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

New Customer Assistance Inquiry Record (CAIR)

|VIN Model Year ||Brand RAM
[Body Vehicle RAM SLT CREW CAB 4X4

Customer Provided VIN Line of Business | - | Customer Assistance Center
Batch . Information

|open Date | CAIR Type Regular |[status Closed
Close Date [ ] Origin Telephone IR

Wilage ] Langusge Engish
Contact Email _ Contact Ph. | - Contact Mobile

|
Caller Address ||Source Customer
[city/State/Country/Zip | 1

Customer | I
Customer Address [ ]

csascornnzy N BN W
oesi Py NS ooserrifll )

[Dealer Address

0000 |
CTF | | I — [ —
Subject | ABS light and elecironic brake light came on
Synopsis ] Customer stated being satisfied with repairs
|Customer Anomaly | Brakes

Automatic Braking System (ABS)
|Contact R ]- Techrical Issue With Vehicle |Ci A ly I. ABS Issues
R Code ] After Sales - Complaint - Product - Vehicle concern - Additional details

- Status History
Create Date Status
Open

O I Closed

Initial Description

ABS light and electronic brake light came on

Il Comments

Date Comment

= CALL CUSTOMER****** | | Customer stated the ABS light and electronic brake light came on, he has taken it to
or dlagnosis, seeking assistance with the repair, ~ Previous case was not at dealer or schedued during the previous case. Reassigning to CM working

with servicing dealer. Customer is within parameters for goodwill review.

. to * Cm reached out to and was fold SA Knapp ext SA said the ABS sensor was on. SA said they found a fault code for the fault and the

motor. The module needs to replaced to finish diagnosss.

"!lo?Cuslomer"LF was not able to speak with the customer. There was no voice-box available to -for customer to inform them to give CM a call back. Cm sent
irect email as well. just got a busy

-_asked for CM, transferred him to CM.
[ from Customer** CM received a call from customer. CM provided below update from SA

I

L

_ ‘—'Ifrom SA™ * in parts warranty labor, _installation and .diagnoms = -:-T-Tc;.' Cm reached outto -to speak with SM
to see his opinion. unable to reach SM. CM will review and offer GW -

I "!to Customer** awas not able to speak with the customer. There was no voice-box available to - for customer to inform them to give CM a call back. Cm sent
a

I

I

[ ]

ect email as well. just got a busy
--Inbound from Customer-- Customer would like a follow up when possible
I!to Customer** mwas not able to speak with the customer. There was no voice-box available to - for customer to inform them to give CM a call back. Cm sent
irect email as well. just got a busy If customer calls in please verify best calback number
Agent warm transferred to CM
i from Customer** mmslomer called in and confirmed we have his old home as his contact. Customers correct number is || | | I Il
updated his contact, CM offere coverage of 1k with him co-paying the remainder -p ust
**OBE to SA** CM emailed DM notes to SA
Attempted to reach Service unsuccessful. Service closes at
“** Agent reached out to dir but no .came tothe pl and line did not go to VM
from Customer. Cx contacted to speak to Cm, Cm unavailable sent alert for CM to contact customer
to complete vehicle repairs. ETA for part arrival, Did not receive DM Notes, sending image over 1o SA via
) CM will be cc'@ in emails. OB to Advised that .R is waiting on part, and required information for repair coverage will be sent
with customer, inquired if co-pay was paid to orto Agent informed co-pay will be paid at Customer asked for
confirmation in an email. OBE to efo Mr. Thank you so much for taking my call s we recently discussed, the required information to cover this repair
will be sent over to the dealership. We have requesied a co-pay of - The dealership IS waiting on more part to fnish up repairs, which we have been advised
will arrive Your case manager will be following up with the dealership's repair progress and update you accordingly. Thank you so much for your
patience.
*** OB TO DEALER *** On hold for Hbe‘ore disconnecting call. *** OBE TO CUSTOMER *** Good Aftemoon, | reached out to the dealership to receive an
ETA on your repairs and | was unavalable to reach them. Have you received any update? Thank you
TO Customer *** Customer stated he was going to pick up vehicle on &
TO Dealer *** Dealer stated vehicle is not at Dealer *** TO Customer *** Customer stated having vehicle & being satisfied with repairs. CM informed
customer his case will be closed as of **** OBE TO Customer *** Good aftemoon Mr. / Mrs. mnh m At this time, we will be
closing this case. If you have any questions, concerns or require further assistance, please contact at ine numboer below. Ve also wanted ‘o let you
know that we attempt to conduct a satisfaction survey upon the closure of a case: therefore. you couid potentially receive an email or teleph-survey. We ask that you

take the time to complete the survey, so we _ll know how we ~re doing and what improvements we can make to enhance the customer experience.? ? Thank you for
choosing Specialist ?Ext. h

omer agreed and CM will send over DM notes

Email(s)

Date || [Subject
From || |10 Sent Date/Time



Derrell.Lyles
FOIA-Long


Hello,

I'm | your case manager. | just wanted to reach out 1o you and inform you that your case has been properly escalated and | am working the case as your
advocate 10 find a resolution to your situation.

My Office hours are [ “Unm _ 1 would like to connect with you about your Vehicle and your case and Gather more information, Please

DO reach out at your convenience so that| can better assist you

My Ofice nours ae [ NN - N

Phone: NI
Case Number; [N

!!ase Hara er

ref: ref

Date [Subject

From |10 Sent Date/Time

Hello,

I'm . your case manager. | just wanted to reach out fo you and inform you that your case has been properly escalated and | am working the case as your
advocate 10 find a resolution to your situation.

My Office hours are - *Umil _ | would like to connect with you about your Vehicle and your case and Gather more information, Please
ence so tha! e

DO reach out at your conveni can befter assisi you

Phone: I
Case Number: I

!asc Har'ager |
ref: ref

Date Subj Re:

To [Sent Date/Time _:

When we talked ou told me te reach out to you if | had not

heard from you by me know if you need anything from

me. Thank you and T look Torward to hearing from you.

on I 5 C.tome: Core <
wrote:

> Hello,

>

> I'm - your case manager. | just wanted to reach out to you and

> inform you that your case has been properly escalated and | am working the
> case as your advocate to find & resolution to your situation.

>
> My Office hours are _ Until | would like
> to connect with you about your Vehicle and your case and Gather more

> information, Please DO reach out at your convenience so that | can better
> assist you.

>

> *My Office hours are _ Until
4 . |

> “Phono: I
> *Case Number: [N *

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




Hello Ms. [l

| have been trying 1o call you but the line automatically gives me a busy tone. Can you please cenfirm your callback number | need to speak with you over the phone to
proceed with the case. Thank you!

"

When we talked ou told me te reach out to you if | had not

heard from you by me know if you need anything from

me. Thank you and [ look Torward 10 hearing from you.

on [ 5 c.storme: Care < S
wrote:

> Hello,

>

> I'm - your case manager. | just wanted to reach out to you and

> inform you that your case has been properly escalated and | am working the
> case as your advocate to find a resolution to your situation.

>
P My Oftico nours are IS I | o ke
> to connect with you about your Vehicle and your case and Gather more

> information, Please DO reach out at your convenience so that | can better
> assist you.

>
>y Ofice ours e [
: ]

> *Phone: (R
I o ber. [N ©

|

VVVVVVVV

3
<4
<4

Date i [Subject  [Re:
|To Sent Date/Time




Hello Ms. [l

proceed with the case. Thank you!

"

When we talked ou told me te reach out to you if | had not

heard from you by me know if you need anything from

me. Thank you and [ look Torward 10 hearing from you.

on [ 5 c.storme: Care < S
wrote:

> Hello,

>

> I'm - your case manager. | just wanted to reach out to you and

> inform you that your case has been properly escalated and | am working the
> case as your advocate to find a resolution to your situation.

>
P My Oftico nours are IS I | o ke
> to connect with you about your Vehicle and your case and Gather more

> information, Please DO reach out at your convenience so that | can better
> assist you.

>
>y Ofice ours e [
: ]

> *Phone: (R
I o ber. [N ©

|

VVVVVVVV

3
<4
<4

| have been trying 1o call you but the line automatically gives me a busy tone. Can you please cenfirm your callback number | need to speak with you over the phone to

Date | Subject  |Re: n

From |

|Sent Date/Time

P —




Thanks!

on Customercare

wrote:

> Hello Ms. [l
>

> | have been trying to call you but the line automatically gives me a busy

> tone. Can you please confirm your callback number | need to speak with you
> over the phone to proceed with the case. Thank you!

>

>

B Original Message —==-we===-

>

> wrote:

>

> > Hello,

> >

>>I'm your case manager. | just wanted to reach out to you and

> > inform you that your case has been properly escalated and | am working
> the

> > case as your advocate to find a resolution to your situation

> >

> > My Office hours are F Until . 1 would like
> > to connect with you about your Vehicle and your case and Gather more

> > information, Please DO reach out at your convenience so that | can better
> > assist you.

> >

> >

> > “Phone: I
> >

> >

> >
> oo | N
>

>

|Sent Date/Time

Ii’




Thank you so much for the update via ph) | am sorry that it was
hard to get a hold of me because | had my old home ' #in the system
The best # to reach me is my cell

| am very happy that has agreed to cover Fo‘ the repair for my
ABS module. and | would be responsible for the difierence. | was so elated
with the results that | forgot the exact total of the remaining balance, |

know it was _ When you have a moment can you please let me know
the remaining, my wite just asked me and | feel silly not remembering?

Again thank you so much for your help and professionalism, working with
you and was a great experience,

*Case Number: I *

wrolie:

> Hello,
>

> I'm -hymn case manager. | just wanted to reach out to you and
> inform you that your case has been properly escalated and | am working the
> case as your advocate to find a resolution to your situation.

>

> My Office hours are F | would like
> to connect with you about your Vehicle and your case and Gather more

> information, Please DO reach out at your convenience so that | can better
> assist you.

>
ot nrsar [ I
>

> *Prilll I

> *Case Number: [N *

>

!ase Hanager | -
S ——

>
>
>
>
>

|Subject  |Re:

|To ent ime
Thank you so much for taking my call As we recently discussed, the required information 1o cover this repair will be sent over to the dealership. We have
requested a co-pay of The dealership is waiting on -more part to finish up repairs, which we have been advised will arrive *

Your case manager will be following up with the dealership's repair progress and update you accordingly.

Thank you so much for your patience.

Date [Subject _ |re:
From |To Sent Date/Time
Good Afternoon,

| reached out to the dealership to receive an ETA on your repairs and | was unavailable to reach them. Have you received any update?

[Thank you

Case Management
ot NN

5 - Original Message ----——--—-—--
From: US Cusiomer Care [

e

Hello Mr. IR
Thank you so much for taking my call — As we recently discussed, the required information 1o cover this repair will be sent over to the dealership. We have
ea *

requested a co-pay of The dealership is waiting on -more part to finish up repairs, which we have been advised will arrive
Your case manager will be following up with the dealership's repair progress and update you accordingly.

Thank you so much for your patience.

Date || [subject  |Re:
|70 Sent Date/Time




Good Afternoon,
| reached out to the dealership to receive an ETA on your repairs and | was unavailable to reach them. Have you received any update?

[Thank you

ex

Original e

From US Cusome Car

Hello Mr. IR
Thank you so much for taking my call As we recently discussed, the required information 1o cover this repair will be sent over to the dealership. We have
requested a co-pay of The dealership is waiting on -more part to finish up repairs, which we have been advised will arrive

Your case manager will be following up with the dealership's repair progress and update you accordingly.

Thank you so much for your patience.
o R ~

s —

They contacted me.
e I

Thanks!

o .o Covo
wrote.

> Good Afternoon,

>

> | reached out to the dealership to receive an ETA on your repairs and |
> was unavailable to reach them. Have you received any update?

>

ey said the repair is complete. | will pick

> Thank you

>

>

>

> ex

>

> - Original Message —----—---——-

> From: US Customer Care [—
> Sent:

> To:

> Sutjeet R |

>

> Hello Mr. IR

>

> Thank you so much for taking my call | As we recently discussed, the

> required information to cover this repair will be sent over to the

> dealership. We have requested a co-pay of * The dealership is

> waiting on more part to finish up repairs, which we have been advised
> will arrive

>

> Your case manager will be following up with the dealership's repair

> progress and update you accordingly.

>
> Thank you so much for your patience.
>

>

|Subject  |Re:
|To Sent Date/Time

Good afternoon Mr. / Mrs.

This is with Customer Care. At this time, we will be closing this case. If you have any questions, concerns or require further assistance, please contact
Customer Care at the number below. We also wanted to let you know that we attempt to conduct a satisfaction survey upon the closure of a case; therefore, you cou
potentially receive an email or leepr-survey, We ask that you take the time to complete the survey, so well know how we“re doing and whatimprovements we can
make to enhance the customer expernence,

Thank you for chocsing -

Date

|Subject  |re:
|10 Sent Date/Time




Good aftermoon Mr./ Mrs. Il

This is with Customer Care. At this time, we will be closing this case. If you have any questicns, concerns or require further assistance, please contact F
Customer Care at the number below. We also wanted to let you know that we attempt to conduct a satisfaction survey upon the closure of a case; therefore, you coul
potentially receive an email or telephone survey. We ask that you take the time to complete the survey, so well know how we _re doing and whatimprovements we can
make to enhance the customer experience.

Thank you for chocsing -




New Customer Assistance Inquiry Record (CAIR)

|Dealer Arrigo Chrysler Dodge Jeep Ram Fia

VIN Model Year Brand RAM
Body Vehicle RAM -SLT CREW 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 Brand Site Reason recall
Mileage —T Languag Engiish
Contact Email _ Contact Phone | - Contact Mobile

Caller Address Customer
[City/State/Country/Zip

(Customer I

Customer Address ]

GityStte Gountry 2 ———

[Dealer Address I

|Dealer Zone l Sales District Service District A
Subject Safety Recall [} Drag Link Campaig V05
Synopsis
Customer Anomaly
Contact Reason | ] Recall Issue Persists Ci A Iy
IR Code | After Sales - Complaint - Recall Campaign - Recall Campaign - Recall carried out and issue persists

Case Status History

Create Date Status

03/02/2022 I New
03/032022 I Open
o3/07/ I Suspended
03/28/2022 I Open
03/29/2022 I Closed

Initial Description

\nGocd morning,\nMy name is and | am the owner of a RAM | VIN # \nOn F | took the truck to an

authorized agency near my town, H tlocated in . so that they would carry out the Recall repair

there and take advantage of having the corresponding services.\n Ihe recall 0 eel Stubs) was done, but no change was made to the *( of the truck. The
that is currently installed damages the front tires -to they wear unevenly. Areading was also discovered on the computer, where it indicated

at the ABS module is beginning to be damaged, (the reading was given by the computer, but the dash screen did not give it), they say that perhaps due to the
malfunction of the front axle , since the truck is not aligned correctly, this repair, change of ians and additional expenses, | had to pay at the time.\nNow the truck vibrates

when being driven.\nl need RAM to come up with a solution and properly repair my truck (|
and labor (ABS repair) that were caused by truck manufacturing flaws.

Case Comments

replacement, and reimburse me for the money used to pay for parts

Date Comment
states took to -and no change was made to the drag link that is currently installed. Fstates tires and ABS module is being damaged and 1? says perhaps
d

_ ue to the malfunction fthe front axle since the truck is not aligned correctly. -stales truck viorates wen being driven and needs -to come up with a solution to
properly repair truck with drag link replacement
Agent informed the cx has an updated replacement draglink that does not have to be welded and the part is still adjustable -Nili cover the costs of the
_ repair and alignment and order the part tc a . the part takes _weeks for arrival and | will contact the cx when the .? receives the part and assist with
scheduling an appt. No leveling or lift kits, ileage:
_ OB call- Agent contacted the dir ( and spoke toa SA who accepted the dm notes for repair
and alignment. SA also requested screensho
OB call-the agent reached out to the dir- spoke to arts dept.) who confirmed the part was there and tagged it for the cx. The
I agent spoke tgc SA -whc asked if | could email the ¢x_s informaton for an agp: -(p Pt P i
OB call-Agent spoke to the ex and advised that the part was at the dealership and advised the cx to call to schedule an appt. Agent advised the case was closed and for
—— the cx to call back for assistance if needed-No further action(s) required
Email(s)

g

3

Hello

Thank you for contacting -CJstomar Care.

We understand your concern regarding the repairs needed on your | I JJJlja~¢ wit the JJOrag Link Recall that was completed.
Due to the nature of your concern, we have forwarded your case to a Case Specialist who will be contacting you regarding the concern

If you have any additional questions or concems, please contact us at _

Best wishes,

ustomer Care
ref;

te |Subject Safety Recall Drag Link
7 o T —

g
Hi

Subject |Schedule an Appointment for a Customer
e | Sent Datertime



Hello ! we spoke about scheduling the customer an appointment. | spoke to -he parts dept. who confirmed the part had arrived and is in inventory. | have
enclosed the customer's information as well as the part and number. | you have any questions please feel free to email me back. | will also contact the customer as
well to inform him the part has arrived and to reach out for an appointment

a umber:
Sincerely,

I
Case Manager, -Customer Care, -

------------- Original Message === ==eerwee

From US Cusiome Car
Sent:
Drag -

To:
Subject:

Hello (I
[Thank you for contacting -CJstomer Care

We understand your concern regarding the repairs needed on your --and with the -Drag -Recall that was completed
Due to the nature of your concern, we have forwarded your case to a Case Specialist who will be contacting you regarding the concern.

If you have any additional questions or concemns, please contact us at _

Best wishes,

Customer Care
ref

Schedule an Appointment for a Customer

[Sent Date/Time

we spoke about scheduling the customer an appointment. | spoke to the parts dept. who confirmed the part had arrived and is in inventory. | have
enclosed the customer’s information as well as the part and number. | you have any questions please feel free to email me back. | will also contact the customer as
well to inform him the part has arrived and to reach out for an appointment

a umber:

Sincerely,

L]
Case Manager, -Cue.tomer Care, -

-—---——--— Original Message ----——---—---
From US Cusomer -
Subject: Safety orag [l

Hello I

[Thank you for contacting -C.Jstomcr Care.

We understand your concern regarding the repairs needed on ycur--and with the [Jjjj Orag -Recall that was completed.
Due to the nature of your concern, we have forwarded your case to a Case Specialist who will be contacting you regarding the concern.
If you have any additional questions or concerns, please contact us at || N I

Best wishes,

ustomer Care
ref:




New Customer Assistance Inquiry Record (CAIR)

VIN | Model Year Brand RAM
Body | Vehicte N 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 ] |lOrigin Telephone |Reason
[Mileage T Vies | Market u Languag English
Contact Email B o | | contactwonie | [
Caller Address Source Customer
City/State/Country/Zip |
[Customer | I
Customer Address [
City/State/Country/Zip WAYNESBORO MS - -
Desler | i | [pesierphone | |
Dealer Address
IDealer Zone ] |'sales Service G
Subject Part On Back Order
Synopsis Hot Alert case reviewed and closed.
Customer Anomaly
Contact Reason I ot \v2ilable/Backordered C A
IR Code ]After Sales - Complaint - Parts - Parts - Part in backorder/not available

Case Status History

Create Date Status

03/03/2022 I Open
04/29/2022 I Closed
05/04/2022 [N Open
05/04/2022 I Closed

Initial Description

Customer called that in -took truck for oil change and it was checked for the ABS servica light keeps coming on and the part was ordered

the part is still not in and ETAis -

ABS Control Module

Case Comments

11

Comment
Customer called that in llook truck for oil change and it was checked for the ABS service light keeps coming cn and the part was ordered the part is still notin and ETA
ABS Contr: dule Looking for part assistance has been waiting since
Outbound call to spoke to Parts Advise that we will see what we can do to get this to the dir as quickly as we can
Outbound call to CM spoke to customer. customer stated that this is the most important thing that she is need done. She stated that the part has been b/o
and it keeps changing date. Customer is needing to take a trip and this is needed before they take the trip. Customer would like to know if this part |s- made.
dvise oot that we il fnd cut for hor [IERERERSRNEN

Sent email to |G

- SM email's address

!

Outbound call to for rental - any more custemer would be responsible for paying it
Outbound call to Cm left a message to advise customer that we will put them in a rental for - Anything after that , customer will be responsible for
New Prep Case " Dealer Code: “ In-Service Date:
Powertrain s customer in rental? N offered for qq
ases,

paying. Sent emall to customer as well.
Mileage: Original Owner? N, * Loyalty Score: vehicle within Warranty? Y
arts on 6/0? Y, ETA working on improving this L STAR Case? N of vehiclei
Repeat issue? N ~Previous Related C wil/DM Notes: N “Customer Concem/Issue/Request: Rental and expediting of pal

Customer called in seeking to speak with the CM. Agent checked and the CM was available. Agent connected customer to cm for additional assistance.

Inbound Cst stated that she is still driving the vehicle. She was just concemned on how much longer the part is going to take. Provided the customer with timeframe range
from now until Customer stated that lhcd.? is going to charge her more for the repair. Advise the customer - yes because she is cut of Basic Warranty
by utorter to do [Jfjwith her i she does not need the rental.

Customer called in seeking fo speak with the CM. Agent checked and the CM was available. Agent connected the customer to cm for further assistance.

spoke to dir - looking for RO# - part # Outbound call to CM spoke to cst. Has the vehicle but not repaired

Inbound call CM spoke to customer and explain that | would call her back when | get off break. Outbound call to Cst states that the dIr has only

Customer is going camping cruise control can't be used Customer is frustrated and not wanting fo wait for the part.

Customer called in today for a follow-up on case provided cx with case comments. Cx requesting to speak CM SUP. Transfer to CM

Outbound call to

1B Customer is frustrated due to the part being split into Harrived. The other part is bio until . Customer do not want to take a trip and it does not pull
the supply issue
Outbound call to _Cst got vehicle repaired at another dir. Sending invoice. | will consider - Sent cst email for the recept and credit card receipt
Email sent for the receipt and the credit card

Mileage: 'Original Owner? N, _ Loyalty Score: vehicle within Warranty? Y,
Powertain Jiflcustomer in renta’? arts on B/O? Y ase? N 1 month = Current location of vehicle . Repeat
issue? N _Previous Related Cases/Goodwil/DM Notes: ustomer Concerm/Issue/Request: seeking part expedite and reimbursemen
rexranrer s CHECK REQUEST INFORMATION™  **###=*++ TOTAL AMOUNT
*Voice of the Customer.* cx says part has been installed. when cx spoke 1o CM, CM said she would be reimbursed -of fotal charges. CM sent email asking for copy of
paid invoice. caller sentdocs. CM then sent email advising case closing caller hasnt got email repsonse since. caller wants clarification and status update
*Actions Taken:* advised request had been made and is baing reviewed per CM case comment. advised on reimbursement process/timeline
Customer states that she sent in photos of half of the RO Customer is upset that the process is taking so long advised caller to send in -of complete RO .
Customer will take a and send in
Outbound call to CM attempted to contact the dir twice to see if | could obtain a copy of the repair order. Line was too busy.

her 5th wheel. Explain to cst that | can not give her a date and expect Customer stated that she would not buy anather vehicle. Explain to customer that we all are feeling
New Prep Case CDealer Code: In-Service Date:

REPAIR REIMBURSEMENT ASSISTANCE DOCUMENTS_W
receipt - Repair Order parts - Iabor- supplies tax -JUSTIFICATION Customer seeking refund of abs brake issues.
reimbursement.

Sent emall to customer requesting for the full page of the repair order.
Inbound call CM spoke to customer and explain that reimbursement was denied due to previous vehicle being a rental vehicle




Date

Comment

Customer requesting to speak tc a supervisor. Customer states she asked to speak to one -and never received a call back. Agent informed customer she
should a receive a call back from the supervisor within 1 business day.

Outbound call to -Cm called the dir to request a copy of the repair order be sent to us as some of it look like maintenance. Cant see the full description of what
was done.

TL Call: m after Enterprise ( . CS promised to cover ? of the repair via reimbursement. Check rejected due to
lack of documentation and lack of rationale in case comment. CS was asked to get updated documentation showing what was repaired and to add rationale but instead,
simply told the g™ that it was re;ected,['askmg for a Supe callback. Writer calledMalmlo discuss the case. Writer reached VM and
advised that, alfffough we have a receipt need something showing what was actu icl r that the Dealer gave the after it was
complete. Writer advised the -to Reply to any of the case Emails with a picture of the actual repair order. CS is also following up with the Dealer to try to attain a copy
from them.

+eeses+*CHECK REQUEST INFORMATION™****+** TOTAL AMOUNT REPAIR REIMBURSEMENT ASSISTANCE [IIPMENTS N Credi card |
receipt Repair Oder labor, ; module part flmd!:USTIFICATION: Customer seeking refund of abs
TO!

brake issues. Or reimbursement. [ Low mileage. BasiC warranty expir sic Warranty.

TL reviewed and approved the ABS repair partial reimbursement request after TL call with shows repars and paid. ABS module and ABS control were
replaced. ﬁBasic expired

Checked approved and issued on Customer was notified and pleased with the phone call , stated will remain loyal to the brand . Cal made to Mrs.
Closing email

Email(s)

ate

From
Dear

My

[Thank you for allowing RAM Customer Care an opportunity to address your cencern. Our primary focus is your satisfaction.
My name is [Jffand | wil 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

My work hours are:
| will contact you within

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

[Links to Brand Websites and other resources]

Subject Initial Contact
T¢ ST | —

Case Management telephone number: _
Of your appoin men! !y Ie eol!one IO discuss your case.

ref: ref

Date Subject Inital Contact

From T encaiorine |
Dear

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

My name is -and | wil 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
My direct extension:

My work hours are:
| will contact you within

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

[Links to Brand Websites and other resources]

Case Management telephone number: _
of your appointment !y te ep!one !o discuss your case.

ref: ref
|Date Subj Re: Initial Contact
|From To |Sent Date/Time _:




Just wanted to let you know, | am running out of patience!

Sent from my -
or I U cosore: oo <[ =

[httpe: /lfcagroup--Stago--_?id=01 5f1000003KHCh&oid=00D1b000000DcmE]

Dear I

[Thank you for allowing RAM Customer Care an opportunity to address your cencern. 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 humber is

Case Management telephone number _
Eastern Standard Time FH
of your appointment by telephone 1o discuss your case.

" My direct extension:
* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources]

[httpsv//fcagroup-—Stage-—_?id=015!1 000003KHCg&oid=00D1b000000DcmE]

T - ' o -00Di000000 1qsDF &esid=0183Z00000WAONt&from=ext]

|Date |Subject  [Re: .
[From [fo Eentarorime [




| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

Just wanted to let you know. | am running out of patience!

Sent from my -
on I = I U Gosomer Core <[ ">

[https./ffcagroup--Stage--c.cs25.content.force.comiserviet/serviet.ImageServer?id=0151000003KHCh &oid=00D 1b000000DcmE]

Dear I

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

My name is -and | wil 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

Case Management telephone number _

* My direct extension:
Of your appoin menl !y L«ep hone 1o discuss your case.

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources]

[https://feagroup--Stage--c.cs25 content force comiserviet/serviet ImageServer?id=015{1000003KHCg&oid=00D1b000000DemE]

[https://fcagroup.my.salesforce.com/serviet/serviet.iImageServer?oid=00D;000000 1gsDF &esid=0183Z00000wWAONt&from=ext]

|Date |Subject  |Re: .
[From ITo Fezaerime




| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

Just wanted to let you know. | am running out of patience!

Sent from my -
on I = I U Gosomer Core <[ ">

7

[https.//fcagroup--Stage--c.cs25.content.force.comiserviet/serviet.ImageServer?id=015f1000003KHCh&oid=00D 1b000000DcmE]

Dear I

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

My name is -and | wil 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

Case Management telephone number _

* My direct extension:
Standard Time F ;
ay of your appointment by telephone o discuss your case.

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources]

[https://feagroup--Stage--c.cs25 content force comiserviet/serviet ImageServer?id=015{1000003KHCg&oid=00D1b000000DemE]

[_oid=00l),0000001quF&esid=0183200C00wAONl&frcm=ext]

Date Subject Re:

o i T —




| am sorry too. | was told that it would be delivered to the dealership by q So, | am assuming that isnt & possibility. | am very sorry for purchasing this -
i Hopefully we can reciify that purchase soon. We should have stayea with a -

Sent from my -
on I I ' CostomerCore <

| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind re?ards‘

Just wanted to let you know, | am running out of patience!

Sent from my i

2

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015f1000003KHCh&oid=00D 1b000000DcmE]

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

My name is -and | wil 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 Case Management telephone number: _

* My direct extension:
“ My work hours are: Eastern Standard Time FH
of your appointment by telephone lo discuss your case.

* | will contact you within

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

[Links to Brand Websites and other resources]

[https://fcagroup--Stage--c.cs25.content force.com/serviet/serviet.ImageServer?id=015f1000003KHCg&oid=00D 1b0000000cmE)]

[https://fcagroup.my.salesforce.com/serviet/servlet.\ mageServer?oid=000j000000 1qsDF &esid=0183Z00000wAONt&from=ext]

ref:_0Dj01qsDF._5003Z 1NhouG:ref | =:c Server?0id=00Dj0000001gsDF &esid=0183Z00000wBQQg&from=ext]

|pate Subject Rental
from T ETETTT— —




Hello [N

We have made contact with the Dealership. We can provide you with a -ren'al Anything after -would be your respansibility
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,

| am sorry too. | was told that it would be delivered to the dealership by “ So, | am assuming that isnt a possibility. | am very sorry for purchasing this -
i Hopefully we can rectify that purchase soon. We should have stayed with a -

Sent from my -
on I I s Costomer Core < '

| am so sorry about your part. We reached out but | have not got a part information yet.

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues go | am behind a little on my cases.

Kind regards,

Just wanted to let you know, | am running out of patience!

Sent from my -
on I Us C:<ore: C=ro < W - '~

7

N -0511000003KHCh &0 =000 160000000

e I

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

My name is [Jlfand | wil 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 Case Management telephone number _
* My direci extension:
your appoin! menl !y letep!one |o discuss your case

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources)




[_7oid=OOD 0000001qsDF &esid=0183Z00000wAONt&from=ext]
N 1 0id=00Dj00000 GsDF esid=0163200000WB Q8 fom=ox(

Date || |Subject Renta
From |10 |Sent Date/Time




Hello [N

We have made contact with the Dealership. We can provide you with a -ren'al Anything after -would be your respansibility
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,

| am sorry too. | was told that it would be delivered to the dealership by “ So, | am assuming that isn't a possibility. | am very sorry for purchasing this -
i Hopefully we can rectify that purchase soon. We should have stayed with a -

Sent from my -
on I I s Costomer Core < '

| am so sorry about your part. We reached out but | have not got a part information yet.

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues go | am behind a little on my cases.

Kind regards,

Just wanted to let you know, | am running out of patience!

Sent from my -
on I Us C:<ore: C=ro < W - '~

7

N -0511000003KHCh &0 =000 160000000

e I

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

My name is [Jlfand | wil 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 Case Management telephone number _
* My direci extension:
your appoin! menl !y letep!one |o discuss your case

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources)




[_7oid=OOD 0000001qsDF &esid=0183Z00000wAONt&from=ext]
N 1 0id=00Dj00000 GsDF esid=0163200000WB Q8 fom=ox(

Date || Subject Re: Rental
From I [Sent Dato/Time




| don”t know if you have had a chance to check your voice mail, but we have found a dealership in has the part for my husband—s truck
and will be installing it - The name of the dealership is _ The total Tor parts and labor 1S SPOKE 10 in the parts department

Thank iou
Sent from my -
on I = I Us custorer Care <[ -
Hello -
We have made contact with the Dealership. We can provide you with a -rental, Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible
We hope the rental allows you to take care of some needed things.

Kind regards,

-—----—--— Original Message -----—-----—--

| am sorry too. | was told that it would be delivered to the dealership by q So, | am assuming that isnt & possibility. | am very sorry for purchasing this -
I Hooefully we can recify that purchase soon. We should have stayed with a [}

Sent from my -
g -~
——

| am so sarry about your part. We reached out but | have not got a part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

oo — Qriginal Message ------—---—---

Just wanted to let you know, | am running out of patience!

Sent from my -

Oon at US Cusiomer Care <|
<| >> Wrote:

?

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=0151000003KHCh&oid=00D 1b000000DcmeE]

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

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

* Your case number is

Case Management telephone number _

Eastern Standard Time FH
of your appointment by telephone to discuss your case.

* My work hours are:
* | will contact you within

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




[Links to Brand Websites and other resources]

N 01511000003 HC 0K =000 150000000
Y < <000 000000 1qsDF &esid=0183Z00000WAONI& from=ext]

ref: ttps://fcagroup.my.salesforce.com/serviet/serviet ImageServer?0id=00Dj0000001qsDF &esid=0183Z00000wBQQq&from=ext]
[ 0id=00D;0000001gsDF &esid=0183Z00000wBYz | &from=ext]
Date || |Subject Re: Rental

|To |Sent Date/Time




-—em-—-— Qriginal Message ----——----—--

| don”t know if you have had a chance to check your voice mail, but we have found a _doalorship in has the part for my husband s truck
and will be installing it - The name of the dealership is -- The total for parts and labor is Spoke 10 in the parts department

Thank iouA

Sent from my -

on I = [ S C:stome: Core < N >
Helo [N

We have made contact with the Dealership. We can provide you with a -romal. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,
I

Hopefully we ean rediify that purchase soon. We should have stayaed with a

|am soi too. | was told that it would be delivered to the dealership by q So, | am assuming that isnCt a possibility. | am very sorry for purchasing this -

Sent from my i

on I < I ' CustorerCore < - '

| am so sorry about your part. We reached out but | have not gota part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part

| had computer issues so | am behind a little on my cases.

Kind regards,

——————————— - Original Message ----—-----—---

Just wanted to let you know, | am running out of patience!

Sent from my -

On at US Customer Care <}
< >> wrote:

[https://feagroup--Stage--c.cs25 content force comiserviet/serviet ImageServer?id=015{1000003KHCh&oid=00D1b000000DemE]

pear N

[Thank you for allowing RAM Customer Care an opportunity to address your concemn. Our primary focus is your satisfaction
My name is [JfJan¢ ! Wit 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 [ NN
Case Management telephone number: _

Eastern Standard Time FH
of your appointment by telephone 1o discuss your case

* My work hours are:
* | will contact you within

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




[Links to Brand Websites and other resources]

ref._CODj01gsDF._5003Z1NhouG.reflhttps.//

ImageServer?0id«00Dj0000001gsDF &esid=0183Z00000wBQQqg&from=ext]
qsDF&esid=0183Z00000wBYz1&from=ext]

|pate Subject Re: Rental
[From To [Sent DaterTime S




| dont know if you have had a chance to check your voice mail, but we have found a Fdoalorshp in has the part for my husband’s truck
and will be installing it - The name of the dealership is -- The total for parts and labor is Spoke 10 -in the parts department

Thank iou

Sent from my -

on I = [ S C:stome: Core < N >
 Helo I

We have made contact with the Dealership. We can provide you with a -romal. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,
I

Hopefully we ean rediify that purchase soon. We should have stayaed with a

|am sori too. | was told that it would be delivered to the dealership by q So, | am assuming that isn't a possibility. | am very sorry for purchasing this -

Sent from my i

on I < I ' CustorerCore < - '

| am so sorry about your part. We reached out but | have not gota part information yet

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part

| had computer issues so | am behind a little on my cases.

Kind regards,

——————————— - Original Message ----—-----—---

Just wanted to let you know, | am running out of patience!

Sent from my -

On at US Customer Care <}
< >> wrote:

[https://feagroup--Stage--c.cs25 content force comiserviet/serviet ImageServer?id=015{1000003KHCh&oid=00D1b000000DemE]

pear N

[Thank you for allowing RAM Customer Care an opportunity to address your concemn. Our primary focus is your satisfaction
My name is [JfJan¢ ! Wit 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 [N
Case Management telephone number: _

of your appoin menj l!y Ieep !nne o discuss your case

* My work hours are:
* | will contact you within

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




[Links to Brand Websites and other resources]

ref._CODj01gsDF._5003Z1NhouG.reflhttps.//

ImageServer?0id«00Dj0000001gsDF &esid=0183Z00000wBQQqg&from=ext]
qsDF&esid=0183Z00000wBYz1&from=ext]

[pate Subject |Re: Rental

[From To [Sent Date/Time [_:




Hello Mr. and Mrs. [

Your case is going to close on - We will not wait oo long for a document once the vehicle has been completed

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,
L

Original M ge

From US cusomer Cae

Sent:

| don't know if you have had a chance to check your voice mail, but we have found a dealership in has the part for my husband's truck
and will be installing it - The name of the dealership is _ The total for parts and labor Is spoke 1o -in the parts department

[Thank you.

Sent from my -
-

We have made contact with the Dealership. We can provide you with a -remal. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.
We hope the rental allows you to take care of some needed things.

Kind regards,
L

-mememeema— Qriginal Message ----——----—---

| am sorry too. | was told that it would be delivered to the dealership by q So, | am assuming that isn't a possibility. | am very sorry for purchasing this i
i Hopefully we can rectify that purchase soon. We should have stayed with a -

Sent from my -
7 et |
| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information onit , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,
L]

Original Me e
o -
Sent:
To: >
sw_

Just wanted to let you know, | am running out of patience!

Sent from my -

On at US Customer Care <
<| wrote:

B

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015{1000003KHCh&oid=00D 16000000 Dcmé)]

pear I

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




My name is -and | wil 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

Case Management telephone number. _
Of your appoin merJ !y laep!ona lo discuss your case

* My work hours are
* | will contact you within

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

[Links to Brand Websites and other resources]

N - 51000003<HCo0k=00D/ 0000003

[_7oid=OODOOOD(JO1quF&esid=0183ZOOCOOWAONt&frcm=ext]
ref: 00Dj01gsDF. 5003Z1NhouG:reflhttps://fcagroup.my.salesforce.com/serviet/serviet ImageServer?oid=00Dj0000001qsDF &esid=0183Z00000wBQQq&from=ext]
[l P0id=00Dj0000001qsDF &esid=0183Z00C00wBYz1&from=ext]

[pate |l Subject |Re: Rental

from — Fenpaerine I




Hello Mr. and Mrs. [

Your case is going to close on - We will not wait oo long for a document once the vehicle has been completed

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,
L

Original M ge

From US cusomer Cae

Sent:

| don't know if you have had a chance to check your voice mail, but we have found a dealership in has the part for my husband's truck
and will be installing it - The name of the dealership is _ The total for parts and labor Is spoke 1o -in the parts department

[Thank you.

Sent from my -
-

We have made contact with the Dealership. We can provide you with a -remal. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.
We hope the rental allows you to take care of some needed things.

Kind regards,
L

-mememeema— Qriginal Message ----——----—---

| am sorry too. | was told that it would be delivered to the dealership by q So, | am assuming that isn't a possibility. | am very sorry for purchasing this i
i Hopefully we can rectify that purchase soon. We should have stayed with a -

Sent from my -
7 et |
| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information onit , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,
L]

Original Me e
o -
Sent:
To: >
sw_

Just wanted to let you know, | am running out of patience!

Sent from my -

On at US Customer Care <
<| wrote:

B

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015{1000003KHCh&oid=00D 16000000 Dcmé)]

pear I

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




My name is -and | wil 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

Case Management telephone number. _
Of your appoin merJ !y laep!ona lo discuss your case

* My work hours are
* | will contact you within

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

[Links to Brand Websites and other resources]

N - 51000003<HCo0k=00D/ 0000003

[_7oid=OODOOOD(JO1quF&esid=0183ZOOCOOWAONt&frcm=ext]
ref: 00Dj01gsDF. 5003Z1NhouG:reflhttps://fcagroup.my.salesforce.com/serviet/serviet ImageServer?oid=00Dj0000001qsDF &esid=0183Z00000wBQQq&from=ext]
[l P0id=00Dj0000001qsDF &esid=0183Z00C00wBYz1&from=ext]

[pate |l Subject |Re: Rental

from — Fenpaerine I




Hello Mr. and Mrs. [

Your case is going to close on - We will not wait oo long for a document once the vehicle has been completed

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,
L

Original M ge

From US cusomer Cae

Sent:

| don't know if you have had a chance to check your voice mail, but we have found a dealership in has the part for my husband's truck
and will be installing it - The name of the dealership is _ The total for parts and labor Is spoke 1o -in the parts department

[Thank you.

Sent from my -
-

We have made contact with the Dealership. We can provide you with a -remal. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.
We hope the rental allows you to take care of some needed things.

Kind regards,
L

-mememeema— Qriginal Message ----——----—---

| am sorry too. | was told that it would be delivered to the dealership by q So, | am assuming that isn't a possibility. | am very sorry for purchasing this i
i Hopefully we can rectify that purchase soon. We should have stayed with a -

Sent from my -
7 et |
| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information onit , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,
L]

Original Me e
o -
Sent:
To: >
sw_

Just wanted to let you know, | am running out of patience!

Sent from my -

On at US Customer Care <
<| wrote:

B

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015{1000003KHCh&oid=00D 16000000 Dcmé)]

pear I

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




My name is -and | wil 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

Case Management telephone number. _
OT Your appoin menl !y Ie(ep one o dlSCUSS yQUr case.

* My work hours are
* | will contact you within

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

[Links to Brand Websites and other resources]

N - 51000003<HCo0k=00D/ 0000003

[_foid=OOD00(}3(]01quF&esid=0183ZOOCOOWAONt&frcm=ext]
ref: 00Dj01gsDF. 5003Z1NhouG:reflhttps://fcagroup.my.salesforce.com/serviet/serviet ImageServer?oid=00Dj0000001qsDF &esid=0183Z00000wBQQq&from=ext]
[l P0id=00Dj0000001qsDF &esid=0183Z00C00wBYz1&from=ext]

Date Subject Re: Rental

|From To |Sent Date/Time |_:




I'sent these the other day to the email you provided. Did you not receive them?

oent rom my

Hello Mr. and Mrs. -

Your case is going to close on _ We will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,

--nmeea— Original Message -----—---——--
From US Cusome Cor

G asal ol

| don”t know if you have had a chance to check your voice mail, but we have found a —doalorship in has the part for my husband—s truck
and will be installing it - The name of the dealership is _ The totalfor parts and labor is spoke 10 in the parts department

Thank iou.

Sent from my -

on I < I U C:stomer Care < N '
? Helo I

We have made contact with the Dealership. We can provide you with a -ronhl. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things

Kind regards,

| am sorry too. | was told that it would be delivered to the dealership by “ So, | am assuming that isnt a possibility. | am very sorry for purchasing this -
i Hopefully we ean rediify that purchase soon. We should have stayad with a
Sent rom my i

On at US Customer Care <
< wrole:

2 Heto I
| am so sarry about your part. We reached out but | have not got a part information yet.

Even If | had information on it | if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

—memememmea— Qriginal Message ----------——---

Just wanted to let you know, | am running out of patience!

Sent from my -

US Cusiomer Care <|

I - <t /et ImageServer ?id=01511000003KHCh&oid=00D 160000000cme]




vear I

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

My name is -and | wil 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

Case Management telephone number. _
OF your appoin meﬂj !y Iaep one 1o discuss yOUT case.

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources]

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet.ImageServer?id=015{1000003KHCgé&oid=00D1b000000Dcme6)]

[_70|d=OOD, 0000001qsDF &esid=0183Z00000wAONt&from=ext]
ImageServer?0id=000j0000001qsDF &esid=0183Z00000wBQQq&from=ext]
ol OO0 qsDF&esid=0183Z00C00wBYz1&from=ext]
Il 0id=000;0000001gsDF &esid=0183200000v3atP&from=ext]
Date | [Subject  [Re: Rental
[From | |10 |Sent pate/Time




Hello [N

| am needing the full copy of the repair order. The request for -relmhursement was denied But | need the repair dates that are showing on the repair order to see if |
can get this approved or not

Reimbursement are subject to approval. We definitely try to get this approved.

Please send this to _

Kind regards,

- Original Message ----—----—---

[mimagetmeg]
I'sentinese the other day to the email you provided. Did you not receive them?

Sent rom my h

on I - N U Cstorer Care < N '
Hello Mr. and Mrs. -

Your case is going to close on [l e will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Document Verification team to complete the reimbursement process.
Kind regards,

L]

oo — Original Message ----—--—--

From US Cusoner o=

Sent:

To:
Subject: Re: Rental

-—---—--—— Original Message -----------—---

| don”t know if you have had a chance to check your voice mail, but we have found a —dealerﬁhip in has the part for my husband—s truck
and will be installing it [ if The name of the cealership is |l T tota Tor parts and labor is SDOKE 10 in the parts department.
Thank iou.

Sent from my -
on I = I S Costore Core < N - '
7 Helo I

We have made contact with the Dealership. We can provide you with a -rentaL Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.
We hope the rental allows you to take care of some needed things.

Kind regards,
L]

Original Message
o -
Sent:
To: >
ubm

| am sori too. | was told that it would be delivered to the dealership by q So, | am assuming that isnt a possibility. | am very sorry for purchasing this -

Hopefully we can reclify that purchase soon. We should have stayed with a

Sent from my -

On at US Customer Care <
< wroie:

7 elo I

| am so sorry about your part. We reached out but | have not got a part information yet.

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

i Original Message ---—-— i
o T




Just wanted to let you know, | am running out of patience!

Sent from my -

US Customer Care <}

Es)

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet. ImageServer?id=015f1000003KHCh&oid=00D 1b000000Dcme€)]

vear I

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

My name is -and | wil 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 Case Management telephone number. _

* My ;

* My work hours are: FH

* | will contact you within Of your appointment Dy telephone 1o discuss your case

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

[Links to Brand Websites and other resources]

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet. ImageServer?id=015f1000003KHCg&oid=00D 1b000000DcmE)]

[_oid=00Q 0000001qsDF &esid=0183Z00000wAONt&from=ext]

Iserviet/servlet ImageServer?0id=00Dj0000001gsDF &esid=0183Z00000wBQQq&from=ext]
! 10000001gsDF &esid=0183Z00000wBYz 1 &from=ext]
0id=00D;0000001gsDF &esid=0183Z00000v3atP&from=ext]

|pate |Subject Re: Rental
|From [To [Sent Date/Time _:



Hello [N

| am needing the full copy of the repair order. The request for -relmhursement was denied But | need the repair dates that are showing on the repair order to see if |
can get this approved or not

Reimbursement are subject to approval. We definitely try to get this approved.

Please send this to _

Kind regards,

- Original Message ----—----—---

[ [image1.jpeg]
I'sentinese the other day to the email you provided. Did you not receive them?

Sent rom my

on I - I 5 oo Core < =
? Hello Mr. and Mrs. -

Your case is going to close on [l e will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Document Verification team to complete the reimbursement process.
Kind regards,

L]

oo — Original Message ----—--—--

From US Cusoner o=

Sent:

To:
Subject: Re: Rental

| don't know if you have had a chance to check your voice mail, but we have found a —dealersl‘ip in has the part for my husband’s truck
and will be installing it [ ilf The name of the cealership is |l The tot@ Tor parts and labor is spoke (o [Jfin the parts cepartment.
Thank iou.

Sent from my -

on I < I Costore Core < -
7 veto IR

We have made contact with the Dealership. We can provide you with a -rentaL Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.
We hope the rental allows you to take care of some needed things.

Kind regards,
L]

Original Message
o -
Sent:
To: >
ubm

| am sori too. | was told that it would be delivered to the dealership by q So, | am assuming that isn't a possibility. | am very sorry for purchasing this -

Hopefully we can reclify that purchase soon. We should have stayed with a

Sent from my -

On at US Customer Care <
< wroie:

7 elo I

| am so sorry about your part. We reached out but | have not got a part information yet.

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

i Original Message ---—-— i
o T




Just wanted to let you know, | am running out of patience!

Sent from my -

US Customer Care <}

Es)

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet. ImageServer?id=015f1000003KHCh&oid=00D 1b000000Dcme€)]

vear I

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

My name is -and | wil 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 Case Management telephone number. _

* My ;

* My work hours are: FH

* | will contact you within Of your appointment Dy telephone 1o discuss your case

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

[Links to Brand Websites and other resources]

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet. ImageServer?id=015f1000003KHCg&oid=00D 1b000000DcmE)]

[_oid=00Q 0000001qsDF &esid=0183Z00000wAONt&from=ext]

Iserviet/servlet ImageServer?0id=00Dj0000001gsDF &esid=0183Z00000wBQQq&from=ext]
! 10000001gsDF &esid=0183Z00000wBYz 1 &from=ext]
0id=00D;0000001gsDF &esid=0183Z00000v3atP&from=ext]

Date Subject Re: Rental

[From To [Sent Date/Time _:




Jlimage1.jpeg]
I'have sent this ﬁ! What seems to be the problem? | also called and was told it had already been approved!!!

!enl rommy I

Helo I

| am needing the full copy of the repair order. The request for -re;mbursement was denied But | need the repair datas that are showing on the repair order to see if |
can get this approved or not

Reimbursement are subject to approval. We definitaly try to get this approved.

Please send this to_
Kind leialds.

ECT: IKe: ken
(= o)
I'sentthese the other day to the email you provided. Did you not receive them?

oent rom my

7 Helio Mr. and Mrs. -

Your case is going to close on - We will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,

| don”t know if you have had a chance to check your voice mail, but we have found a dealership in has the part for my husband s truck
and will be installing it - The name of the dealership is _ The total for parts and labor is spoke 1o in the parts department

Thank you.

Sent from my -

On US Customer Care <
<| wroie:

7 Hello -

We have made contact with the Dealership. We can provide you with a -remal Anything after -wnuln be your responsibility
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,

- Original Message --

|am sori too. | was told that it would be delivered to the dealership by q So, | am assuming that isn(t a possibility. | am very sorry for purchasing this -

Hopefully we can reclify that purchase soon. We should have stayed with a

Sent from my -

On US Customer Care <




| am so sarry about your part. We reached out but | have not got a part information yet.

Even If | had information on it , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a litlle on my cases.

Kind regards,
L]

Just wanted to let you know, | am running out of patience!

Sent from my -

US Customer Care <

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015f1000003KHCh&oid=00D 1b000000DcmE]

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

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

* Your case number is

Case Management telephone number _
Eastern Standard Time FF
of your appointment by telephone to discuss your case.

* My direci extension:
* My work hours are:
* | will contact you within

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

[Links to Brand Waebsites and other resources]

[https://fcagroup--Stage--c.cs25.content force.com/serviet/serviet. ImageServer?id=015f1000003KHCg&oid=00D 1b000000Dcmeé)]

[_oid=OOD_ 0000001qsDF &esid=0183Z00000WAONt&from=ext]

ImageServer?0id=000j0000001qsDF &esid=0183Z00000wBQQq&from=ext]
=00Dj0000001qsDF &esid=0183Z00000wB Yz 1 &from=ext]

'0id=00Dj0000001qsDF &esid=0183Z00000v3atP&from=ext]

0id=000;0000001qsDF &esid=0183Z00000wqdWa&from=ext]

Date | Subject Re: Rental
[From _| I [sent Date/Time




I'sen

!enl rommy h

Hello Mr. and Mrs. -

Your case is going to close on _ We will not wait too long for a document once the vehicle has been completed.

ay 10 the email you provided. Did you not receive them?

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.

Kind regards,

--nmeea— Original Message -----—---——--

From US Cusome Cor
Sent:

To:
Subject: Ke: Rental

-enmme-— Original Message ----------——--

| don”t know if you have had a chance to check your voice mail, but we have found a —doalorship in has the part for my husband—s truck
and will be installing it - The name of the dealership is _ The totalfor parts and labor is spoke 10 in the parts department

Thank iou.

Sent from my -

on I < I U C:stomer Care < N '

? Hello [

We have made contact with the Dealership. We can provide you with a -ronhl. Anything after -would be your responsibility.
We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things

Kind regards,

Hopefully we ean rediify that purchase soon. We should have stayad with a

| am soi too, | was told that it would be delivered to the dealership by “ So, | am assuming that isnt a possibility. | am very sorry for purchasing this -

Sent rom my i

On at US Customer Care <
< wrole:

2 Heto I
| am so sarry about your part. We reached out but | have not got a part information yet.

Even If | had information on it | if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,

—memememmea— Qriginal Message ----------——---

Just wanted to let you know, | am running out of patience!

Sent from my -

US Cusiomer Care <|

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=01511000003KHCh&oid=00D1b0000000DcmE]




vear I

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

My name is _and | wil 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

Case Management telephone number. _
Of your appoin: menj !y laep!one lo discuss your case.

* My work hours are:
* | will contact you within

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

[Links to Brand Websites and other resources]

[https://fcagroup--Stage--c.cs25.content. force.com/serviet/serviet.ImageServer?id=015{1000003KHCgé&oid=00D1b000000Dcme6)]

[https://fcagroup.my.salesforce.com/serviet/serviet.ImageServer?0id=00D;000000 1gsDF &esid=0183Z00000wAONt&from=ext]

ImageServer?0id=000j0000001qsDF &esid=0183Z00000wBQQq&from=ext]
ps://icagroup.my.salestorce.com/servievserviet.imageServer’ol qsDF&esid=0183Z00C00wBYz1&from=ext]

[https: //fcagroup.rny.salesforce.com/servlet/servletvimageServer'7oid=OOD: 0000001gsDF &esid=0183Z00000v3atP&from=ext]

Date |Subject  |Ram Case
[From | |70 |Sent Date/Time




Dear Mrs. -

This is a courtesy email to inform you of the closure of your case.

We would like to express appreciation for allowing to assist you with your vehicle concerns

We Icok forward to assisting you should you have any additional concerns or questions in the future.

Should you receive a customer satisfaction survey regarding your experience with [ your input would te greatly appreciated.
Thank you for being a loyal -cusk)mer!

Sincerely
Il Customer Care

m [
I'sentthese the othar day to the email you provided. Did you not receive them?
!enl rommy h

Hello Mr. and Mrs. -

Your case is going to close on - We will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.
Kind regards,
............... Original Message

From: US Cusiomer Care [

Sont. IR

o
Subject: Ke: Renta

| don”t know if you have had a chance to check your voice mail. but we have found a dealership in has the part for my husband—s truck
and will be installing it - The name of the dealership is _ The total Tor parts and labor 1S SPOKE (0 in the parts department

Thank iou

Sent from my -

on I = I S Cstorer Coro <, -

? Helo [

We have made cortact with the Dealership. We can provide you with a [Jjrental. Anything aiter [ wouid be your responsivility.
\We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,

---------- - Original Message ----—------—---

| am sori(oo. I was told that it would be delivered to the dealership by q So, | am assuming that isnTt a possibility. | am very sorry for purchasing this -

Hopefully we can reciify that purchase soon. We should have stayed with a -

Sent from my -

On at US Customer Care <
«<| >> wrole:

| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information oniit , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,
L

Original M e




Just wanted to let you know, | am running out of patience!

Sent from my -

US Customer Care <|

[https://fcagroup--Stage--c.cs25.content.force.comiserviet/serviet.ImageServer?id=0151000003KHCh&oid=00D 10000000 DcmE)]

pear [N

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

My name is -and | wil 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
Case Management telephone number _

Eastern Standard Time

* My work hours are: y
of your appointment by telephone 1o discuss your case

“ | will contact you within

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

[Links to Brand Websites and other resources)

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015{1000003KHCg&0id=00D 1b000000DcméE]

[_md:OOQ 0000001gqsDF&esid=0183Z00000WAONt&from=ext]

ref._CODj01gsDF._5003Z1NhouG:re ImageServer?oid=00Dj0000001gsDF &esid=0183Z00000wBQQqg&from=ext]
'oid=00Dy000¢ qsDF&esid=0183Z00000wBYz1&from=ext]
0id=000;0000001gsDF &esid=0183Z00000v3atP&from=ext]

Date || [Subject Ram Case
|10 |Sent Date/Time




Dear Mrs. -

This is a courtesy email to inform you of the closure of your case.

We would like to express appreciation for allowing to assist you with your vehicle concerns

We Icok forward to assisting you should you have any additional concerns or questions in the future.

Should you receive a customer satisfaction survey regarding your experience with [ your input would te greatly appreciated.
Thank you for being a loyal -cusk)mer!

Sincerely
Il Customer Care

m [
I'sentthese the othar day to the email you provided. Did you not receive them?
!enl rommy h

Hello Mr. and Mrs. -

Your case is going to close on - We will not wait too long for a document once the vehicle has been completed.

If your case closes before you get the receipts in, it will be forwarded to our Decument Verification team to complete the reimbursement process.
Kind regards,
............... Original Message

From: US Cusiomer Care [

Sont. IR

o
Subject: Ke: Renta

| don”t know if you have had a chance to check your voice mail. but we have found a dealership in has the part for my husband—s truck
and will be installing it - The name of the dealership is _ The total Tor parts and labor 1S SPOKE (0 in the parts department

Thank iou

Sent from my -

on I = I S Cstorer Coro <, -

? Helo [

We have made cortact with the Dealership. We can provide you with a [Jjrental. Anything aiter [ wouid be your responsivility.
\We are working on getting that part to the Dealership as quickly as possible.

We hope the rental allows you to take care of some needed things.

Kind regards,

---------- - Original Message ----—------—---

| am sori(oo. I was told that it would be delivered to the dealership by q So, | am assuming that isnTt a possibility. | am very sorry for purchasing this -

Hopefully we can reciify that purchase soon. We should have stayed with a -

Sent from my -

On at US Customer Care <
«<| >> wrole:

| am so sorry about your part. We reached out but | have not got a part information yet

Even If | had information oniit , if the part is not available, there is nothing we can do but to try to get it to the Dealership as quickly as possible once the Supplier has
made the part.

| had computer issues so | am behind a little on my cases.

Kind regards,
L

Original M e




Just wanted to let you know, | am running out of patience!

Sent from my -

US Customer Care <|

[https://fcagroup--Stage--c.cs25.content.force.comiserviet/serviet.ImageServer?id=0151000003KHCh&oid=00D 10000000 DcmE)]

pear [N

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

My name is -and | wil 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
Case Management telephone number _

Eastern Standard Time

* My work hours are: y
of your appointment by telephone 1o discuss your case

“ | will contact you within

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

[Links to Brand Websites and other resources)

[https://fcagroup--Stage--c.cs25.content.force.com/serviet/serviet.ImageServer?id=015{1000003KHCg&0id=00D 1b000000DcméE]

[_md:OOQ 0000001gqsDF&esid=0183Z00000WAONt&from=ext]

ref._CODj01gsDF._5003Z1NhouG:re ImageServer?oid=00Dj0000001gsDF &esid=0183Z00000wBQQqg&from=ext]
'oid=00Dy000¢ qsDF&esid=0183Z00000wBYz1&from=ext]
0id=000;0000001gsDF &esid=0183Z00000v3atP&from=ext]




lNow Customer Assistance Inquiry Record (CAIR)

VIN Model Year RAM
Body ] Vehicle LT 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 Languag English
Contact Email _ |Contact Phone | - Contact Mobile -_
Caller Address Source Customer
[City/state/Country/Zip

(Customer | I

Customer Address ]

City/State/Country/Zip ] . _ -
e ] - r—
Dealer Address

[Dealer Zone | Sales District Service District J
Subject repair

Synopsis cm provided all info needed *

Customer Anomaly

Contact Reason I o' Available/Backordered e A ly

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

Case Status History

Create Date Status

Open

Closed

Initial Description

cx vehicle been at R since -.? referred him to us to get expedited

Case Comments

C 7"

e

. still has warranty. Hess also inquiring about rental ***actions taken™* advised cx as per . reassigned. ***next steps*** reassign

voice of customer*** cx took vehicle in -for his abs light and battery keeps being drained F loan store dodge referred him to us due to the back order

and would not acknowledge a part order follow up on may get dfferent PA

"** Agent spoke with parts to retrieve order but PA could not understand who or what | was requesting and stated if a partis on back order we were at the

“**Actions Taken *** Advisec | wil notate case Recall: Dlr;

***OB TO CST *** Agent spoke with cst and he stated he is going to need a rental if the part ETA is on Back order

***Next steps'

***Voice of Customer *** Hfrom servicing dlr -called to provide part number : | lland asked to be contacted to help expedite for customer.

***OB TO CST *** Agent sent email to cst with Part ETA

“**PARTS POD UPDATE*** PART:
to ensure priority Per im

ANTI-LOCK BRAKE SYSTEM MODULE ORDER

ANTI-LOCK BRAKE SYSTEM MODULE ORDER:
atenial in transit to PDC ETA

****PARTS UPDATE*** PART:
Delivered Delivered on:

Order has already been upgraded

ANTI-LOCK BRAKE SYSTEM MODULE ORDER Tracking Number: g

Sent email CST advising of part update.

"*** QUTBOUND CALL TO DEALER **** Vehicle has been repaired and picked up * cm confirmed and thanked SA **

*** OUTBOUND CALL TO CUSTOMER *** Customer says received vehicle and vehicle is repaired to his satisfaction customer now has another concern , not regarding
the case* customer wanted a bigger radic screen and went to dealer to get an 8inch instead of the ‘ho has, dealer had none in stock and referred customer to a shop
who sells mopar radios * customer says got that radio installed and is not as he expected and wantsto

original one, cm advised customer if the radio is an AFTERMARKET PART The Dealer May Refuse * Customer insisted the radio is Mopar and not an after market, cm
then advised if radio is mopar radio the dealer should have no problem exchanging radios * customer confirmed would like cm to assist and contact customer on

to determine when the customer appointment is or to assist with scheduling appointment. cm confirmed

now if dealer will assist with removing rado and inserting the

*** OUTBOUD CALL TO CUSTOMER *** Customer confirmed went to dealer and due ‘o radio not actually being the original radio the vehicle came with , it will not be
covered under warranty* customer confirmed its not the dezlers fault, he understands he will have to get this issue resolved, and is not at this time requesting any
assistance ‘-ls closing the case *

Email(s)

te
m
Dear Mr.

You case number is
My direct ext. is
My work hours are :

i.ON BEHALF OF

EXT.

phaone rumber is [N

Eastern time

_/ thru F
| will contact you shorily Dy pnone 1o discuss your case.please don 't nesitate to make contact if you have any questions. Thank you

ref:_CODj01gsDF._5003Z1NhsHG:ref

Subject RE: Cutstomer Initial Contact E-Mail
0 T

Thank you for allowing _an opportunity to address your concern.Our primary focus is your satisfaction.My name is -and | will be your case
manager to answer all questions Issugs are addressed.,

g
g

From

ISubchf RE: Cutstomer Initial Contact E-Mail
|ro |Sent Date/Time




Good moming Mr,aF
your Back order part has na ETA of 3/9/22 it should be at your DLR in -

-—---——--— Original Message -----—-----—--
From S Cusimer o

- Cutstomer Initial Contact E-Mail

Dear Mr.
Thank you for allowing an opportunity to address your concern.Our primary focus is your satisfaction.My name is -and | will be your -
manager 1o answer all guestions Issuas are addressed.

YouH number is The | o< rumber is [

My direct ext. is

My work hours are : Eastern time_Monday thru F

| will contact you shorily Dy phone 1o discuss your -please don't nesitate to make contact if you have any questions.Thank you

(ﬂON BEHALF OF

EXT
ref:_CODj01qsDF._5003Z1NhsHG:ref

Date Subject
From To |Sent Date/Time i_:

Hello,

The part was delivered -at the dealership.

Thank you

E— -— Original Message -----------—---

From: US Cusiomer Care [—
Sent:

To: H

Subject: RE: Cutstomer Initial Contact E-Mail

Good moming MraF
your Back order part has na ETA of 3/9/22 it should be at your DLR in -

Original M ge

From US Cusomer Cae

Sent:
To:
Subject: RE: Cutstomer Initial Contact E-Mail

Dear Mr.

Thank you for allowing _an oprortunity to address your concern.Our primary focus is your satisfaction.My name is [JJjand | will be your i}
manaier o answer all guestions Issugs are addressed.

My direct ext. is
My work hours are : Eastern time.Monday thru _
| will contact you shortly by phone to discuss your -please don't nesitate to make contact if you have any questions.Thank you

(nON BEHALF OF

EXT -

ref._CODj01gsDF._5003Z1NhsHG:ref

ST | -

Hello this is this message is for

. | wanted to check in to make sure everything is to your satisfaction. If you are happy with your experience, there is no need to call me back. Your -will be closed in
however, if you need to discuss these detais further, | can be reached at
EXT- 1

[Thank You.
Within WVIA Email, You Will Be Receiving a Survey Regarding My Level of Professionalism , If You Wouldn't Mind Completing . | Would Greatly

Appreciate Your ack, Thank You
ref:_CODj01qsDF._5003Z1NhsHG:ref




New Customer Assistance Inquiry Record (CAIR)

VIN Model Year || Brand
oy [ Vehicie | &
Customer Provided VIN Line of Business CAC | Customer Assistance Center
Batch Case Infor
Open Date [ ] CAIR Type Regular |status ] Closed
Close Date I Origin Brand Site ||[Reason assistance
[Mileage T Vies Market U |lLanguag English
Contact Email (Contact Ph- ]- |[Contact Mobile |
Caller Address nw ||Source Customer
City/State/Country/Zip . 1
|customer
Customer Address
City/State/Country/Zip \
Dealer PROGRESSIVE CHRYSLER _ }Wn.—| -_
Dealer Address 7966 HILLS AND [JJll RD NE
MASSILLON . \——
[Dealer z. I sales District ] ||Service District F
Subject warranty
Synopsis Repairediretuned, customer satisfied. Closing case.
Customer Anomaly Brakes
Automatic Braking System (ABS)
|Contact R ]- Technical Issue With Vehicle |Ci A ly ]. ABS Issues
[Reason Code ] After Sales - Complaint - Product - Vehicle concern - Additional details
Case Status History
Create Date Status
03/03/2022 [N New
03/04/2022 N Open
03/22/2022 I Suspended
03/24/2022 I Open
03/24/2022 1 Suspended
03/292022 Open
03/30/2022 I Suspended
03/302022 I Open
03/302022 N Closed

Initial Description

. |
ABS pump failure This happened witmon truck while on vacation Problem is intermittent \nProblems to date wit truck \nFrontend alignment when new
which shortened life of front tires.\nRadi iis as peen replaced and screen is starting to freeze again.\nfresh air trap door broke and was replaced.\ntotal time in

shop with repairs and recalls is

\nMy question to yours: will you repair my latest ABS failure under warranty ?\n Thanks

Case Comments

Date

C

seeking cost assistance for ABS pump failure repair Original owner
appointment scheduled or diagnosis for concern within the last 14 days i
ST has appointment

**Outbound Dealer Contact” 7 | Writer spoke to SA; confirmed customers appointment for - Wiriter advised to follow up with
SA tomorrow for diagnesis

-ln household Within 2 and 24 of basic warranty for possible GW assistance Need
n order to escalate

In-Service DateHOnginal Owner: YES Mileag Vehicle purchase loyalty: 1 CURRENT, 2 ORIGINAL Multple Repairs/ Previous related repairs: NONE
MVP plans: NO! ovyalty Score: Restrictions: NON pen Recalls: NONE Previous Related Cases: NONE Issue: CO ASSISTANCE > ABS PUMP

**Qutbound Customer Contact*™ | | Writer spoke to customer; customer advised he had dropped off the vehicle at
morning but it may take 10 get a diagnosis. Customer had received emails advising that he may need to replace the ABS pump from ustomer
advised he wasn't able to Tind the emails as he got them * Customer advised it started when the vehicle was at _ he was in and had to hit the
brakes pretty hard. The ABS light came on and he couldn't use the cruise control feature, Customer advised the concerns are intermissive. Writer advised we will follow up
\with the tomorrow 1o see if the dir was able to diagnosis the vehicle

“*OUTBOUND DEALERSHIP CALL"™* writer called and spoke with said they just got vehicle d.tech found he has codes for abs hydraulic unit they
replaced abs control hydraulic unit and abs control mocule we were going to fiX it will be cheaper for the customer because wne-goes the other -usually
follows so quoted for

***OUTBOUND DEALERSHIP CONTACT*** MCM reached out to to discuss GW cost assistance for this customer, r
was unavailable, CM leit VM requesting callback wi pricing for parts/labor, provided customer's name, and CM contact #.

**OUTBOUND DEALERSHIP CALL"*" writer called and left a message for with her contact information so he could get back to her

“*OUTBOUND CUSTOMER CALL**** customer has not spoken to an he was going to wait for his CM to get a hold of the dealership to see about cost
istance customer is hoping to get cost assistance before getting it repaired and being out all that mq«. riter told the custemer she is unsure on how much they wil
cover if any but she will get his CM the dealership again and then get a hold of the customer to let him no if they can help with cost assistance

““*OUTBOUND DEALERSHIP CONTACT***
Spoke with QWho advised he had spoken wi e custome) and In tha!
to go a bit lower to bring the cost down toa co-pay with CM's assistance. SM ent
amount as it is within their GW parameters so he is going to talk to mhis WTY Rep just to make sure there is nothing further they need to do ior approval on this and
made a note of CM's support in assisting this customer with the cost. SM also advised there is an ABS module on BO with no ETA, provided part # Horder
# advised the order should be VOR, CM checked while on the ph with SM and confirmed order is showing Special Handling, CM advised internal parts ieam
e engaged to assist with expediting. SM thanked CM for the assistance.

(CM reached out o to touch base on GW consideration for this customer.
iscussion the customer approved co-pay but SM said he might be able
ered this information info his system and found that the can self-authorize this

Parts Pod Paragraph Part number: _ Order number: [ Order type: S META' No ETA Rental: Y - Start date: NA “NOTE TO PARTS
TEAM: POD showed that the BO was cancelled on this due to an upgrade request so | also attache: D for -wnlcn | believe is the subsequent order # after the

part was upgraded. Please let me know if there is anything further | should do to help out.

I.sent email to SM to provide CM's contact information should he need it, also inquired with SM if customer is in a loanerirental through the -and if SM would like CM
0 contact customer to discuss the new offer for cost of repairs.

***INBOUND SM EMAIL*** Fﬂ | Hey HeCs not in a loaner, we haven™t brought that up because he hasn_t needed [l ye!. No
need to call him, the service advisor on O’is and he already reached out to let him know. Thank you for the help! Thank you, ervice

Manag Dodge

£

rreremesaser DART UPDATE *+*+eressesiassn EALER - [l ORDER NUMBER : [J- PART NUMEER - [IIE: - ANTI-LOCK BRAKE MODULE NO
CURR PROM DATE - ETA to DEALER will be provided, once availabie. ******* Rassany ***END OF UPDATE*****+*+ R




Date Comment

Saasiianin PART UPDATE ~rmeessssssiiiss DEALER - ORDER NUMBER - “PART NUMBER
DEALER : will receive PART NUMBER :
en delivere®® rther assistance is needed, co

- SHIPPED-PDC on 3/24 - In transit to DEALER - ETA
|Task Completed. Please follow up with the Dealer to &
_-Pod ..naa-u...u-...END OF UPDATE...uu-.-u-.a....u-
***OUTBOUND DEALERSHIP CONTACT*** MCM reached out 1o to confirm part arrival and check repair timeline -—
with PA who advised all parts had arrived an 00Ks ke the was closed out on his end, CM transferred to service to confirm repaired/retumed, no cne
available, eft VM requesting callback to confirm, provided customer's name, VIN and CM contact #.

**Outbound Customer Contact™ | _]_Hl RAM | CM reached outto customer to confirm vehicle has been repairediretumed. Customer sent call to
- \VM, CM left VM requesting callback 1o ensure satistaction with repairs before closing case, advised case will be closed on *so if further assistance is needed

superseded to

to contact CM before then.

**Inbound Customer Contact™ | *| ”[ RAM | Customer returned CM's phone call to advise he picked up his vehicle [Jjand drove it home with
no issues, so far so good. CM acvised of case closure but encouraged customer to reach out directly if there are further issues and we can reopen his case for further
ce. Customer was fine with this and thanked HVI for the help. Closing case.

Email(s)

Date |Subject  |warrant
From e .
Hello

Thank you for contacting -Cdstomer Care.

We can understand the dissatisfaction that you feel, given the concem with the ABS pump in your -- We wart to guarantee that we take the appropriate
steps to ensure your concerns are addressed, and ultimately resolved as best as possible.

'Your email has been reviewed and due to the nature of your concern, we would like to forward your case to our Case Specialist department for their attention and
response.

To move ahead with this escalation, your vehicle would need to have been diagnosed for the concern by an authorized dealership within the _not, it will be
necessary for you to arrange an appointment and then advise us of the name of the dealership, the date and the time of the appointment.

Please reply to this email or contact us at _wnh your dealership and appointment information.
Thank you again for your email

Best wishes,

ustomer Care

Sent Date/Time

| have made an appointment at A cost to me of
results.
Thanks for your response.

keep you updated when | get

Sent from my -
- o I I s Cvsoner ore < N
i .

e
> Helio [l

>

> Thank you for contactng [ Customer Care.

>

> We can understand the dissatisfaction that you feel, given the concarn with the ABS pump in your -- We want to guarantee that we take the appropriate
steps to ensure your concerns are addressed, and ultimately resolved as best as possible.

>

> Your emall has been reviewed and due 10 the nature of your concern, we would like to forward your case to our Case Specialist department for their attention and
response.
>

> To move ahead with this escalation, your vehicle would need to have been diagnosed for the concern by an authorized dealership within the _nol, it will
be necessary for you to arrange an appointment and then advise us of the name of the dealership, the date and the time of the appointment

> Please reply to this email or contact us at |l with your dezlership and appointment information.
>
> Thank you again for your email.

>
> Bect wishes,

>
moner Care

Date || [Subject Re: warrant
From |10 |sent Date/Time

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




