready to be picked up - that
that exchanged the steering dampener and they couldn”t find anything related 1o the brakes again, which | said just like lh‘l reported it - then ﬂcid
find the issue supposedly and replaced the ABS module and hycraulic control module, and here we are. He agreed.

| one do not have a means to collect the vehicle if | wanted to, and .l do not feel safe driving this vehice, especally since -stated they could not find or replicate
the issue again.

Please return my call as socn as possible.

Regards,

Sent from my -

> on I = N S Custorer Care < N '
>

> = Caset: N

>

> Good afterncon Mr. [
>

> | apprecate you for taking the ime to speak with m-. | am sorry for your experience with your -—4X4 at this time. | will be reviewing
your case to see how I'm able to assist you.

>

> | wanted to send you a follow-up e-mail, so you had my direct contact information. Your case was escalated to my department and assigned to me, so | will be working
with you for the duration of your case. My role as a CRS is to handle more challenging cases and look into different optons on how to assist the owner.

> My typical office hours are between mnme, If you have any questions in the meantime, please don't hesitate to contact me back.
My phone number s or you can reply directly 1o this e-mail to reach me.
>

> Kind regards,
>

>
>
> Lustome

-
I Relenton specialis

> Phone: I

>

> I




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year Brand
Body | | Vehicle RAM I CREW CAB CHASSIS 4X4
Customer Provided VIN Line of B CAC Customer Assistance Center
Batch Case Information
Open Date CAIR Type Regular Status Closed
Close Date Origin Telephone Reason
|Mileage |Market u Languag English
Contact Email [Contact Phone | - Contact Mobile
Caller Address Source Customer
|City/state/Country/Zip
(Customer I
Customer Address I
ez N $ O EEE W
o m ] P
|\Dealer Address _
IDealer Zone ] - - Service . w
Subject Good will assistance
Synopsis closed
Customer Anomaly Brakes
Warning Light Anomaly
|CH R n ]- Technical Issue With Vehicle ||C A ly |2 Brake Wamning Light
|Reason Code I After Sales - Complaint - Product - Vehicle concarn - Additional details
Case Status History
Create Date Status
Open

1 Closed

Initial Description

Customer seeking good will assistance for repairs to his vehicle. Customer stated that its the modules that need to be changed out and customer is over his mileage

Case Comments

Date

Comment

reach outin

Customer seeking
does merit good wil, customer vehicle is currently at

ce for the modules in his vehicle.Customer advise its the anti break light that came on, needs to be replaced. Customer
Wiiter advise the customer that case will be sent up for further review on case. A CM will

ce with ccast

Pricing is

details. sm email:
--Sent DM note to

--Outbound to
advisad of my intro email and advised | wil look in to expediting his HCU on

~-Outbound to Dealer-- \Spoke to Hhe advised thal th vehicle needs a Hydrolic contro unit. this needs to be replaced before we can check the ABS module. Warranty
icing i T. O

arts and labo eto [ parts and the part hasn't been ordered yet but he said he will have it VOR'd by and | can call then for part

- Explained to him we are splitting the cost of the HCU and if we need an ABS we will discuss splitiing that cost as well. Verified his email and

Outbound to Dealer-—- Spoke to
dealership, spoke to
-Outbound to Dealer- Spoke to

see if it went through. CM contacted
0 E1a Repair/Accessory: repair Rental:No VOR:

and he advised that he placed the order on VO
who provided part order information: Part:
and he advised that the order is at the

. | will call him back

--Emailed customer dealers update on part eta

--Outbound to Dealer-- Spoke to

--Outbound to Dealer-- Spoke to

in parts and he advised that the vehicle is ready, he is not sure if the customer has been advised.
in service and he advised the vehicle is ready and was picked up on

-~-Outbound to Customer-- Customer said he is not home and that is wufe picked up the vehicle. He provided me her number:
advising this was a courte

—-Outbound to Customer--

_Z | called her and left 8 message
si call and | was wondering how the vehicle is handling. | provided my number and extension as well.

| called and had to leave a vm to find out how the vehicle is handling. | provided my number and extension.

Email(s)

Your case number is :

My direct extension:
My work hours are:

Thank you for allowing _an opportunity to address your concern. Our primary focus is your satisfaction.

My name is .and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

The I - I

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

" —

Subject Good will assistance [ ref: .ref ]
To ent Date/Time

of ef
|Date
|From To ent Date/Time

Subject RE: Good will assistance [ ref: .ref




Dear [N

Hello again this is [l vith Here you will find the attached dm note for _s HCU. Also | spoke to -and I will call him back - and get part order

details and see about escalating the order then.

Kind Regards.
|
— B ]

Original

From US Cusome Car

Sent:
To:
Subject: G will assistance [ ref:_00Dj01gsDF._5003Z16DjFb:ref |

Dear Mr. I
Thank you for allowing _an opportunity to address your concern. Our primary focus is your satisfaction

My name Is -anu I will be your advocate to ensure all questions and issues are addressed. Here is some Information that will be helpful for you to have:

Your case number s - [ I

My direct extension:
My work hours are:

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!

ref ef

Date |Subject RE: Good will assistance [ ref| ref
From |To Sent Date/Time

Dear

Hello again this is .wnth - | reached out to the dealer and was advised that your parts eta is- 1 will follow up with the dealer and do the same with you.

Kind Regards,

Hello again this is [l vith Here you will find the attached dm note for _s HCU. Also | spoke to -and 1 will call him back - and get part order

details and see about escalating the order then

Kind Regards,
|
L I=8 |

|
i l !I& le asst!anoe[ref:_ODDjO‘IquF,_5003Z160ij:'ef]

Dear Mr. I
Thank you for allowing _an opportunity to address your concern. Our primary focus is your satisfaction.

My name is .and I will be your advocate to ensure all questions and issues are addrassed. Here is some information that will be helpful for you to have:

Your case number is : [ ININGI:N

My direct extension:
My work hours are:

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!




New Customer Assistance Inquiry Record (CAIR)

|VIN Model Year
|Body i | Vehicle I REG CAB CHASSIS 4x4
|Customer Provided VIN Line of B CAC \ Customer Assistance Center
|Batch Case Information
|Open Date ] CAIR Type Regular | Status Closed
|Close Date ] Origin Telephone | Reason
|Mileage | ] Market U | Language English
|Contact Email Contact Phone | Contact Mobile -
|Caller Address Customer
|City/State/Country/Zip
custome —
|Customer Address ]
[City/State/Country/Zip _
ot —
|\Dealer Address
[Dealer Zone | | Service District
|Subject VEHICLE CONCERN>> ABS Purmp
|Synopsis R offered cost assistance with repair - no further concerns.
|Customer Anomaly Engine
OTHER
(Contact Reason | Technial tssvewit Vericle | Cusiomeranonay | [N ==
|Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status

o7 I Open

os/1 1 Suspended
o/ [ Open
08/24/2020 Closed

Initial Description
Code -diagnostic code.

Case Com

ments

Date

Comment

|

ABS light came on dash. Appoiniment at _ HR stating its out of warranty. Customer states due to Covid shuidown he could not make it in due to -
closed. Customer seeking assistance with:Another appointment for friday [Abs Pump motor//Code diagnostic code.]. Customer expecting: [Orignal
Ownerlmg. Preferred phone number: hu;}da s via email: Customer older. does not have email service. Vehicle location: [Customer took
vehicle Dack from air aner recall completed. Now has out of warranty repair just outside of basic warranty _—

****GOODWILL QUALIFIER***** In-Service Date: [ Original Owner: Yes Mileage: [JJjJJj Venicle purchase loyalty: || Fre'ious related

repairs: No MVP plans: No

**OUTBOUND CONTACT* | | CM called -and customer did not have the diagnosis completed since he feels he
should not have 1o pay for diagnosis because ne Is Just out of warranty. confirmed customer has a new appointment on the i

“OUTBOUND CUSTOMER CONTACT** -T-—.w looking to discuss the file. CM left contact number, case number
and ext for follow up

cx calling to reach cm

““OUTBOUND CUSTOMER CONTACT**

m for customer advising that they will contact the -on their
appointment date. CM advised they will follow up no 1ater than

Vehicle has arrived at dealership by dealer employee

called to give an update for customer's vehicle

CM spoke with qand was advised that the vehicle requires a hydraulic contrel unit.
Y as e venicle may require the module as well but will not know that until the hydraulic control unit is installed *ad'nsed the
warranty cost involved is total. CM called Hvbam and after a discussion CM was advisec that they will need to put the part in, close out the R/0U and have the
customer drive the vehicle 1n order to determine 1T it will require a module. CM advised they will offer cost assistance on this repair with a .deduclible

“OUTBOUND CUSTOMER CONTACT** -T-_.w for the customer advising there is an update on the file. CM left
contact number for follow up.

and they offered customer assistance on the part with a
or the customer to drive the vehicle before knowing if it requres the

"*OUTBOUND CONTACT* | | CM spoke with SM
deductible. part’is showing ETA for the aavisec the will neea a couple days for install an

secondary part

“*OUTBOUND CUSTOMER CONTACT** -T--gw called customer and -advising of update from - CM advised

they will follow up
) CONTACT* | | CM called and spoke with -and was advised that the part just came in and
they have contacied the customer 10 schedule an appointment. Customer will need to drive before knowing It the vheicle will require the secondary part.

“*OUTBOUND CUSTOMER CONTACT** * called customer and {Jjjfjadvising that the R is looking for a call to
assist with an appointment. CM advised they will Tollow up

CONTACT* CM called .? fo see if the vehicle was finished. CM was advised by that the
€n has to drive it for a bit and that will determine if it requires the secondary part.

for the customer advising they will follow up
e.

L 5 T y q !
**OUTBOUND CUSTOMER CONTACT** for call back
el CONTACT* | | Cm spoke with in Service and was advised that they have not heard from the
customer ana the light had gone out wi € repair and no current iIssue. UM 1o close file.




INow Customer Assistance Inquiry Record (CAIR)

VIN Model Year |[Brand RAM
Body Vehicle CAB
Customer Provided VIN Line of Business | Customer Assistance Center
Batch Case Infor
Open Date | ] CAIR Type Regular |[Status Closed
Close Date [ Origin Telephone |[Reason
Mileage I Vies Market v |[Language English
Contact Email Contact Phone | ||Contact Mobife I
Caller Address ||Source Customer
City/State/Country/Zip |
Customer |
Customer Address | ]
City/State/Country/2ip s 2
Dealer || I ¢ vs-eR pooce RV |[Dealer Phone B
Dealer Address —
[Dealer Zone ] Sales District ] ||Service District F
Subject vehicle concern
Synopsis refer to dealer
Customer Anomaly Brakes

Automatic Braking System (ABS)
|Contact R |- Technical Issue With Vehicle Customer A ly | 161 ABS Issues
[Reason Code | After Sales - Complaint - Product - Vehicle concer - Additional details

Case Status History

Create Date Status

Open

Closed

Initial Description

customer state dashboard warning light service anti clock brake , cusiomer state they have to replace abs pump

Case Comments

Date

Comment

possible assistant

Briefly summarize what the customer said: customer calling vehicle at _customer state dashboard waming light service anti clock brake , customer state they have to
- replace abs pump. Agent inform customer abs pump under basic warran

y ran out have to be diagnose at dealer ship call back once diagnose and we can review for




INow Customer Assistance Inquiry Record (CAIR)

VIN Model Year ||Brand RAM
Body [ ] Vehicle I CRE CAB 4X4
Customer Provided VIN Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date ] CAIR Type Regular ||Status Closed
Close Date | ] Origin Telephone ||Re
|Mileage | ] Market u |[Languag English
Contact Email [- Contact Phone | |[Contact Mobile
Caller Address j |Source Customer
City/State/Country/Zip | 1 |
|Customer ]
Customer Address ]
City/State/CountryZip | I [ | . |
s m T = s
Dealer Address 5901 MADISON AVE

TAMARAC FL | 33321 8412 .
[Dealer Zone ] - - I 9
Subject warrant
Synopsis
Customer Anomaly
Contact Reason ] Limited Lifetime Powertrain Warranty Coverage Customer Anomaly |
[" Code ] After Sales - Complaint - Warranty - Warranty - Limited Lifetime Powertrain Warranty

Case Status History

Create Date

Status

Open

Closed

Initial Description

Customer states abs light has been on for a few - Would like to know current warranty.

Case Comments

Date |

Comment

- Customer concerned that ABS module needs to be repaired and currently vehicle out of basic warranty. Customer does meet goodwill parameters _-

Explained to customer he has to be at the dealer with a diagnosis to procesd.




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year
Body | | \Vehicle I Il LONGHORN CREW CAB 4X4
Customer Provided VIN Line of Business CAC Customer Assistance Center
Batch Case Infor
Open Date [ ] CAIR Type Regular Status Closed
Close Date ] Origin Telephone R
Mileage I Viles Market u Languag English
Contact Email _ Contact Phone | - Contact Mobile | -
Caller Address Source Customer
City/State/Country/Zip |
(Customer I
Customer Address [ ]
G s W)
por — | ] .
Dealer Address _
IDealer Zone | - 'Sales District Service District L
Subject BACKORDERED PARTS > ABS
Synopsis vehicle has been repaired and customer is satisfied
Customer Anomaly Brakes
Warning Light Anomaly
|Contact R |- Technical Issue With Venicle |fei A ly |2 Brake Warning Light
|[Reason Code | After Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
Open
(N B Closed
Initial Description
customer called in parts on back order
Case Comments
Comment

customer called in parts are on back order. Customer has the vehicle What the customer is seeking: parts on back order Vehicle Concern: brakes needs to be repaired
Customer_s preferred phone number: Customer availability to receive calls: anytime Would the customer like updates via email:n Does the vehicle have a
diagnosis that was performed within the pas, Date and Tme of Appointment/Diagnosis:H‘Conﬁrmed Appointment with: Is the Customer ina
rental: nif yes, rental authorized by: Rental start date: Agentadvised that the case will be escalated to a Specialistand that follow up will occur within 1 business day. Does
the Vehicle have Is the vehicle : n If vehicle is was TL notified that case needs override? n

In-Service Date: Previous related repairs: No MVP plans: No

CM called parts and spoke with PA [ to get part
confirmed it is on special and stated that the ETA is
ed back. CM thanked if\ for this infermation and inquired

QOrder number: -Order type: Special DLR code: “Renml: No

POD EMAIL***** CM sent Parts Pod an email stating: | just gathered part information from Parts at this Dealership and they are stating that the
oes not feel it will be there(-and will get pushed back. Just wantad to let you know and inquire if | can send it up. Please let me know. Part
Order typa: Special DLR code: J Rental: No

CM called customer to follow up and advised that she is aware that the the ABS
controller is on backorder and customer confirme nim and his is a bit worried because he has the truck and the abs light is on and he has
his vehicle. CM thanked customer for confirming he has the vehicle and assured customer that she has gathered the part information and as escalated to our internal parts
team to seek assistance and will follow up the very moment we have an update. CM apologized for the the frustration and inconvenience and customer stafed that it was
not CM's fault and thanked her for her help and confirmed email and street address on file.

CM sent intro email.

RS SPART UPDATE PIN (ANTI-LOCK BRAKE SYSTEM CONTROL), ORDER -REL TO “

*****INBOUND PARTS POD EMAIL*"*** Parts Pod emailed back stating: No need to escalate this one, it REL TO E-/ - should be shipping soon. | will throw a task
on the case though to ensure it does ship within the _- we've had manpower issues at our . which has led to longer wait times for items 1o ship.

*****QUTBOUND PARTS POD EMAIL***** CM sent Parts Pod an email stating: Awesome thank you so much!

Fresrsreran et PART JPDATE*r*rrresrssessanss DL R P/N (ANTI-LOCK BRAKE SYSTEM CONTROL), ORDEmTRACKING “
- Scheduled Delivery: Sumated Time by PR e e Sos ®B/O Parts Task

ompleted. Reassigned to to follow up wi o coniirm delivery. If further assistance needed, please obtain new order information, complete Part Order Detail and
assign a new task to Parts i

""'_DEALER CONTACT***** | V! called Parts to confirm delivery and PA-(;onﬁrmed
the part came in and the SA's Father so he Is 1aking care of the customer.

L LT

****OUTBOUND CUSTOMER CONTACT““‘”—F\A_T—CM called customer to follow up and advised that she has good news and that
the part has arrived and is waiting on an ETA. Cusiomer stated that is great news and no one has informed him as of yet. Customer asked CM how is she o happy when

she gets yelled at and treated poorly and told CM that he was an old GM for so he understands completely. CM thanked customer for his kind words and
understanding and told him it means more than he knows. Customer stated that CM Is so kind and informative and asked if there was a survey he can fill out. CM stated
that there my might be a chance he can get one, but also stated that he could speak with CM supervisor and give her a kudos. Customer stated that he would be happy to
do that. CM stated that she would set it up for after the case is done and customer stated that he would do it now if she would like. CM stated that she would set it up for
her supervisor to call himHand customer agreed. CM thanked customer and customer stated that he hopes no one treats her mean for many years. CM thanked
customer for the kind words ana told him it made her day. Customer asked if CM spoke with the -as of yet and CM stated that she was going fo call right away to
get the ETA and if they are going to call the customer and customer told to tell SA how great he is and call him back. CM stated that she would do so and wil follow up.

DEALER CONTACT***** CM caled *lo advise the partis inand inquired
be contacting him to schedule an appointment an: 3] e customers request to let her know now great he is and SA stated that she
would call on her way home because it's her dad. CM and SA chuckled and CM acked if she knew how long the repairs would take and SA stated a _and she
would just give him her car. CM thanked SA for the information.

"“HCUSTOMER CONTACT***** MCM called customer to follow up and advised that she spoke with his gA that is
his daughter. Customer stated that is correct an advised as per the dealership update posted below and stated that she would follow up with him after his

appointment to ensure satisfaction. Customer asked about the survey again and ﬂw stated that the survey is randomized and stated that she would stil send the folow up

for her supervisor to call him back -for the -customor agreed and thanked ﬂ\l for taking the time with him.




Date Comment

Customer has requested a Kudos callback Preferred evening number: mReason for request: Customer very pl d with CM's ce so far, CAIR
assigned to: ﬁCSR has informed customer a Kudos callback request has been made, and the customer wil receive a callback as soon as possible.

*****SUPERVISOR CONTACT***** | RAM | TL contacted customer to discuss fie. Customer said Hwas wonderful, answered
every thing he need or found out for im. He would hire her in a minute and suggested that she should be moved into training or a leadership role to create more people

just like her, | agreed with Mr.Olsen and thanked him for taking the time to provide such great feedback

DEALER CONTACT*****

il called dealer and spoke with SA -lo seek
customers appointment date and was advised It Is for

oW up to see how everything went and SA agreed.

for customer thanking him for his kind words and stated that she would

""'*CUSTOMER CONTACT*****
follow up-with nim on [

“***OUTBOUND CUSTOMER CONTACT***** RAM | *cmtaded customer to follow up in regards to vehicle repair and customer
satisfaction Customer states he had to reschedule un! because he had a personal matter come up. CM advised customer that she would follow up Fricay
afternoon. Customer states that he is extremely pleased with previous CM and that new CM is very pleasant as well. Customer is looking forward to vehicle being repaired
on Friday

"'"qDEALER CONTACT***** q f! caled dealer and spoke with SA to seek
customers venicle repair. SA explained that venicle has been repaired and she wWou ringing It to the cusiomer tonight (customer is her father) explained that AM

authorized repair under goodwill so everything has been taken care of

*****OUTBOUND CUSTOMER CONTACT***** centacted customer to follow up in regards to vehicle repair and customer
satisfaction Offering customer - -3 0il Customer was unavailable however ﬁ\ﬁ left a voicemail for customer

*****OUTBOUND CUSTOMER CONTACT***** | | contacted customer to follow up in regards to vehicle repair and customer

satisfaction Offering customer - -3 Oil Customer was unavailable however CM left a voicemail for customer

****OUTBOUND CUSTOMER CONTACT*****

ik

centacted customer to follow up in regards to vehicle repair and customer
1 Offering customer - -3 Qil Customer is extremely grateful for the oil changes and tire rotations .

Customer would like to speak to UpErvisor

in

]
|
|
]
L
08/07/2020
_ *****OUTBOUND CUSTOMER CONTACT***** | RAM | contacted customer to follow up in regards to vehicle repair and customer
satisfaction Customer was unavailable however eft a voicemail for customer
|
|
L
[
|

*“***SUPERVISOR CONTACT***** | RAM TL contacted customer to discuss file. -advismg another contact attempt will be made in

*** outbound supervisor contact ™** - Final attempt Advsied customer to call if additional assistance is required, thanked customer for feedback

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

|Subjoct
|To

Case Numbe [ ref. :ref
| Sent Date/Time |

Good Moming

| hope this email finds you well.
My name is -and | have been assigned as your Case Manager.

Here is some informaticn that will be helpful for you to have:
- Your case number is

TheHCase Management telephone number is. _
- My direct extension:

If you have any questions or concerns please do not hesitate to contact me back.
[Thank you truly for your time -

| ase Manager

ref] ref

Date |Subject
From [To
Hello

| am sending you this email regarding the closure of your Case with -Case Management,
As discussed | was able to add the Servica Contract onto your vehicle for the Oil Changes and Tire Rotations. The Contract Number is -

As mentioned my Supervisor will be reaching out to you as well.
| would like to provide you with my contact information should you have any questions or concems in the future.

Your Case Number is: | NN

The -Case Management Telephone Number is _

My Direct Extension is: -

Thank you for allowing m Customer Care the opportunity to address your concem and as stated in our telephone conversation, if your vehicle
experiences any further issues and you are able 10 get it diagnosed certainly give us a call back so we may re-open your case. We wanted to let you know that we
attempt to conduct a satisfaction survey upon the close of a case; therefore, you could potentially receive an email or telephone survey. — ask that you take the time
to complete the survey so wall know how were doing and what improvements we can make to enhance the customer experience. Thank you for your time and

particpation and for being a -customer,

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

- -Case Manager
Phone:
ref: ref

|Date |Subject  [Case4 ; ref |
|From |10 Sent Date/Time | |




Hello [l

| am sending you this email regarding the closure of your Case with -Case Management. | would like to provide you with my contact information should you have any
questions or concems in the future.

Your Case Number is: [ NI

The -Case Management Telephone Number is: _
My Direct Extension is: -

Thank you for allowing m Customer Care the opportunity to address your concem and as stated in our telephone conversation, if your vehicle
experiences any further issues and you are able 1o get it diagnosed certainly give us a call back so we may re-open your case. We wanted to let you know that we
attempt to conduct a satisfaction survey upon the close of a case; therefore, you could potentially receive an email or telephone survey. ask that you take the time
to complete the survey so wa Il know how were doing and what improvements we can make to enhance the customer experience. Thank you for your time and

particpation and for being a -customer.

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

- -Case Manager

Phone:
ref; ref




|New Customer Assistance Inquiry Record (CAIR)

I Model Year ||Brand
[Body Vehicle RAM I CREW CAB 4X4
|Customer Provided VIN Line of Business CAC | Customer Assistance Center
lﬂatch Case Infor
Open Date [ ] CAIR Type Regular ||Status Closed
Close Date ] Origin Telephone ||[Reason
Mileage | Market U ||Language English
Contact Email _ Contact Phone | - ||Contact Mobile | -_
Caller Address | Source Customer
[City/state/Country/Zip 1
(Customer | I
Customer Address ]
ChyfState/ County/Zp I | I
pase — verrnce [ Cr—
Dealer Address
|Dealer || Service District
Subject Warranty
Synopsis vehicle repaired / customer satisfied
Customer Anomaly Brakes
Automatic Braking System (ABS)

|Contact R ]- Technical Issue With Vehicle Customer A ly [_E
[Reason Code ] After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status
Open

1 Closed

Initial Description
warranty request

Case Comments

Comment
service light on for abs. Need abs control unit Hydrolic control unit. Customer warranty expired -o_n- and barely over by mileage. Is is satisfactory.

Vehicle is already currently at the service dir on file. Customer requesting goodwill consideration.

Date
[
.

ssATIREstTRAREI In-Service Date'FOrigmal Owner: Yes Mileage \Vehicle purchase loyalty: 1 New | 1 Used Multi Previous related repairs: No
MVP plans: The vehicle has no active Service Contracts Basic Warranty: Expired (Time} Powertrain Warranty:

0 Recalls: No Incomplete Recall Information Available ********** " - "OUTBOUND DEALERSHIP CONT/
LVM for to return call regarding goodwill towards Hydrolic control unit repair. - ***OUTBOUN
LVM

***INBOUND CUSTOMER CONTACT*** Customer called back to speak with CM. Agent got her over for further assistance.

"*INBOUND CUSTOMER CONTACT*** CM advised of dealer notes and will be in touch once we speak with dealer.
Customer calling in and looking for an update on the case. Agent advised will leave a message with the CM for a call back.
dealer returning CM call. Dealership wouls like for CM to give him a cal
Customer calling in and looking fo speak to the CM customer has been calling and dealership is calling and not receiving calls back
***OUTBOUND DEALERSHIP CONTACT*** Hydraulic control unit went beck early on the vehicle; they were
just outsice of basic warranty, which would have covered the uni.. Warranty pricing. Parts: reak Flui Labor Total m
| IS assisiing with cos

diagnosis *OUTBOUND CUSTOMER CONTACT*** | M is advising of above notes ana now C
assistanc requesting review of cost assistance Tor repair of the repair ‘or the Hydraulic REPAIR Writer is su the following as a goodwill
esture based on cealer input and for customer satisfaction. Customer_s proof of paymentis: Date of Repair: In-Service Date: ﬁOriglnal Owner: Yes Mileage:

Vehicle purchase loyalty: 1 New | 1 Used Multiple Previous related repairs: No MVP plans: The vehicle has no rvice Contracts Basic Warranty:
Expired (Tme) Powertrain Warranty: or ﬁLS: F 0 Recalls: No Incomplete Recall Information Available Authorized
Dealer Opinion: Customer is just outside of their warranty, it would have been covered if within basic, the part should have not gone out so

luid Labor Total diagnosis - Specialist is seeking cost assistance of with a
customer co-pay O on assistance 10r repair O

**OUTBOUND CUSTOMER CONTACT**"
customer stating that all is good and she is satistied ,
not to hesitate to contact us back , customer understood.

CM contacted customer to inquire how everything is with her vehide since she got itback ,
understood and advised that it wil be noted and her case will be closed , but should she have any further issues




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year Brand RAM
Body Vehicle (CREW CAB 4X4
Customer Provided VIN ||Line of Business CAC Customer Assistance Center
Batch Case Infor
Open Date | ] CAIR Type Regular | Status Closed
Close Date ] | Origin Telephone R
|Mileage | |Market U Languag English
Contact Email _ [Contact Phone ]- |[Contact Mobile
Caller Address |Source Customer
City/State/Country/Zip ]
(Customer |
Customer Address I
oo 0 0 s e
o — "
|\Dealer Address —
IDealer Zone ] - Sales District |Service District B
Subject Abs/esc lights coming randomly sometimes to stay
Synopsis Per . vehicle repaired and picked up. No response from the customer throughout entire case.
Customer Anomaly Electronics
Electronic (ESC)
Ci R | Technical Issue With Vehicle [ci A ly ]_@
|[Reason Code ] After Sales - Complaint - Product - Vehicle concern - Additional details

Case Status History

Create Date Status

Open

Closed

Initial Description

PER CST: HB with only m Will be my m . The beeping then the power loss and no cruise control =~ | dropped off my-
Ram 2500 at my local Dealership Jow and behald-itTs 2 to 3 weeks out Tor the -Am | ok to drive it that long???7? 17ve got to get back and forth to work

Case Comments

PER CST:

2500 HD at my local

Comment

. The beeping then the power loss and no cruise control . | dropped off m Ram
Am | ok to drive it that long???? |_ve got to get back and forth to work

Will be my
s 2 io 3 weeks out for the

8 with only
ealersh W an:

Customer seeking assistance wi

case manager. Follow up will occur within by COB customer time. Vehicle Mileage: Preferred phone number: Updates via email:
Date and time of appointment. Confirmed appointment with:Dealership . 1 aropped off my--
>al Dealership.low and behold-it s 2 1o 3'weeks out for the -Am | ok to drive it that long ve got to gel back and forth to work

bs/esc lights coming randomly sometimes to stay Customer expecting: Technical Assistance/Part Delay Agent advised will escealate to

was proviced the Part Order Details by

CALL*** CM spoke with the SM and he stated that they are waiting on an ABS module. CM requested to speak with someone from the Parts dept.
Hydraulic Control Unit Part- Order- ETA- The part was already released from PDC.

**OUTBOUND CUSTOMER CALL*** The call went to VM. CM left VM requesting a call back. CM will send an email to the customer with their case details and update

“*OUTBOUND -CALL"' The call went to an operator stating the the user for the VM box is full.

shows that the vehicle was repaired and returned back to the customer.

|
L
|
_ “**OUTBOUND CUSTOMER CALL*** The call went straight to VM. CM left VM requesting a call back also left a detailed VM with the latest update on the case r
will make 1 last attempt to contact the customer i( and if there is still no response this case will be closed
“*OUTBOUND CUSTOMER CALL*** The cal went to VM. CM left VM requesting a call back if further assistance is needed. Fno{ed in VM that this is the last attempt to
- 1

make contact with the customer and in our system it shows that the vehicle was repaired and returned to him. CM welcomed
questions or concems.

e customer to call back if there is any

Your case number is
The
My direct extension:
My work hours are:

ref|

Email(s)

Date [Sub]oct Initial Contact [ ref: -ref |
From |To ent Date/Time
Dear

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

My name is -and 1 will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Case Management telephone number: |

The part is scheduled to arrive at the Dealership - fo repair your vehicle.

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!

| EE—r—"

[Links to Brand Websites and other resources]
ref

Eastern Standard Time -







ENow Customer Assistance Inquiry Record (CAIR)

VIN |[Moder vear Brand RAM

Body [ ] ||vehicle LONGHORN

Customer Provided VIN “Line of Business CAC Customer Assistance Center

Batch Case Infor

Open Date ] |[cAIR Type Regular Status Closed
Close Date ] |[Origin Telephone R

|Mileage | | ] || Market U Languag English
Contact Email ||Contact Phone | Contact Mobile | ]
Caller Address Source Customer
|City/state/Country/Zip |

Customer ]

Customer Address I

CityState/Country Zip | I [ | I
e . T o I
Dealer Address

[Dealer Zone | ||sales District Service District

Subject Customer Concem

Synopsis Customer was advised that we do not reimburse the deductible because the claim was already issued by - so we already paid for the repairs.
Customer Anomaly

Contact Reason . Request For Goodwill Reimbursement ‘ Customer Anomaly ]

Code

|After Sales - Complaint - Product - Reimbursement request - Compensation/Goodwill

Case Status History

Create Date Status

Open

Closed

Initial Description

Customer was seeking reimbursement for ABS repair

Case Comments

Date

Comment

Agent called the customer to find out why he was requesting reimbursement for the ABS module repair. Custcmer stated that the ABS light came on and he had contacted
his issue, and the customer was advised that the part was on b/o. Customer stated that the dealership charged him the
seeking reimbursement. Customer was advised that we don't reimburse the deductible. Customer was advised that

the claim. Customer was advised that if there is a recall later on, he can seek reimbursement but at the moment we cannot.

deductble and provided this number to call
ady paid for the claim, so we are doubling on




lNow Customer Assistance Inquiry Record (CAIR)

VIN Model Year ||Brand RAM
Body Vehicle A [ crew cas 4x4
Customer Provided VIN Line of Business [ | | Customer Assistance Center
|Batch Case Information
Open Date | ] CAIR Type Regular || Status Closed
Close Date ] Origin Telephone ||
|Mileage [ ] Market V] ||Languag English
Contact Email ] Contact Phone | |[Contact Mobile
Caller Address ||Source Customer
[City/state/Country/Zip |
(Customer |
Customer Address
co et o i -
o ) oeses N e
Dealer Address
[Dealer Zone ]. Sales District ||Service District J
Subject abs light
Synopsis No response from [l
Customer Anomaly Brakes

Automatic Braking System (ABS)
|Contact R ] Technical Issue With Vehicle Customer A ]‘ﬂes
|[Reason Code [ After Sales - Complaint - Product - Vehicle concem - Additional details

Case Status History

Create Date Status
o7 I Open
o7 I Closed
02/04/2020 R Open
os/1 I Closed

Initial Description

customer has had truck at same dir . for abs light issue and had to take it back within _as the light came back on

Case Comments

Date

Comment

that the cx only ha
the dir as they never cll him back and wnen he calls he is never able to reach somebody. and feels as if they cant fix iSsue.

cci beucase his abs light keeps coming on, at first it was a speed sensor and they replaced it. he took it there Fand times the light came back on within
it has happened #and whenever they take it to get an oil change they just keep changing the speed sensor and it not fixing the issue. i checked

€ venicie in *for the abs and that was back in december he said it came back on within or two. he pretty much wants to cplain about

and seen

Customer called back in and stated that he's been waiting for call back since *
[Agent reached back to the customer. Customer asked to speak with a Supervisor because the

(It seemed like the CM returned the case back to previous REP) The call dropped.

dealership is nct helping him.

isor Outbound Call: Customer states super frustrated

e
communication from engine hamess.

bring the problem to the

informed customer that part is

the dealer for update and customer.

S -stated first agent was suppose to escalate case on
i\;as been asked to come pick up vehicle that it has been Tixed and when customer pics up vehicle the same issue occurs. Vehicle at dealer now
seeking rental extension, technical assistance and parts expediting -

customer to return rental. Customer needs to keep rental has no other venicle. Informed customer we would be escalating case for assistance ana that CM would reach

-ard never did. Also with
, cusiomer
and dealer wants

out and customer is going out of fown

el speed sensor. Replaced sensor.
ordered harness 8/4 overnig

attention until now

says vehicle is at Wheel hub bearing was replaced picked up. the
picked up vehicle then came back the with ABS light.
order waiting on part. ‘remal says

" s leaving the state and would like to keep rental until then saicd he should be back on
complete. SA says the Sensor replaced back in December this is the it was replaced.

claims light came on 3 weeks after repair in

AB

S light came back on

brought it back

!diagnose:d less of

ey are covering rental until repairs complete.
.i says they will only cover rental until the repairs are

bt i cic not

CM called No answer left VM with contact info
CM called to speak to SA says picked up vehicle

spoke to TL and received approval to let the -know he has until tuesday to return vehicle then cost is out of pocket

No answer keft VM with contact info

RESTRICTIONS: N PRIOR DM NOTES: N ISD

VEHICL!

BONCERN. ABS |igni~

RECALLS: 0 WARRAN
IF SO START DATE: Y

TY
. Y

to speak to SA

not available left written message with reception

No answer left VM with contact info

could not get through signal was busy.

CM asked SA to verify

number SA says number is _

L]
L
I
CM attempted to call |
CM sent external email to SA and SM requesting updata

CM closing case due to no response via phone or emai. CM verified

contact number from SA at

Email(s)

Date ||

|Subject

|ro

abs Ight | ref: 00Dj01gsDF._5003Z16EbLs:ref |
|Sent Date/Time

T —



Hello,

Thank you for allowing _an opportunity to address your concem. Our primary focus is your satisfaction

My name is _J | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:
Your case number is

I
Thed— Case Management telephone number is _

My direct extension is

My work hours are: -

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation

Sincerely,

ref: ef

Date ]Subjoct abs light | ref. :ref ]
From |ro Sent Date/Time
Hello,

Thank you for allowing _an opportunity to address your concem. Our primary focus is your satisfaction,
My name is [ Bl | il be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:
Your case number is

I
TheC_ Case Management telephone number is _

My direct extension is

My work hours are: -

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation

Sincerely,

Subject |RE: abs light [ ref -ref]
To ent Date/Time

Hello,

This is from m I nave tried contacting you at || if 't~ no response. If this is not the correct phone number for you please
ontact NUMDET.

provide me with your best ¢i

Sincerely

Date Subject  |RE: abs light [ ref. .ref]

rom [ e ] Sent Date/Time ||

Hello,

This is qlrom “ I have tried contacting you at || lf with no response. If this is not the correct phone number for you please

provide me with your best contact number,

Sincerely

Ext
ref: ef

Date Subject |RE: abs light [ ref: -ref
rom To ent Date/Time
Hello,

This is *hom “ | have tried contacting you at _with no response. If this is not the correct phone number for you please

provide me with your best contact number.

n

Sincerely




New Customer Assistance Inquiry Record (CAIR)

\vIN lodel Year | Brand RAM
[Body |\Vehicle RAM CREW CAB 4X4

|Customer Provided VIN |ILine of Business CAC | Customer Assistance Center
lﬂatch Case Infor

Open Date
Close Date
|Mileage

||CAIR Type Regular | Status Closed
Origin Telephone | Reason
| Language English

[Gontact Phone [ Contactmionie | [ |

| Source Customer
| | |

Contact Email
Caller Address
|City/state/Country/Zip

|Customer
Customer Address
City/State/Country/Zip

Dealer
Dealer Address

[Dealer Zone

Subject BuyBack Incuiry

Synopsis Customer seeking Buyback/Lemon Law, referred to NCDS to make a formal inquiry.
Customer Anomaly
Contact Reason [ ] Dispute Resolution - Buyback/Lemon Law |2 Anomal, |

| $4

R Code | After Sales - Complaint - Product - Dispute Resolution - I =" Lav Request

Case Status History

Create Date Status

Open
L | Closed

Initial Description

_having a lot of issues

Case Comments

Date C t
***Customer inquiry** Having isues with new truck already had to putin shop due to ABS light. Has to iul it back n shop again because when he cranks it and its in park it

wont shift into drive, its stuck in park. Alsc, noticing a ticking sound whenever truck is running for Also exhaust brake comes on randemly when he doen't have the
button pushed. Some of the bolts and nuts are already rusted. Has on fruck and alreadyhaving a ton of issues, paid for truck outright. Cant afford to put into
shop and not have a venicle. Requesting a BuyBack. ***Agent advlse -Customer has a recent diagnosis in the last 14

Or Customer has an appointment at an

FCA dealer for diagnosis Yes retreived vehicle from the shop on -Does the customer need a rental? Yes -Veri serwcm dealer BC-Dealer code H
Account Name Phone Address -Confirm best contact method and
time Best contact method 1S phone :-myum'= aner

*Dispute Resolution Review** Reviewed warranty history at customer request. Writer determined this case should be handled by BC Specialist per normal case-handling
quidelines. Do not retum this case to Dispute Resalution (LLQ) queue Assigned case to Specialist. Review next steps in Case Activity. Provide feedback on -handlmg
to your Team Leader.

“**OUTBOUND CALL - DLR*** LVM for the dIr to call the CM back on to discuss the customers case

“*OUTBOUND CALL - CUSTOMER"** Customer stated the dir will not be able to look at it till _ Customer stated the issue is intermittent and and the exhaust
brake as its addling to hiwmins after start up. Customer worried about the concerns with @ newer vehicle. Customer stated he has been talking to a salesman

and was told to push for ustomer has been speaking to a lawyer and would like fo pursue or stated he will provide the information for
Arbitration as they can examine his eligibility as well and should he get declined he may reach out to the after. stated he understands the ssues the customer has
been experiencing and his need for a reliable vehicle. CM stated though we do not handle _he is free to call back should he require assistance
elsewhere such as pursuing repairs.

Email(s)

Date Subji Case m zref |

From To ent Date/Time |
Dear

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

My name is .and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number ‘s | NIz

e -Case Management telephone number: _
My direct extension: |
My work hours are: || E2ste Standard Time |

After | review the details of your case, | will be calling you at your preferred number within _
Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation

Regards,

Com TrmGEm T m |



From C— 0 T —
Here is the contact information for Arbitraton and as | stated if they deem you ineligible please give us a call back and we will be more than happy to pursue repair

efforts at your instruction. Thank you for your time Mr. -and | wish you the best sir.

or

I i 5
-eeemeeee— Original Message -----—----—---
From US Custmer C (|

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

My name is .and | will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is | NI

The _Managemenl telephone number: _

My direct extension: [

My work hours are: _ Eastern Standard Time -

After | review the details of your case, | will be calling you at your p.rred number within _

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation

Regards,




ENow Customer Assistance Inquiry Record (CAIR)

VIN |[Moder Year Brand RAM
Body [ ] ||venicte I I R\ CAB 4x4
Customer Provided VIN ] Line of Business CAC Customer Assistance Center
Batch Case Infor
Open Date I |[caIr Type Regular Status Closed
Close Date I |[Origin Telephone Reason
|Mileage I Vies || Market U Language English
Contact Email |[Contact Phone | Contact Mobile | I
Caller Address Source Customer
|City/state/Country/Zip | |
Customer | ]
Customer Address ]
City/State/Country/Zip [ ]
Dealer - | autonation crrvsLER pooce [ peater Prore | ||
Dealer Address
[Dealer Zone | I District Service District | ¥
Subject VEHICLE PROBLEM
Synopsis No further action needed
Customer Anomaly External Lights
Indicators

|Contact R ]- ] Technical Issue With Vehicle ] Ci | ' External indicator light issue
|[Reason Code | M- Complaint - Product - Vehicie concem - Additional details

Case Status History

Create Date Status
Open
Closed

Initial Description
Customer called and stated he will be taking vehicle to dealership

Case Comments

Date Comment

- Customer purchased vehicle
test and will call back

-and customer called and stated that his ABS light comes on. Customer stated he will be taking vehicle to dealership for diagnostic




New Customer Assistance Inquiry Record (CAIR)

VIN |Model Year

Body | Vehicle I CReW CAB 4X4

Customer Provided VIN |[Line of B CAC Customer Assistance Center
Batch Case Information

Open Date | ] 1 CAIR Type Regular Status Closed
Close Date ] |origin Telephone Reason

Mileage | |mMarket u Languag English
Contact Email _ |Contact Phone ]- Contact Mobile

Caller Address |Source Customer
[City/State/Country/Zip ]

(Customer | I

Customer Address [ ]

. aaaas e e
o - ] Cr—"
|\Dealer Address _

IDealer Zone ] - | sales . Service J

Subject abs highdraulic pump

Synopsis Warranty repairs complete and confimed

Customer Anomaly

Contact Reason I o A.vaiable/Backordered Ci A ly

IRy Code ]After Sales - Complaint - Parts - Parts - Part in backorder/not available

Case Status History

Create Date Status

Open

Closed

Initial Description

cst tom called in regards to the abs light and traction control but diagnosed as the pump, order part states it will be in -
requesting to expedite the part

vehicle is at the dir now

dir states ok to drive but wanted to see if we could get part faster

Case Comments

Date

Comment

cst tom called in regards to the abs light and traction control but diagnosed as the pump, order part states it will be in -requestlng to expedite the part vehicle is at
the dir now dir states ok to drive but wanted to see if we could get part faster

Repeat issue: N Star tickets open: N Recalls: N Prior
a rental: N Parts on B/O? Y

DM notes: None R/O History: Vehicle location: CST Vehicle Concern: Backordered parts Is the customer in

Lane/Parts

Advised | had parts info and m working on getting them expedited
(ABS Module) ORDER: ETA: N/A Reaching out to PE Team for assistance with part.

“**PARTS POD UPDATE**** PART:

@ order REL TO PDC (NAT) ETA: Tentative 5-7 Business

order SHIPPED POC ETA | o tr=cking |

number available at this time.

Advised parts have been shipped Will contact again once they have arrived at -
(ABS Module) Current ETA:

“*Parts Update*** PART:

“**Parts Update*** PART: (ABS Module) Current ETA: STOCK IS IN-TRANSIT FROM SUPPLIER

***Parts Update*** PART: (ABS Module) Current ETA: STOCK IS IN-TRANSIT FROM SUPPLIER

STOCK IS IN-TRANSIT FROM SUPPLIER No new ETA

***Parts Update*** PART: (ABS Module) Current ETA:

***Parts Update*** PART: (ABS Module) Current ETA: Description: INVOICED-PDC

***Parts Update*** PART. (ABS Module) No new ETA
Parts are in CST needs to make appointment
No answer left VM about making appointment

and attended by dealer employee

Vehicle has arrived at dealership
il
to CST***

Vehicle completed
Repairs are complete and vehicle is driving good

No answer Closing case

Email(s)
|Date [Subject _|abs highdraulic pump [ re cref
|From |To nt Date/Time




Hello [
Thank you for allowing _nn opportunity 1o address your concemn. Our primary focus is your satisfaction
My name is -and 1 will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number s | NN
The Case Management telephone number _and my direct extension: - My work hours are: _
"=

Standar

After | review the details of your case, | will be calling you at your preferred number within _ A

Please don't hesitate to make contact if you have any questions or cancems.

Thank you for your patience and co-cperation!

Specialist

EXT
rof: rof

|Subject abs highdraulic pump | ref -ref
[To nt Date/Time

Thank you for allowing _ an opportunity o address your concem. Our primary focus is your satisfaction

My name is [Jfand ! will be your advocate to ensure all questions and issues are addressed. Here is some information that will be helpful for you to have:

Your case number is | IENNNENENEIGN:N

The Hilﬂanagemem telephone number _and my direct extension: - My work hours are: _
ime

Stancar

After | review the details of your case, | wil be calling you at your preferred number within || N -

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

[Thank you for your patience and co-cperation!

L
.Soecialisl




New Customer Assistance Inquiry Record (CAIR)

VIN [Model Year Brand RAM
Body Vehicle RAM [ LoNGHORN CREW CAB 4x4
Customer Provided VIN Line of Business CAC Customer Assistance Center
Batch Case Infor
Open Date | ] CAIR Type Regular Status Closed
Close Date | ] Origin Telephone Reason
[Mileage ] Market U |[Language English
Contact Email Contact Phone }- Contact Mobile -_
Caller Address |Source Customer
City/State/Country/Zip .
(Customer [ ]
[Customer Address ]

tate/Country/Zip
|Dealer OF |Dealer Phone ‘
|\Dealer Address 215 WEMMITT AVE
[Dealer Zone - Sales District Service District
Subject Goodwill
Synopsis
Customer Anomaly
Contact Reason || Request For Goodwill Reimbursement \Customer Anomaly |
IR Code | After Sales - Complaint - Product - Reimbursement request - Compensation/Goodwill

Case Status History

Create Date

Status

Open

Closed

Initial Description

ABS light came on and it is an ABS control module that is bad and customer said its only -and he is hoping for some cost assistance

Case Comments

Date Comment
ABS light came on and it is an ABS control module thatis bad and customer said its onl and he is hoping for some cost assistance. They already had to
- change the computer on it . Vehicle has been diagnosed and it is going to cost and he Is a very loyal customer and he is hoping we can help with the costs,
Reassigning to Specialist.
— In-Service Datemonginal Owneryes Mileage: Vehicle purchase loyalty: Previcus related repairs: yes Basic WarrantyAugust
Expire ometer) Powertrain Warranty
— ***** OUTBOUND CUSTOMER CONTACT***** P sy CM attempted to contact customer, however,
customer was not available. left message for a retumn cal
_ ***** INBOUND CUSTOMER CONTACT***** Click to dial CM advuised CST CM is reaching out to the .
and we will see what we can do fo assist
I |cmail sent to SM
. ******INBOUND CUSTOMER CONTACT****** Customer called in locking to speak with CM Agent advised CM was currently unavailable but agent offered to assistin any
way. Cst states he spoke with the and the SM emailed CM with information. Agent advised the cst that agent will notify the CM.
I “*****INBOUND CUSTOMER CONTACT****** Customer called in locking to speak with CM. CM advised that his CM was currently unavailable but a notification would be
put through for the ﬂVl to call back as soon as possible
— ***** OUTBOUND CUSTOMER CONTACT***** Click to diall PrARi i CM called out to the CST and offered a 100
dollar copay for the repair and advised will email
waiting for paris
cm called out o the -and they advised the part just got in for the repairs they havent started just yet
| OUTBOUND CUSTOMER CONTACT***** Click to dnal_"‘“ """"""" AU CM attempted to contact customer, howaver,
customer was not available. left message for a return ca
“*** DUTBOUND CUSTOMER CONTACT***** Click to diall Pt CM called out to the and R advised
e that he is supposed to go in fro the repair -
called out tot eh and they advised vehicle is repaired and returned
“*** OUTBOUND CUSTOMER CONTACT***** Click to diall oinimamainninas st b attempted to contact customer, however,
e customer was not available. Left message for a return cal -
***** OUTBOUND CUSTOMER CONTACT***** Click to diall FrepIsaR s s CM contacted the customer, Cm had to .
- requesting a call back to see how everything is going wi e venhicle,
Subject Goodwill [ ref: 00Dj01gsDF. 5003Z16FBOU:ref |
z Sentoorire |
My name is -and | have been assigned as your Case Manager. Here is some information that will be helpful for you to have:
- Your casz number is [N
he [JlICs2 Management telephone number is: |
- My direct extension -
- My work hours are: - -Eastom Standard Time -
Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!
ref: ef

e I

|Subject




From [o I [Sent Date/Time | R

Dear ;

My name is -and I have been assigned as your Case Manager. Here is some information that will be helpful for you to have:
-Your case number is | INNEGNIN:NG

- The -Case Management telephone number is: _

- My direct extension: -

- My work hours are: -— -Eas‘.ern Standard Time -

Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!

-ref |
ent Date/Time

did receive an emai

om the service manager and we are looking at wht we can do to assist
-—---—m---— Original Message -----------—---
From: US Cusiomer Care ||

Subject: -ref ]

My name s -and I have been assigned as your Case Manager. Here is some information that will be helpful for you to have:
- Your case number is | NI

“The -Case Management telephone number is _

- My direct extension: ||

- My work hours are: -— -Eas';em Standard Time -

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!
o R -

Sent Date/Time
Hello did receive an email from the service manager and we are looking at wht we can do o assist
wemmmmmimeeneee Original Message —-«--eeseee-x
From US Cusiomer Care
Sent:
To:
Subject: e wref ]

Dear N

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

The -Case Management telephone number is: _
* My direct extension: -

My work hours are: -— -Eas‘.ern Standard Time -

Please don't hesitate to make contact if you have any questions or concemns. Thank you for your patience and co-operation!

Sent Date/Time

Original M ge
From US cusome: car

Sent:

-ref ]

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

- Your casz number is | NI

- The -Case Management telephone number is: _
-My direct extension: ||
- My work hours are: -— -Fas'.ern Standard Time -

Please don't hesitate to make contact if you have any questions or concems. Thank you for your patience and co-operation!
- S -

|pate Subject Re: wref ]
|From To Sent Date/Time




Do you know how much longer it~ s going to be before we know something?
| had my vehide looked out on -

It will be .weeks very soon

Thank you,

Sent from my -

: [

> Hello [Jij ¢d receive an email from the service manager and we are looking at wht we can do to assist
>

B Original Message -==-we===-
[

> Subject:
>

> Doar I

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

> - Your case number is [ NI
>
- The -Case Management telephone number is: _
- My direct extension: -
otk eurs re: I

> Please don't hesitate to make contact if you have any questions or concemns, Thank you for your patience and co-operation!

ref |

VVVVVV

|Subject  [Re: ref ]
|To Sent Date/Time

‘ref]

Do you know how much longer it_s going to be before we know something?

| had my vehide looked out on -

It will be -weeks very soon

Thank you,

L

Sent from my -

>On _ at - US Customer Care <_ wrote:
>

>

> Hello -dd receive an email from the service manager and we are looking at wht we can do to assist
>

> --e-eeee—e-- Original Message —---———---——-

> From: US Customer Care [_
> Sent:

> To:

> Subject:

> Dear I

>

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

> - Your case number ic [N

>

> The -Case Management telephone number is: _
>

>+ My direct extension: ||

>

> Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!

ref |

|Date Subject Re: ref
|From To ent Date/Time




m-am trying to see what i can do and i am trying to see if we can put it through the dealer or if we have to do reimbursement

ref ]

Do you know how much longer its geing to be before we know something?

| had my vehice looked out on -

It will be -weeks very soon

Thank you,

L

Sent from my -

>On _ at - US Customer Care <_ wrote:
>

> Hello -dd receive an email from the service manager and we are looking at wht we can do to assist

e Original Message =——====eweew-

> From: US Customer Care ||| NN
> Sent:

> To:

> Subject. rer._UULj01gsDF._5003Z216FBOUref |

>

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

> - Your case number is [N

>

> - The -Case Manegement telephone number is: _

>

>« My direct extension: -

>

> - My work hours are: - Eastern Standard Time -
. - .

> Please don't hesitate to make contact if you have any questions or concerns. Thank you for your patience and co-operation!

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




